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® QUTSOURCE ACCESS’
REDEFINING HOW YOU SCALE

About Us:

Outsource Access is a comprehensive “business process outsourcing” and virtual assistant firm with over 500
employees in the Philippines serving businesses in 70 industries. But what are we really? Our Clients tell us we are
their “Growth Partner” helping them redefine how they scale. We are proud to have won é national and global
awards for our commitment to quality and impacting the lives of our staff including recent ranking of #326 on the

Inc 5000 for 2023.

We do a customized discovery session with each Client and offer support in every business function including
operations, marketing, bookkeeping, sales, HR, admin and executive support. Our staff are all full time and
managed employees who are committed to your success with our signature talent and matching, onboarding and
detailed OA Playbook process to capture and document every task we execute. We will be your full turn-key,
affordable answer to scale and growth.

Clmlo]

.'I
Want to Take Next Steps? Scan the QR code and see a short video tour of our :F: .
company and process with links to book a complimentary discovery call at: {v o

OutsourceAccess.com/process @ ,,j].=r : ﬁ

R el







Home and Commercial Services - Sales

Task |Sending Follow-Up
Emails on Customer
Pending Estimates

Description of the Task: Crafting
professional follow-up emails to customers
who have received estimates for services but
have not yet confirmed their projects. Timely
follow-ups help nurture customer
relationships, address any questions or
concerns, and encourage decision-making.
This proactive communication increases the
likelihood of converting potential projects into
confirmed bookings.

Weeks 1,2 and 3
1. Login to Method.

2. Click on Estimates.

3. Look at Estimates with
a. A Status of Sent for Approval
b. An Inspection Tag - it’s ok if other Tags are present,
but an Inspection Tag is REQUIRED
c. Sent prior to Friday
d. Start with the oldest ones first

4. Verify the Sales Rep.
5. Click on the bold Customer Name.

6. Check the Memo (Internal) Field
a.lf the Sales Rep has entered instructions for No Follow
Up, move onto the next Estimate.
b.Otherwise, type “Sent Follow Up” with the date and
your initials.
c.Make a new entry every time you Follow Up

7. Click on Email at the bottom of the screen

8. Click on the Drop Down Arrow in the From Field and
select the Sales Rep

9. Click on the Drop Down Arrow in the Email Template
Field and select the template that matches the Sales Rep.

10. Click Send.

11. Once the Customer signs and submits the approved
Estimate, the status should automatically change to
Accepted. Therefore, that Customer would no longer
qualify for follow up

Week 4
12. Steps 1-5 remain exactly the same as Weeks 1-3

13. Check the Memo (Internal) Field.
14. Click on Email af the bottom of the screen.

15. Click on the Drop Down Arrow in the From Field and
select the Sales Rep.

16. Click on the Drop Down Arrow in the Email Template
Field and select the template that matches the Sales Rep.

17. Click Send.

18. Change Status to Rejected.

19. If you pull up a Customer and the notes show that
you previously changed the status to Rejected, do not

send additional follow up, even if the status has been
changed back to Sent for Approval.

www.oulsourceaccess.com
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Home and Commercial Services - Sales

Task |Setting
Appointments

Description of the Task: Scheduling service
appointments involves coordinating
availability between customers and
technicians or service teams. This fask ensures
efficient allocation of resources, minimizes
downtime, and enhances customer
satisfaction by confirming service visits
promptly. Streamlined appointment setting
builds trust and keeps operations running
smoothly.

1. Open Hatch, Outlook Email, and Facebook (FB) to
look for new leads or appointment requests.

2. Review messages or inquiries that need follow-ups.

3. Gather the necessary information about the lead:
a.Full name
b.Contact number
c.Address or location
d.Preferred appointment dates/times.

e.Check Calendar Availability

4. Open the shared calendar to identify available dates
and times for scheduling.

5. Use Google Maps or similar tools to estimate the
travel time to the lead’s location. Adjust the appointment
time frame to accommodate travel, if necessary.

6. Write down key points fo confirm during the call:
a.Date and time availability
b.Address/location details
c.Any preferences or special requests.

d.Call the Lead

7. Place a call to the lead to discuss their inquiry and
schedule the appointment.

8. Conlfirm all details during the call:
a.Date, time, and location
b.Any follow-up requirements.

9. Open MarketSharp.

10. Enter the lead’s details under the Lead Inquiry
section:

a.Name

b.Contact number

c.Address

d.Source of the inquiry {Hatch, Outlook, or FB).

11. Add an Appointment in MarketSharp
Navigate to the Appointment section.

13. Enter the confirmed date, time, and location of the
appointment.

14. Add notes based on the call (e.g., preferences, travel
considerations).

15. Double-check the information enfered in
MarketSharp for accuracy:

a.Date and time

b.Contact details

¢. Location/address.

16. Ensure the newly scheduled appointment is visible on
the shared calendar. Cross-check with other
appointments to confirm no overlaps.

17. In MarketSharp, update the appointment status to
Pending to mark it as scheduled but not yet completed.

18. Send a confirmation email or message fo the lead:
a.Include the date, time, and address.
b.Remind them to confact you if they need to
reschedule.

19. Review all entries in MarketSharp and the calendar to
confirm accuracy.

20. Set a reminder to follow up with the lead before the
appointment for reconfirmation.

www.oulsourceaccess.com
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Home and Commercial Services - Sales

Task |Generating
Leads/Lists

Description of the Task: Identifying and
compiling contact details for potential
customers or businesses needing home or

commercial services. By leveraging research
tools and databases, this process generates
targeted lead lists for marketing campaigns
or direct outreach. Effective lead generation
drives new business opportunities and
expands your market presence.

1. Log in to your email platform.

2. Identify incoming emails containing customer
information via an online form submission.

3. Review the email for essential data: Customer Name,
Contact Person, Address, and the Customer's Concemn.

4. Access the internal file storage system, navigating to
the folder containing active service agreements.
a.Ensure VPN access if required.

