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Introduction 
 

Account Maintenance is a vital function in your business, which directly impacts the 7C’s. Ensuring that accounts a re routed correctly, priced correctly and have 
the correct details is an important aspect of your business.  Consequences of not keeping your accounts maintained could be: 

• Inefficient Routing (not ordered correctly) 
• Poor collections (improper account inactivation) 
• Missing Payments (bad customer address) 
• Inaccurate Invoices (incorrect pricing) 
• Lost revenue (incorrect or missing items) 
• Technician Frustration (bad data that is never updated) 
• Incorrect Routing (not cancelling customers correctly) 
• Incorrect Technician Pay (Incorrect classes) 
• Incorrect Sales Person commissions (incorrect Sales Rep) 

As you can see, a little bit of time spent on account maintenance can go a long way. 

Maintenance is a delicate balance of changes that are required in RSO and some changes that need to be made in RSO. 
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Customer Details 
Navigate to Customers / Customer List, open customer record and select Details tab and make any required changes. Select Close when completed. 

 

Note: Some of the fields are not changeable in RSO (Customer/Job) – that change would need to be made in QB. 
Note: The Form autosaves changes, once you navigate (or tab) away from the field. 
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Route Adjustments 
Route adjustments are required when a new customer is signed up or you wish to change what route a customer is service by. There are several ways in the 
software to accomplish this task, either changing, adding or removing. 

Route Changes - Customer Card 
Navigate to Customers / Customer List, open customer record and select Routes tab and make any required changes. Select Close when completed. 

 
Note: It’s always best to use the tab key when navigating between columns on any Grid. 

Route Changes - Route Schedule 
Changes can also be made directly on the Route Schedule itself.  Navigate to Routes / Schedule and make any required changes on the Grid.  
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Route Additions - Customer Card 
Navigate to Customers / Customer List, open customer record and select Routes tab and make any required changes. Select Close when completed. 

 
Note: New Route events may be entered wherever the choose option is displayed on the Grid. 
Note: It’s always best to use the tab key when navigating between columns on any Grid. 
 

Route Additions - Route Schedule 
Changes can also be made directly on the Route Schedule itself.  Navigate to Routes / Schedule and make any required changes on the Grid.  

 
Note: Navigate to the bottom of the Grid and enter the new Route stop wherever the choose option is displayed on the Grid. 
Note: It’s always best to use the tab key when navigating between columns on any Grid. 
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Route Removal - Customer Card 
Navigate to Customers / Customer List, open customer record and select Routes tab and make the required deletion. Select Close when completed. 

 
Note: Use the Red Trash can on the Action column to remove a route stop. 

 

Route Removal - Route Schedule 
Changes can also be made directly on the Route Schedule itself.  Navigate to Routes / Schedule and make the required deletion on the Grid.  

 
Note: Use the Red Trash can on the Action column to remove a route stop. 
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Route Removal - Reason 
You will be prompted to enter a reason for why this service was lost or removed: 

 

Note: This removal will be captured ion the Retain Dashboard. 
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Price Adjustments 
Item Changes - Customer Card 
Navigate to Customers / Customer List, open customer record, select the Pricing tab and make the change on the Sales Price.  Select Close when completed. 

 
Note: It’s always best to use the tab key when navigating between columns on any Grid. 
 

Item Changes - Item Customer Pricing 
Navigate to Items / Customer Pricing and enter the new pricing directly on the Grid: 

 
Note: Be sure to press the Enter key after every price change 
Note: The Grid may be sorted by Item (if you are doing a price increase) or sorted by customer (to change an individual customer). 



RSO – ACCOUNT MAINTENANCE 

10 
 

Item Additions - Customer Card 
Navigate to Customers / Customer List, open customer record and select Pricing tab and make any required changes. Select Close when completed. 

 
Note: New Items can be entered wherever the choose option is displayed, or existing pricing can be modified. 

Item Removal - Customer Card 
Navigate to Customers / Customer List, open customer record and select Pricing tab and delete the price record. Select Close when completed. 

 
Note: Use the Red Trash can on the Action column to remove a pricing line item. 
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Cancellations 
Customer Cancellations are handled on the Customer record itself. There is a very specific process for customer cancellations. 

1. The routing must be removed for the customer, so that it does not generate invoices any longer 
2. The customer must be renamed to a zzz prefix in QuickBooks 
3. For customers that do not have a receivable balance, Inactivate the account in QuickBooks 

Removing Routing 
Navigate to Customers / Customer List, open customer record and select Routes tab and delete all route stops. Select Close when completed. 

 
Note: Use the Red Trash can on the Action column to remove a pricing line item. 
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You will be prompted to select a cancellation reason, what competitor the customer went to (if applicable), if they will come back (which creates a task) and if 
you want to report it as a cancellation (it may have just been a route stop added in error). 
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ZZZ & Inactivate the customer 
Edit both the Customer Name and Company Name and insert a ZZZ Prefix 
IF and ONLY IF, the CURRENT BALANCE is $0, you may check Customer is Inactive. 
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Reload Customer Master 
 

If you have performed maintenance that involved ZZZ’ing or Inactivating accounts, you will need to perform a Customer Master reload. 

 

Note: This must be performed when there are no users accessing the system. 
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