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Managing Work Orders and Claims 
 

Work Orders: A Work Order is a service request that is made up of 1 or multiple dispatches. A Work Order 
must be issued to receive warranty labor reimbursement. Any warranty work performed prior to a Work Order 
being issued will not be reimbursed. It is required that Work Orders are closed within 24 hours of the scheduled 
service date. 
 
Claims: It is required that claims for reimbursement must be submitted within 15 business days of the 
scheduled service date or may not be reimbursed. 
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Review a Work Order 
 

1. Log in to the Customer Portal to go into Online Remedy. 

 
 

2. After you are logged in, there are menu options at the top of screen. Click Work Orders. 

 
 

3. Work orders that consist of a unit being inoperable will be seen in a red shadow and Unit Down will be 
indicated. Please prioritize these work orders first when possible. Click on the Work Order link to open 
the work order. 
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4. View the customer information at the top of the work order and the work to be performed in the Model 
Information section.  

 
 
If parts were sent for the work order, you will see a Parts Order information section above the Model 
Information. Detailed tracking information can be found by clicking on the blue tracking number. 

 
 
Along the top of the page, you will see red interactive buttons.  

• Return – returns you to the previous page 

• Print – prints work order 

• Ask a Question – opens a text box where you can ask our Customer Technical Support team a 
question regarding the work order. Do not use the Add a Question feature to communicate 
status.  You are required to update the work order status. 

• Accept – you accept the work order and will proceed to schedule the repair. If not accepted 
within 48 hours, it will expire and be reissued to another provider. 

• Reject – We ask that this is used sparingly. If parts were already shipped, please consider 
accepting the work order. If you are rejecting due to high volume, technician availability, please 
email spl@johnsonfit.com and ask for a temporary suspension of your service account so you 
can catch up.  

 
 
 
 
 

mailto:spl@johnsonfit.com
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**Click Accept or Reject to communicate how you are going to proceed.** 

 
 
Important: 

• Do not use the Add a Question feature to communicate status. You are required to update the work 
order status. 

• If Rejected, a window will display. Provide details on why you are rejecting the work order.  
 

5. If Rejected, no other steps are needed. If Accepted, choose the next step: 
a. No Parts Shipping – Go to Schedule Service 
b. Parts Shipping – Go to Track Part/s Order 

 

 
 

Track Part/s Sent with Work Order 
 

1. Once part/s ship, you will see a tracking number in the Parts Order Information section. Click on the 
tracking number link to get an estimated time of arrival (ETA). If there is no delay in the part/s arrival or 
delay in shipping, go to Schedule Service. 

  
 

a. If there is a delay in the part/s arrival or delay in shipping, update the Dispatch Status to 
“Accepted – Part Dly”. Review Work Orders in this status to get shipping updates. Go to 
Schedule Service when parts are close to arrival. 

  
 
 
 
Schedule Service 
 

1. View the Work Order in the Work Order menu. It will be in an Accepted status. Click on the Work Order 
link to open. 
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2. Contact the customer to schedule the repair.  

a. If you are not able to confirm a service date with the customer, change the Dispatch Status to 
“Accepted – Cust Dly” then select Add Note and enter who you spoke to and the reason for the 
delay.  

 
 

b. Once you are able to confirm a service date, select Schedule Service Date, then enter the date 
you will be onsite. 

 

 
 

3. Once you have scheduled the service date, you will be directed back to the Work Orders page listing all 
your Work Orders. Notice the status is now Scheduled. 

 
 

4. Go to the customer’s location and make the necessary repairs. Once you have been onsite, go to 
Complete Dispatch. 

 
Reschedule the service date -  If you reschedule with the customer, update the Work Order by clicking 
on the Work Order # and select Re-Schedule Service Date. Enter the new date of service. 
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Complete Work Order 
 
IMPORTANT: Work Orders must be closed within 24 hours of the scheduled service date. Claims must be 
submitted within 15 business days of service for reimbursement. 