5. Search the folder for the customer’s name 1o verify if
they are an existing client.

6. Log in to the CRM system.

7. Navigate to the Opportunities section and search for
the company name.

8. Check for any previous jobs associated with the
customer and identify the assigned salesperson.

9. If @ work order number is provided in the form
submission, locate it in the system's service management
section.

10. Review the customer’s address and other details in
your company’s address database.

11. Access your email platform, navigate to the relevant
folder, and search for the customer’s address for
additional context.

12. If all necessary data is available, create a new
opportunity in the CRM system.

13. Select "New Record" and populate the following
fields:
a.Class ID: Choose the appropriate category (e.g.,
Quoted Service).
b.Probability: Set to a default based on the stage (e.g.,
20% Qualified).
c.Estimated Close Date: Set o the last workday of the
following week.
d.Subject: Include the Customer Name and
Job/Service type.
e.Business Account: Link to the customer’s account.
f. Location: Match the address from the form
submission.
g.Contact: Input the contact person from the form.
h.Owner: Assign to the salesperson identified earlier.

14. Update the Attributes Tab with specific details:
a.Quoted Service Type.
b.Customer Type (e.g., Existing Customer).
c. Solution Type (e.g., specific services offered).
d.Industry Vertical (e.g., Government, Commercial).
e.Sales Stage {e.g., Qualify).
f. Performing Branch (e.g., a regional branch name).

15. Save the opportunity to generate an ID.

16. Add any relevant notes 1o the record, including dates
and key actions taken.

17. Attach the customer form (PDF) to the opportunity
record.

18. Retumn to your email platform and forward the form
submission to the assigned salesperson, including any
relevant team members.

19. Mark the email as completed and move it to the
designated folder.

20. Log the sales opportunity in the team’s shared
tracking file or log sheet.

21. Store related logs in the appropriate folder within the
infernal file system.

www.oulsourceaccess.com
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Home and Commercial Services - Sales

Task | Taking Customer
Calls

Description of the Task: Handling incoming
customer calls is crucial for providing
personalized assistance, answering service

inquiries, and addressing concerns prompily.
By maintaining a professional and courteous
tone, this task ensures excellent customer
service, builds trust, and enhances your brand
reputation. Efficient call handling can also
convert inquiries info service bookings,
driving business growth.

1. Use OpenPhone to manage incoming calls from
tenants or potential customers.

2. Ensure you are ready to answer promptly and
professionally.

3. I the number is unknown, it may be a potential tenant
or a customer with a query.

4. Greet the caller with a professional script.
5. Ask questions to clarify the purpose of their call.

6. If the query involves common questions, refer to the
FAQs link provided.

7. For additional details, visit the company website for
services, reservation policies, or pricing.

8. If they have concems about their reservation,
double-check details using the infernal system or
reservation portal.

9. For after-hours emergencies:

a.Inform the caller that AnswerConnect manages
affer-hours concems.

b.Confirm their details and let them know
AnswerConnect will follow up.

c. Check AnswerConnect portal or email nofifications to
log the issue.

d.Escalate complex or unresolved issues to the
appropriate team or supervisor.

10. Record the following information in the call log or
CRM system:

a.Caller’s name

b.Contact details

c. Nature of the inquiry

d.Actions taken or solutions provided.

e.Follow Up If Required

11. Confirm with the caller that their query will be ad-
dressed promptly.

12. Close the call professionally.

www.oulsourceaccess.com
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Home and Commercial Services - Marketing

Task |Managing Facebook
Marketing

Description of the Task: Overseeing
Facebook campaigns to increase brand
visibility and engage with local and
commercial audiences. This involves creating
targeted posts, monitoring ad performance,
and responding to inquiries, ensuring a
strong social media presence that aftracts
new clients and strengthens customer
relationships.

1. Log in using your credentials (email/phone number
and password).

2. On the homepage, click the three horizontal lines
{menu icon) located af the top right comer.

3. From the dropdown menu, select “Pages” to access
the Facebook Pages section.

4. On the Pages screen, click the “+ Create” button.
Follow the prompts to start sefting up your new page.

5. Select the appropriate page type based on your
purpose:
a.Business or Brand: For businesses, brands, or
organizations.
b.Community or Public Figure: For community causes,
groups, or public figures.

6. Enter the required details, including:
a.Page Nome (e.g., company or brand name).
b.Category (choose the most relevant category for your
page).
¢. Description (a brief summary about your brand or
purpose).
d.Click “Next” to save the information.

7. Upload key visuals to create a professional
appearance:
a.Profile Picture: Upload your logo or a relevant image
that represents your brand.
b.Cover Photo: Add a high-quality banner image that
complements your brand message.

8. Share engaging content, such as:
a.A welcome message infroducing your brand or page.
b.Images, graphics, or relatable content that connects
with your audience.

9. Familiarize yourself with the page seftings and features:
a.Update Page Info (contact details, website, location).
b.Add a Call-to-Action (CTA) button (e.g., “Learn

More” or “Send Message”).
c.Sef up auto-replies for messages.

10. Keep your audience engaged by:

a.Posting graphics, videos, and relatable topics
consistently.

b.Responding to messages and comments promptly.

c. Tracking engagement using Facebook Insights to
improve content performance.

d.Running Facebook Ads to reach a larger audience if
needed.

www.oulsourceaccess.com
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Home and Commercial Services - Marketing

Task |Creating Email Lists

Description of the Task: Compiling and
managing segmented email lists failored to
residential and commercial clients. This
ensures targeted email campaigns for
promotions, updates, or service reminders,
helping to maximize engagement and
improve lead nurturing efforts across key
demographics.

1. Open the required tools:
a.Google Sheets (for recording data).
b.Web browser {Google, Bing, or relevant business
directories like Yelp, Yellow Pages, etc.).

2 Create a new Google Sheet or open the designated
one. Label the columns clearly:

a.Establishment Name

b.Address (Street)

c.City

d.State

e.Zip Code

f. Email

g.Contact Number

3. Use search engines, business direcfories, or industry
listings.

4. Include only establishments within the specified service
area.

5. Double-check addresses to ensure they meet the
criteria.

6. For each valid establishment:
a.Record the name of the establishment.
b.Note down the full address {split into separate
columns: address, city, state, zip code).
c.Look for a valid email address.

7. If no email is listed, record the establishment’s contact
number instead.

8. Ensure accuracy in entfering phone numbers.

9. Cross-check the establishment’s information from
multiple sources if necessary {e.g., official websites,
directories, or social media).

10. Check that all data is properly formatted:
a.Address components in separate columns.
b.No unnecessary spaces, typos, or duplicate rows.

11. Save and update the Google Sheet periodically as
you gather information.

12. Prioritize this task only during downtime to avoid
conflicts with high-priority assignments.

13. Once the list for the given category is complete:
a.Double-check all details (name, address,
email/contact number).
b.Ensure all establishments meet the given criteria.

14. Inform the designated person that the email list for
the cafegory is ready.

15. Provide the updated Google Sheet link for review and
use.

www.oulsourceaccess.com
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Home and Commercial Services - Marketing

Task |Collecting and
Managing Google
Reviews

Description of the Task: Actively request,
monitor, and respond to Google reviews to
maintain a strong online reputation. High
ratings and positive feedback are essential for
attracting new customers and establishing
trust in the competitive home and commercial
services market.

1. Review the list provided from Campfire and confirm it
contains the customer names.

2. Open VA Reporting - Google Reviews Sheet
3. Copy and paste the names of customers info the sheet.

4. Log in to MarketSharp. Click Contacts and use Quick
Find to search by the customer’s First and Last Name.

5. Once the customer’s record appears:
a.Copy the Completion Date.
b.Copy the Contact Number.
c. Paste both into the corresponding columns in VA
Reporting under "Installation Date" and "Contact
Number."

6. Double-check the customer’s details: Name, Contact
Number, and Completion Date.

7. Use the provided call script to maintain
professionalism.

8. Make the first call attempt.
9. Ask review questions.

10. Send the links for review. Confirm their email address

if needed.

11. Leave a voicemail (if no answer).

12. Send an Email via MarketSharp.
13. Go 1o the VA Reporting - Google Reviews Sheet.
14. Update the Remarks column with the call result:
a.”Called - Review Requested”
b."Voicemail Left”
c.“Email and Text Sent”

Follow Up for Missing Reviews

15. Keep track of customers who have not yet submitted
a review.

16. Schedule follow-ups for the second call attempt if
needed.

17. Report any challenges or trends to the team for
review.

18. Mark the current list as “Completed” and inform the
designated person.

19. Wait for the next list of completed customers in
Campfire.

www.oulsourceaccess.com
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Home and Commercial Services - Marketing

Task | Calling Clients for
Becoming a Home Show
Model

Description of the Task: Contacting clients
to invite them to participate as home show

models, showcasing completed projects as
testimonials of quality work. These calls foster
customer relationships while providing an
opportunity fo demonstrate expertise to
prospective clients in the home and
commercial services industry.

1. Log in to MarketSharp.

2. Extract the report based on the project type being
prioritized (e.g., Pool Deck, Driveway, Garage Floor).

3. Save the report to your local folder for easy access
during calls.

4. Go through the extracted report to verify client details:

a.Name
b.Contact information
c.Project type (e.g., pool, deck).

5. Review the calling script for consistency.

6. Open the Model Showcase Homes Report to update
in real-time.

7. Use the client provided script and adjust the script
slightly if needed to keep the conversation natural.

8. For each client, update the following in the Model
Showcase Homes Report:
a.Client name
b.Outcome of the call:
i. Yes: Agreed to be o Home Show Model

ii. No: Declined
iii. Follow-up: Needs more time or requested a
callback.

Notes: Include relevant details (e.g., date/time for a
Design Consultant visit).

Follow Up on Interested Clients
9. If a client agrees:
a.Confirm their preferred date and time for the Design
Consultant visit.
b.Add a note in MarketSharp to schedule the
appointment with the Design Consultant feam.

10. If a client declines, mark it clearly in your report and
move to the next call.
a.Update the Model Showcase Homes Report

11. Ensure all client outcomes and notes are recorded
accurately in the report.

12. Once the list has been completed and calls are
done, send a summary of the results:
a.Total clients called
b.Number of clients who agreed to be Home Show
Models.
c. Share the updated Model Showcase Homes Report
with the POC for reference.

13. Save the updated report in the appropriate folder.

14. Confirm all appointments for Home Showcase visits
are properly scheduled in MarketSharp.

15. Follow up with the Design Consultant team to ensure
they're aware of the appointments.

www.oulsourceaccess.com
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Home and Commercial Services - Operations

Task |Updating and
Editing Products on
Existing Website

Description of the Task: Ensuring the online
catalog accurately reflects available services
and products by regularly updating
descriptions, prices, and availability. Keeping
the website current is vital for aftracting new
clients and ensuring seamless customer
experiences in the home and commercial
services market.

1. Access the website’s Content Management System
(CMS) or e-commerce backend (e.g., WordPress, Shopify,
Wix, etc.).

2. Use your credentials to log in securely.

3. Navigate to the Products or Catalog section of the

dashboard.

4. Refer to the provided task list or product update
document (e.g., price changes, descriptions, images).

5. Verify all details, such as product names, SKUs,
pricing, availability, descriptions, and images.

6. Use the Search or Filter function to locate the specific
product that requires updating.

7. Double-check you have the correct product before
making edits.

8. Edit the required fields based on the update:

a.Product Name

b.Description (ensure it’s clear, accurate, and free of
errors).

c. Pricing {update if there are new prices, discounts, or
offers).

d.Stock Quantity/Availability

e.Images (upload new product photos if provided).

f. Save changes after each field updcte.