 
1. From the Work Order menu, find the Work Order that was completed and click Complete Dispatch. 

 
 

2. When the Work Order opens, click Complete Dispatch at the top of the screen. 

 
 

3. A pop-up window will appear. You will be asked if the repairs are resolved or unresolved and require 
follow-up.  

 
 

a. If the repairs specified in the dispatch are resolved, go to Repairs are Resolved - Complete the 
Work Order and Create Claim 
 

b. If repairs specified in the dispatch are unresolved and require follow-up, go to Repairs are NOT 
Resolved - Complete the Work Order and Create Claim. 
 

 

Repairs are Resolved - Complete the Work Order and Create Claim 
 

1. Select “Repairs specified in the dispatch are resolved”. 

 
 

2. A pop-up will appear with the unit serial number. Enter what you did to repair then click Save. These 
notes will transfer to your claim.  
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3. Enter the actual date of service and time you were onsite. 

 
 

4. A Claim will be created automatically, and you will be directed to the Claim screen.  
 
Add the Technician Name and Technician Phone fields that was onsite. If you have an internal tracking 
ticketing system, you can enter that information in the Reference # field. 

 
 

5. Input all required information designated with a red asterisk * including Time Spent Servicing Unit. If the 
unit/part has physical damage, a picture is required. Add that image using the Add File button. 

 
 

6. If no parts were ordered for the Work Order, go to Step 7.  
 
If part/s were ordered for the Work Order, use the drop-down menu to associate each part with the 
serial number it was installed in. If you did not use the part, which should only happen if a return tag 
was issued, select Not Used.  
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Note: If you did not get a return tag (in/on the box you received the parts in), contact Matrix via chat or 
text to chat. Supply the Case Number and part number/s you need the return tag for. 
 

7. Input all required information designated with a red asterisk * including Total round trip travel time and 
Total round-trip mileage.  
 
Add any pre-approved expenses you would like to claim in one of the 2 expense fields. A receipt is 
required when adding expenses. Add receipt/s by clicking the Add Receipt button.    

 
 

8. Select Submit to send the Claim for reimbursement or select Save if you need to come back to add 
information.  

 
 
 

**If you selected Submit, the claim has now been submitted and the process is complete.** 
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Repairs are NOT Resolved - Complete Work Order and Create Claim 
 

1. Select Repairs specified in the dispatch are unresolved and require follow-up. 

 
 

2. You will be directed to a Work Order screen. 

 
 

3. Scroll down to the Model Information section. If you have multiple units on a Work Order, you may have 
some that the repairs are complete and others that are NOT complete.  
 
Is Repair Complete? Select Yes or No. 

 
 

4. If you choose Yes, fill in the What did you do field. If you choose No, go to Step 5. 
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5. If you choose No, another question will populate asking if CTS (Customer Technical Support) has been 
contacted already for additional parts.  
 

a. If you contacted CTS and they started a new case and ordered the parts you require, select 
Yes. As message will be displayed saying that you acknowledge that CTS has been contacted, 
a follow-up Case, parts order, and a follow-up dispatch has been created already. 

 
 

b. If you have NOT contacted CTS, select No. An acknowledgement message will display 
confirming after completing this Work Order, a request will be sent to CTS showing them what 
you need to complete the repair.   

 
 
 Fill in the field labeled; Enter Description of Problem with Machine, then click Add Parts. 

  
 
 Select Brand will display. Choose the product brand from the drop-down menu. 
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Select Brand Category will display. Choose the product category from the drop-down menu. 

  
 
 Select Product will display. Choose the product from the drop-down menu. 

  
 

Select Parts List will display. Choose the parts list from the drop-down menu. 

 
 

6. Once in the parts list, use the Search field and exploded diagram to find the part/s you need. Select 
Add to Work Order for each part you want to order. To return to the work order, select Back to Work 
Order.  
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7. After clicking Back to Work Order, review your part order. If you need to update the quantity of that part, 
update the quantity.  