9. Check and update the meta fitle, meta description,
and relevant keywords for SEO purposes.

10. Ensure product descriptions are clear, engaging, and
include targeted keywords where applicable.

11. Use the Preview option to review the updated product
page.

12. Verify formatting, content accuracy, images, and
pricing.

13. Once all updates are confirmed correct, click Save or
Publish to make the changes live on the website.

14. Refresh the live website page to confirm the updates
are visible.

15. Check the product page live to ensure the updates
display correctly.

16. Test links, buttons {e.g., “Add to Cart”), and any
inferactive features for functionality.

17. Update your progress in the task tracker or project
management tool.

18. Inform your supervisor or team that the product
updates are complete. Include details such as:
a.Products updated
b.Any issues encountered
c. Confirmation of QA festing

www.oulsourceaccess.com
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Home and Commercial Services - Operations

Task |Adding, Editing, and
Deleting Pages on Shopify
AU Contract Store

Description of the Task: Maintaining the

Shopify AU contract store by managing
pages to accurately represent services and
offerings. This involves optimizing content and
visuals fo enhance navigation, boost sales
conversions, and ensure the platform remains
professional and user-friendly.

1. Open your web browser and go to your Shopify admin
login page.

2. From the Shopify admin panel, click on Online Store in
the left-hand menu. This will open options like Themes,
Pages, Navigation, etc.

3. Under Online Store, click on Pages. This will display a
list of all the current pages on your website.

4. To create a new page, click the Add page button
located at the top right of the Pages section. A new page
creation screen will appear.

5. In the Title field, enter the name of your new page
(e.g., "About Us" or "Contact Us").

6. In the Content box, add the text, images, or HTML
code you want to display on the page.

7. Use the rich text editor to format the text, add links,
images, or videos.

8. Scroll down to the Search engine listing preview
section.

9. Click Edit website SEO and update the Page Title,
Meta description, and URL handle 1o ensure they are
optimized for search engines.

10. Use relevant keywords and ensure the meta
description is concise and informative.

11. Under Visibility, choose whether to Publish the page
immediately or Set visibility for a future date. For editing
existing pages, you can choose Visible or Hidden
depending on whether the page should be live.

12. Once you've added all content and configured the
seffings, click Save to preserve the changes.

13. If editing an existing page, remember to click Save
after making any changes.

Preview the Page
14. Click the View Page button at the top of the page
editor fo preview how it will appear on your live website.

15. Ensure the layout, text, and images look correct and
that there are no errors.

16. If this is a new page and you want to add it to your
site’s navigation, go fo the Navigation section under
Online Store.

17. Click on the menu you wish to edit.

18. Click Add menu item, enter the title for the menu
item, and select the newly created page from the Link
dropdown. Click Add and then Save the navigation
changes.

www.oulsourceaccess.com
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Home and Commercial Services - Operations

Task | Organizing Project
Folders

Description of the Task: Streamlining
access to project information by categorizing
files and ensuring all documentation is
accurately stored. Proper organization
supports efficient collaboration among teams
and ensures quick retrieval of key details for
active and upcoming projects.

1. Log in to the shared digital system used to manage
ongoing projects. Navigate to the section containing all
active projects and job files.

2. Open the "Active Job Files" folder or database section,
where all current projects are stored. This section will
house various project folders that require organization.

3. Browse through the active projects and select one
folder to review. Ensure you choose the correct project to
begin the organizing process.

4. Double-click on the selected project folder to access its
contents. Inside, you will find various subfolders and
documents related to the project.

5. Within the project folder, locate and open the "Project
Documents" subfolder, which holds oll essential files
related to the project’s progression.

6. Inside "Project Documents," go to the "Sales
Documents' section where project proposals, contracts,
and estimates are typically stored.

7. Open and carefully review the sales report or any
other related documents for the job. Confirm key project
details such as the job number, client name, type of
service (e.g., installation, maintenance), and project
description.

8. Cross-check the solution type (such as HVAC,
plumbing, electrical work) and ensure the job number
matches the information in the system. Accuracy at this
step ensures that all documentation aligns with the
current project.

9. Using the verified project details, rename the folder to
include the job number, client name, and service type.
This step enhances the folder's visibility and improves
future refrieval.

10. Go through the folder to ensure all relevant
documents are present. If any files are missing, note them
for follow-up or retrieval from other team members.

11. Review all subfolders within the project folder (e.g.,
"Contracts," "Invoices," "Change Orders"). Organize the
documents within these subfolders, ensuring each file is
properly labeled and categorized.

12. It you find any gaps in the project documentation,
work with the necessary team members to gather or
create missing documents, such as updated contracts,
progress reports, or change orders.

13. Once you finish organizing one folder, move on to
the next. Ensure each folder in the "Active Job Files"
section follows the same organization structure and
naming convention.

14. After organizing all the folders, do a final review of
the entire "Active Job Files" section. Check for consistency
in folder names, document organization, and ensure that
all active projects are accounted for.

www.oulsourceaccess.com
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Home and Commercial Services - Operations

Task |Reviewing
Inspection Reports and
Creating/Updating

Description of the Task: Analyzing
inspection reports to identify service needs
and prepare precise estimates for clients. This
step is crucial for demonstrating transparency,
building client trust, and maintaining a
competitive edge in the home and
commercial services industry.

1. Begin by accessing the Building Report Deficiency
folder where all inspection-related emails are stored.
These emails often include vital details about inspection
findings, such as upcoming maintenance needs or
discrepancies that need to be addressed.

2. Open emails from the BR Deficiency folder to locate
reports or noftifications related to inspection discrepancies.
Pay close aftention to emails where the customer name,
building name, or specific inspection findings {like fire
extinguishers due for maintenance) are mentioned.

3. Once you have the relevant details from the email,
navigate to the Building Reports database or system.
Search for the specific building or customer name within
the inspection database to retrieve the associated report.

4. From the Building Reports section, pull up the
discrepancy report under Safety Scan. This report should
list any equipment or items, such as fire extinguishers, that
require mainfenance or service.

5. Scan through the discrepancy report to identify the
specific fire extinguishers that are flagged for overdue
maintenance or other required services. Note the details
of each item that needs attention.

6. Open Method (or the designated estimating software
or platform) to begin creating a new estimate. This is
where you'll compile the necessary details and costs
associated with the required maintenance or replacement
of flagged equipment.