 
 

8. Once you are happy with the part order, click Submit to CTS. 

 
 

9. A pop-up window will display. Fill in the information requested. 

 
 

10. Your parts request and follow-up Work Order have been submitted to CTS and your Claim has been 
created.  
 
Add the Technician Name and Technician Phone fields that was onsite. If you have an internal tracking 
ticketing system, you can enter that information in the Reference # field. 
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11. Input all required information designated with a red asterisk * including Time Spent Servicing Unit. If the 
unit/part has physical damage, a picture is required. Add that image using the Add File button. 

 
 

12. Review the part/s you just ordered. 

 
 

13. Input all required information designated with a red asterisk * including Total round trip travel time and 
Total round-trip mileage.  
 
Add any pre-approved expenses you would like to claim in one of the 2 expense fields. A receipt is 
required when adding expenses. Add receipt/s by clicking the Add Receipt button.    

 
 

14. Select Submit to send the Claim for reimbursement or select Save if you need to come back to add 
information.  

 
 

**If you selected Submit, the claim has now been submitted and the process is complete.** 
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Overview – Work Order Page 
 
Click the Work Orders menu 

 
 
A lot of the headers are self-explanatory, however let’s look at Unit Down, Status, Class, and Claim. 

 
 
Unit Down Meaning 

Blank 
Unit can still be used. Typically, physical damage and/or noises have been 
reported.  

Unit Down 
1 or multiple units on the Work Order are not able to be used and require 
immediate attention. Prioritize these Work Orders.  

 
Class Meaning 

Com Commercial product 

Res Residential product 

 
Claim Meaning 

View No action necessary. View the submitted claim. 

Edit 
Action needed. Claim has yet to be submitted. Open to complete and submit 
the claim. Claims must be submitted within 15 business days from scheduled 
service date.  

 
Status Meaning 

Received 
A Work Order has been issued and requires action. If not Accepted within 48 
hours, the Work Order will expire and be reissued to another provider.  

Expired A Work Order was not Accepted within 48 hours of issue date.  

Accepted 
You have accepted the Work Order, and it needs to be scheduled or updated to 
another Accepted status. 

Accepted – Parts Dly 
You have accepted the Work Order; however, there is a delay with receiving 
parts that were ordered. 

Accepted – Tech Dly 
You have accepted the Work Order; however, your technician has run into 
circumstances that require a Scheduled Work Order to be rescheduled.  

Accepted – Cust Dly 
You have accepted the Work Order, however when contacting the customer to 
schedule service they asked you to call back. 

Scheduled You have contacted the customer and scheduled a service date.  

 
 
Important: Email spl@johnsonfit.com if a primary or secondary service account needs to be temporarily 
suspended for any reason including high volume resulting in long time to repair, technician turnover, vacations, 
illnesses, etc. 

 
 

mailto:spl@johnsonfit.com
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Overview - Claim Home Page 
 
Click on the Claims menu. 

 
 
A lot of the headers are self-explanatory, however let’s look at Status, Class, and Action. 

 
 

Status Meaning 

To be Filed The claim has not been submitted for reimbursement. 

Submitted The claim has been submitted for reimbursement.  

Approved The claim has been approved for reimbursement. 

Paid Reimbursement has been processed and sent. 

Cancelled 
The claim was not submitted for reimbursement. Auto cancels after 15  
business days. 

*Partially Approved 
Not all products on the claim have been approved for reimbursement. Others 
may still be under review. 

*Partially Paid 
Not all products on the claim have been reimbursed. Others may still be under 
review. 

*Multiple products on a work order 

 

Class Meaning 

Com Commercial 

Res Residential  

 

Action Meaning 

View View submitted claim 

Edit Claim has yet to be submitted. Open to complete and submit the claim. 
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Work Order Notifications 
 

Receive an email and/or text notification when a Work Order is assigned to you.  

 

Login to your Online Remedy account.  

 

Email Notifications 

Click on the Account menu. Update your notification email address then click Update Notification Email.  

 

 
 

Text Notifications 

Click on the Tools menu then click SMS Messaging Setup. 

 

   
 

 