7. Fill out the new estimate with relevant details, such as
the type of equipment needing service (e.g., fire
extinguishers), quantity, specific maintenance actions
required, and any relevant pricing information. Ensure all
fields are filled accurately and completely.

8. Include the necessary items or tasks in the estimate,
such as the fire extinguishers flagged in the discrepancy
report. List out each item needing service or replacement
along with a breakdown of costs or quantities, if
applicable.

9. Once dll relevant information is entered into the
estimate, save it in the estimating system. Make sure fo
double-check all data to ensure accuracy, particularly the
cost, item details, and service descriptions.

10. Return to the original safety scan email where you
initially copied the customer or building name. Insert the
estimate number or reference information info the body
of the email to indicate that an estimate has been created
and is ready for review. This serves as a notification or
update.

11. Attach the newly created estimate to relevant folders
or records in the system, such as project files, customer
records, or inspection documentation. This helps
maintain organized and easily accessible records for
review or future reference.

12. Before marking the estimate as completed or ready
for review, conduct a final check to ensure all details are
correct, including pricing, service descriptions, equipment
details, and compliance standards. Make adjustments if
any discrepancies are found.

13. Once the estimate is complete and accurate, share it
with the appropriate feam members or department for
further review. Ensure that any necessary approvals or
additional input are received before it is finalized.

14. Update the records in the inspection datobase, job
management systems, or any related record-keeping
systems to reflect the new estimate. This step helps keep
all databases and documentation accurate and
up-fo-date.

www.oulsourceaccess.com
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Home and Commercial Services - Operations

Task |Rescheduling New
and Accepted Inspections
at Month End

Description of the Task: Coordinating and

rescheduling inspections fo align with project
timelines and client availability. Effective
scheduling reduces delays, improves
customer satisfaction, and ensures
operational efficiency during peak service
periods.

1. Log in to BuildingReports.com or your designated
inspection management platform where all scheduled
inspections are stored and managed.

2. Go to the Calendar tab fo display the scheduled
inspections for the current month.

3. Locate the inspections that are scheduled for the
current month-end and need to be rescheduled. These
may include both newly assigned and accepted
inspections.

4. Review the list of inspections carefully and identify
which ones require rescheduling due to time conflicts or
other factors.

5. Select the inspection(s) that need 1o be rescheduled,
ensuring you are checking both new and accepted
inspections that haven't been completed yet.

6. Click on the inspection and choose the option to
"Revert Back to New Inspection”. This action will reset the
inspection status, allowing you to modify the schedule.

7. Update the inspection’s start time and end time fo the
current month-end date. Ensure that the new schedule is
suitable for both the service team and customer.

8. Double-check the availability of the technician(s)
involved fo ensure the rescheduled fime works within their
calendar.

9. Confirm with the customer {if necessary) to ensure that
the new scheduled time works for them. This will help
avoid any scheduling conflicts.

10. Repeat the rescheduling process for any additional
inspections that require changes, making sure each one
is updated accordingly.

11. For each rescheduled inspection, make sure that all
details, including location, contact information, and
scope of work, are still correct and up to date.

12. Review any notes or special requirements that may be
associated with the inspection to ensure nothing is
overlooked during the rescheduling process.

13. After updating the inspections, ensure all affected
parties are notified of the new schedule. This includes
technicians, clients, and anyone involved in the project.

14. Finally, confirm that the inspection schedule is
accurate and up to date, making sure no conflicts remain
before month-end.
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Task |Summarizing Credit
Card Transactions

Description of the Task: Reviewing and
organizing credit card fransactions related to
business expenses, such as equipment
purchases or supplies. By accurately
summarizing and categorizing these
transactions, businesses can maintain clear
financial records, ensure compliance, and
easily track expenses for budgeting and tax
pUrposes.

1. Go to the credit card's website and log in to the
designated account.

2. Select the designated account number.

3. Click “Download Transactions” and this pop-up box
will appear.

4. The file type should be in CSV selection, Time Period
must be in Custom Range. Choose an 11-day range
beginning two Thursdays ago and ending on the most
recent Sunday.

5. Click export then open the downloaded csv file. Upon
opening the csv file change the file type through saving a
new copy, then save it as an .xcs file.

6. Open the xcs file then copy the data from the
“Transaction Details” sheet in the downloaded file and
paste it to “Report” Sheet.

7. Go fo the previous report, copy the header and
rearrange the data.

8. Use VLOOKUP or Index Match formula to match the
Card Number to the Card Member's Name.

9. Any duplicate entries from the prior week should be
deleted based on last week’s report.

10. Sort the data in every sheet:

For Report Sheet;
11. Select data, on the Home tab, select Sort & Filter and
click Custom Sort.

12. Sort by Cardholder, Sort on Cells Value, and Order
from Ato Z. Click OK.

13. Click Add level in the upper left corner and then sort
by Transaction Date, Sort on Cells Value, and Order from
Oldest o Newest. Click OK.

For the Chronological Sheet;
14. Copy all data from the Report Sheet.

15. Select data, on the Home tab, select Sort & Filter and
click Custom Sort.

16. Sort by Transaction Date, Sort on Cell Values and
Order from Oldest to Newest, Click OK.

For the Alphabetical Sheet;
17. Copy all data from the Report Sheet.

18. Select data, on the Home tab, select Sort & Filter and
click Custom Sort.

19. Sort by Description, Sort on Cell Values and Order
from Ato Z.

20. Go back to the Report Sheet, and highlight data
values alternately based on the name so that it can easily

be read.

21. Save the excel file named with the period date.
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11. Confirm the payment amount and submit the

fransaction.
Task | Processing Puymenis 12. After processing the payment, check for a
and Updaiing qumeni- confirmation nofification.
Accounts 13. Verify that the payment reflects in the system and note

Description of the Task: Processing the confirmation number.

payments involves managing incoming client 14. If the fenant provided new card defails:

a.Update the information under "Payment Methods" on
their account.

b.Remove outdated payment details fo avoid
confusion.

payments and updating payment records in
accounting sysfems. In the Home &
Commercial Services industry, this ensures
timely collection for services rendered,
maintains accurate customer accounts, and
helps streamline cash flow management for
both residential and commercial projects.

15. Save the changes and confirm with the tenant.

16. Email the tenant a confirmation of payment or
receipt.

17. Include details such as the payment amount, date,
and confirmation number.

1. Access the payment management system using your

credentials. Fixing Voided Amounts

18. Go to the tenant’s account dashboard.

2. Search for the fenant's name, account number, or

emnail address in the system 19. Look for any transactions lobeled as "Voided" or

"Failed."

3. Confirm that you have selected the correct account by

cross-checking the tenants details. 20. Click on the voided transaction to open the details.

21. Verify the reason for the void {e.g., incorrect payment

4. Check for any pending invoices or outstanding info, system error),

payments under the tenant’s billing history.
5. Nofe the amount and payment due date 22. Adjust the fransaction amount to $0 to clear the error.

23. Save the changes to ensure the account reflects the

6. Click on the "Make Payment" or "Process Payment"
corrected status.

button on the tfenant’s account.

7. Select the appropriate payment method: credit card,
debit card, or bank transfer.

8. If the tenant is calling to update their card defails,
confirm:
a.Name on the Card
b.Billing Address {remind them to update it if it has
changed).

9. Enter or update the card or payment details info the
system.

10. Double-check for accuracy to avoid failed
fransactions.
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Task |Managing AP
(Accounts Payable)
Coming Due

Description of the Task: Tracking and
managing outstanding accounts payable,
ensuring fimely payments to vendors and
suppliers. It's crifical in maintaining strong
supplier relationships and preventing service
inferruptions, parficularly in industries like
construction, maintenance, and facility
management where timely material delivery is
essential.

1. Start by opening the FortiClient VPN application on
your computer and establishing a secure connection to
the company’s network. This ensures you have access to
all internal resources for the task.

2. Navigate to the designated Accounting folder within
your file system. Open the subfolders: Daily Cash, Weekly
Aged, and Modified folders, to locate and open the most
recent AP Coming Due file for review.

3. Launch the Acumatica application or go fo the
website, logging in using your company credentials to
access the accounts payable system.

4. In Acumatica, go to the 'Payables' section and select
the 'AP Coming Due' option to pull up the report for
payments that are due soon.

5. Adjust the report parameters to ensure it reflects the
current company branch and date range, ensuring
accurate and up-to-date information for vendor
payments.

6. Once the parameters are set, run the report and export
it to an Excel file for further analysis and sorting.

7. Open the exported Excel file and begin reviewing the
list of vendors, ensuring that the due dates for payments
match the current and upcoming week {until Thursday).

8. Review each vendor’s due payments. For vendors
without upcoming payments, delefe their respective rows
to clean up the report.

9. For each vendor with due payments, identify the
payment method {e.g., Check, ACH, Pinnacle, or AMEX)
to facilitate sorting and grouping of payment data.

10. Highlight the vendor names and corresponding total
amounts in the spreadsheet, color-coding them based on
their payment type (e.g., different colors for ACH, Check,
AMEX, efc.) for easy identification.

11. Sort the spreadsheet by color to group payment types
together. Calculate the total for each payment method
(Check, ACH, Pinnacle, and AMEX) and input these totals
info cells H1-H4 for easy reference.

12. Double-check that the sum of the individual totals for
each payment method matches the grand total on the
report fo ensure no discrepancies in the calculation.

13. Conduct a final check for any discrepancies or data
entry errors. Ensure the report reflects the correct payment
amounts and due dates for each vendor.

14. Save the updated file in the appropriate Accounting
folder, specifically within Daily Cash B Weekly Aged,
following the naming format YYYYMMDD (e.g.,
20230901) for easy retrieval.

15. Once the report is finalized and saved, send it to the
relevant stakeholders for approval, ensuring that all due
payments are properly accounted for and ready to be
processed.
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Task |Entering Expense
Receipts

Description of the Task: Entering expense
receipts requires inputting detailed transaction
data into the financial system to track
business spending. Whether it's for repairs,
supplies, or tools, accurately recording
expenses helps businesses in the Home &
Commercial Services sector control costs,
monitor budgets, and prepare for audits or
tax filings.

1. Launch the FortiClient application on your computer to
inifiate the secure connection fo the company's network.

2. Ensure a secure connection by connecting to the VPN,
granting access to infernal systems and company folders.

3. Open File Explorer, and navigate to the specific
company folder containing the expense-related data for
review.

4. Highlight the relevant data, go to the "Home" tab, and
select “Format as Table” to organize the information for
easy tracking and analysis.

5. Click on the "Data" tab, and select "Sort A-Z" to
organize the expense receipts based on the “Cardholder
Name,” making it easier to locate specific entries.

6. Open the Acumatica application and log in with your
credentials fo access the system’s Expense Claims section
for review and entry.

7. In Acumatica, under the "Time and Expenses" section,
click on “Expense Claims” to access and manage the
company'’s submitted expenses.

8. Use the search icon in Acumatica to find the first
cardholder listed in the BBT Excel file to begin matching
the expenses.

9. Compare the "Amount" and "Post Date" details from
the BBT file with the information listed in Acumatica’s
Expense Claims. Ensure that the amounts and dates
match.

10. Click on the reference number {highlighted in blue)
within Acumatica to view further details of the expense
and confirm accuracy.

11. Double-check the following information for each
expense:

a.Amount

b.Description of the expense

c.Post Date

12. Click the yellow paperclip icon in Acumatica to open
the attached receipt. Review it for consistency with the
defails listed in the Expense Claims section.

13. Ensure the "Description" and "Amount" listed in
Acumatica match the corresponding details in the BBT
Excel file. If they align correctly, highlight the
corresponding cell in the BBT file in green.

12. Review the "Expense Account' and "Expense ltem" in
the system to confirm that they align with the type of
expenditure being recorded (e.g., office supplies,
equipment, efc.).

15. If the receipt includes tax charges, ensure the tax
amount is accurately entered into the "Tax Amount" field
to maintain accurate financial records.

16. Once all information is confirmed, click "Submit" and
'Release" to process the expense claim for approval.
Ensure any changes made are saved in the system.

17. Save any changes made to the BBT Excel file,
ensuring that all entries and updates are reflected
correctly in the data file.

18. Notify the designated person {e.g., supervisor,
accounting team) that the expense claims have been
reviewed, validated, and submitted for final processing
and approval.

This ensures the process is complete and no further action
is required af this sfage.
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Task |Processing AP
(Accounts Payable)

Description of the Task: Making payments
to suppliers or contractors for goods and
services rendered. By ensuring all accounts
payable are processed on fime, businesses in
the Home & Commercial Services sector
maintain good vendor relations, avoid late
fees, and ensure uninterrupted service
delivery for clients.

1. Launch the FortiClient application on your computer
and connect fo the VPN to ensure secure access to the
required systems and folders.

2. Navigate to the designated Accounting folder and
locate the following:

a.Daily cash update

b.Weekly aged accounts payable

c. Modified files for the latest AP coming due.

3. Open the accounting system and log in using your
credentials. Then, navigate to the “Payables” section and
select “Prepare Payments.”

4. Choose the correct branch and payment method

(Credit Card).

5. Select the appropriate cash account associated with
the payment method.

6. Set the payment date to today’s date {typically a
Friday).

7. Refer to the vendor list and select the vendors that are
assigned to this payment method.

8. Review the approved invoices, check the total amount,
and confirm that it matches the expected payment total.

9. Process the payment, then move on to the next vendor
under the same payment method. Continue until all
vendors assigned fo this payment method have been
processed.

10. Process Payments for Another Credit Card Vendor

11. Repeat the same process for the second credit card
payment method, ensuring 1o follow the same steps for
the branch, payment method, and vendor details.
Confirm the accuracy of the invoices and total before
processing.

12. Payments made by check and ACH will be processed
by the designated person as per the established
procedure.

13. Go to the Accounting folder and open the AP-Payroll
folder. Locate the “Credit Card Form” and select the
vendors due for payment.
a.Open the folder for each vendor, modify the defails,
and save the updated form with the correct date and
vendor name.
b.In the form, delefe outdated invoices, and update
them with the latest due invoices and their
corresponding fotals. Double-check that the total
matches the records.
c.Edit the date, copy the vendor's email address, and
share the updated details with the team via email.

14. For vendors to be paid online, access the specific
login folder and follow the instructions to process the
payments.
a.Verify the login credentials and payment details.
b.Confirm that the payment was successfully processed,
then log out after completion.

15. For vendors requiring phone payment processing:
a.Access the system to refrieve vendor details and
nofes.
b.Dial the provided contact number and provide the
necessary payment information as requested.
c. Complete the payment fransaction and ensure all
required information is communicated accurately.
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Task |Processing AP
(Accounts Payable)

Description of the Task: Making payments
to suppliers or contractors for goods and
services rendered. By ensuring all accounts
payable are processed on fime, businesses in
the Home & Commercial Services sector
maintain good vendor relations, avoid late
fees, and ensure uninterrupted service
delivery for clients.

1. Launch the FortiClient application on your computer
and connect fo the VPN to ensure secure access to the
required systems and folders.

2. Navigate to the designated Accounting folder and
locate the following:

a.Daily cash update

b.Weekly aged accounts payable

c. Modified files for the latest AP coming due.

3. Open the accounting system and log in using your
credentials. Then, navigate to the “Payables” section and
select “Prepare Payments.”

4. Choose the correct branch and payment method

(Credit Card).

5. Select the appropriate cash account associated with
the payment method.

6. Set the payment date to today’s date {typically a
Friday).

7. Refer to the vendor list and select the vendors that are
assigned to this payment method.

8. Review the approved invoices, check the total amount,
and confirm that it matches the expected payment total.

9. Process the payment, then move on to the next vendor
under the same payment method. Continue until all
vendors assigned fo this payment method have been
processed.

10. Process Payments for Another Credit Card Vendor

11. Repeat the same process for the second credit card
payment method, ensuring 1o follow the same steps for
the branch, payment method, and vendor details.
Confirm the accuracy of the invoices and total before
processing.

12. Payments made by check and ACH will be processed
by the designated person as per the established
procedure.

13. Go to the Accounting folder and open the AP-Payroll
folder. Locate the “Credit Card Form” and select the
vendors due for payment.
a.Open the folder for each vendor, modify the defails,
and save the updated form with the correct date and
vendor name.
b.In the form, delefe outdated invoices, and update
them with the latest due invoices and their
corresponding fotals. Double-check that the total
matches the records.
c.Edit the date, copy the vendor's email address, and
share the updated details with the team via email.

14. For vendors to be paid online, access the specific
login folder and follow the instructions to process the
payments.
a.Verify the login credentials and payment details.
b.Confirm that the payment was successfully processed,
then log out after completion.

15. For vendors requiring phone payment processing:
a.Access the system to refrieve vendor details and
nofes.
b.Dial the provided contact number and provide the
necessary payment information as requested.
c. Complete the payment fransaction and ensure all
required information is communicated accurately.
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Task | Auditing Employee
Time Cards

Description of the Task: Reviewing and
verifying employee time cards to ensure
accurate recording of hours worked,
overtime, and project-specific allocations.
Precise timekeeping is essential for payroll
accuracy, compliance with labor regulations,
and maintaining fair compensation practices,
particularly in the fast-paced home and
commercial services industry.

1. Begin by accessing the Daily Time Cards Report
delivered via email, which includes all entries for the
previous day. This report contains important details like
labor hours worked on-site, which is crucial for tracking
productivity and ensuring accurate billing, especially for
equipment rental and service labor on construction sites.

2. Open the Time Cards Record to use as a checklist for
tracking each field fechnician’s, operator’s, or laborer’s
timecard entries. This serves as a reference to ensure that
all timecards are reviewed and no entries are overlooked.
The record should include employee names, job sites,
and equipment usage logs.

3. In Salesforce, find the Timecards from Yesterday report
to cross-check and verify each timecard entry for the
previous day. This step helps identify any discrepancies
between recorded hours and the expected project labor,
especially for roles that operate rental equipment or
require specialized fraining.

4. Cross-reference each timecard entry in the Time Cards
Record with the Salesforce report to ensure all
technicians, operators, and laborers are accounted for,
and no entries are missing. Pay close attention to any
special equipment usage or maintenance tasks logged
during the day.

5. Check for duplicate fimecard entries in the report,
which could occur if multiple feam members clock in for
the same job or if an entry is mistakenly repeated.
Remove any duplicate entries to prevent errors in the
recorded hours, ensuring the project’s labor costs are
correctly allocated.

6. Confirm that each employee’s hours are accurate and
reflect the correct amount of time worked, including
equipment sefup and breakdown times if applicable.
Adjust any discrepancies related to overtime or
underreported hours to ensure the timecards are aligned
with the actual time worked on the project.

7. Access the ProPay Bonus Report to identify any
employees eligible for ProPay bonuses based on project
milestones, customer satisfaction, or successful equipment
utilization. Review the list of projects and employees who
qualify for bonus incentives to make sure they are applied
appropriately.

8. Identify which timecards belong to In-House
employees who qualify for ProPay bonuses and exclude
Foremen, Carpenters, and Subcontractors. These
positions are typically not eligible for ProPay bonuses
based on project-specific performance, so make sure to
filter out their entries from bonus tracking.

9. For eligible In-House employees {excluding foremen,
carpenters, and subcontractors), add the ProPay bonus
name to their fimecards based on the data from the
ProPay Bonus Report. Ensure that all qualifying employees
are recognized for their work on specific projects,
particularly for tasks involving rented equipment or
significant labor hours.

10. Check for any entries where employees may have
forgotten to clock out. If you find such instances, update
the timecard to reflect the correct end time based on
available records or input from the team lead. For jobs
involving heavy equipment, ensure the total work hours
also account for any equipment downtime.

11. Perform a final review of all timecard entries to ensure
there are no unresolved issues, such as inconsistencies in
start/end times, missed breaks, or incorrect hours. For
any jobs involving rented machinery, verify that time
logged for equipment use aligns with operational hours
and maintenance schedules.

12. Once all adjustments and reviews have been
completed, mark each timecard as audited in the Time
Cards Record checklist. This confirms that all
discrepancies were addressed, and the timecards are
ready for final processing, whether for payroll or invoicing
purposes.

13. Document the completion of the time card audit in
Salesforce or any other designated project management
system. This provides a formal record of the audit process
and ensures compliance with internal timekeeping
protocols. Store all completed reports in a centralized
folder for future reference, audit trails, or any potential
project reviews.
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Task |Assisting with Job
Postings

Description of the Task: Creating and
updating job postings for roles such as field
technicians, project coordinators, or
administrative staff. By crafting compelling job
descriptions and ensuring visibility on
appropriate platforms, this task helps attract
qualified candidates, ensuring smooth
operations and sustained growth in home
and property services.

1. Start by reviewing the job description provided by the
hiring manager or project supervisor for the position
being posted. Pay close aftention to details such as
required qualifications, certifications {e.g., equipment
operation licenses), and experience with heavy machinery
or specific rental equipment types, such as forklifts, skid
steers, or cranes.

2. Choose the most relevant platforms to post the job
based on the type of position. For field technicians,
equipment operators, or customer service representatives,
you might focus on platforms like Indeed, LinkedIn, or
industry-specific boards like Construction]obs.com or
Rentalsource.com that aftract candidates familiar with the
equipment rental sector.

3. When drafting the job posting, use industry-specific
language to make the position more appealing to
candidates familiar with the equipment rental industry. For
example, highlight the need for experience operating
construction equipment, knowledge of safety protocols,
or familiarity with inventory management for rented
machinery and tools.

4. If the job requires handling specific types of equipment,
ensure you include details such as brand names (e.g.,
CAT, Komatsu, Bobcat), maintenance knowledge, or
operating certifications (e.g., OSHA, Forklift Certification).
This helps atftract qualified candidates who are
experienced in working with specialized rental equipment.

5. Ensure the job posting includes relevant keywords such
as "equipment operator,”" "heavy machinery," "construction
technician," or "rental fleet coordinator." This optimization
ensures the posting reaches a targeted audience in the
equipment rental industry and appears in search results
for those seeking similar positions.

6. Verify that the job posting complies with local labor
laws and industry regulations regarding employee safety,
equipment handling, and certifications required for
specific roles. Make sure to include necessary disclaimers
Ior legal language that reflects compliance with relevant
aws.

7. Double-check the job posting for any spelling or
grammatical errors and ensure that all relevant
information, such as salary ranges, benefits, and shift
schedules, is clearly included. Also, verify that the
company’s name, location, and contact information are
correctly listed.

8. Once the job post is finalized, publish it on the
selected platforms, ensuring that all details are accurate.
Make sure to set the appropriate posting duration,
depending on how urgently the position needs to be
filled. If necessary, boost the post on certain platforms to
increase visibility and reach more qualified candidates in
the equipment rental field.

9. Monitor the applications coming in and screen
candidates based on the skills and certifications required
for the job, such as previous experience with construction
projects, operating specific machinery, or managing
rental fleets. Note any candidates who meet the specific
qualifications related to equipment handling or
customer-facing roles in the rental industry.

10. Once the job is posted and applications start coming
in, assist the hiring manager by preparing a candidate
shortlist based on qualifications. Help schedule interviews,
organize screening tests for equipment operators, and
ensure that the candidates” qualifications align with the
company’s needs, parficularly in terms of familiarity with
rental equipment and industry-specific knowledge.

11. Keep track of all job postings and applicants by
maintaining a record of where the job was posted, the
number of views or applicants per plotform, and any
notes on candidate suitability. Use this information to
assess the effectiveness of different job boards and
improve future posting strategies.

12. Once the position is filled, mark the job posting as
closed on the respective platforms. Make sure to send
rejection emails to non-selected candidates and send
thank you messages to those who were interviewed but
not hired, maintaining a positive relationship for potential
future openings.
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