
RECURRING MAINTENANCE



Recurring Maintenance is a custom automated module designed 
to manage and track recommended maintenance for existing 
customers.

Product Setup

Identify all equipment that requires ongoing maintenance.

Each product must be configured as:

• Is Equipment = Enabled

• Product Type = Storable Product

Recurring Maintenance Template Setup

Create an Installed Equipment Template to define:

• Products that require maintenance

• Maintenance frequency (notification cycle)

• Associated marketing campaign

• Products used to perform the maintenance
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Once products and templates are configured, system 
automation manages the process.

When a sales order containing a recurring maintenance 
product is delivered:

• A Recurring Maintenance Profile is created for the 
customer

• Installed equipment is added to the customer’s record

With installed equipment and a maintenance profile in 
place:

• The system generates Recurring Maintenance 
Reminders

• Each reminder is tied to a specific piece of equipment

RECURRING MAINTENANCE
Recurring Maintenance Profile 

Contact Record – Installed Equipment

Recurring Maintenance Reminder



All automation is driven by the Recurring 
Maintenance Reminder.

Each reminder moves through the following 
states:

Waiting
Reminder is active, but no action is 
currently required

Remind
Notification interval has been reached; 
outreach begins

No Response
No action taken after 30 days in Remind

Inactive
Removed from the process (manually or 
automatically)

State of Reminder



When a reminder is first created, it is set 
to Waiting.  

This means:

• The reminder is active

• No maintenance is currently due

• No customer communication is triggered

Waiting



When a reminder enters the Remind 
state:

• The assigned email campaign is 
automatically launched

• Campaigns typically include 2–4 emails 
over 4 weeks

Remind – Marketing Campaign

REMIND



If the customer completes maintenance, the 
reminder resets to Waiting, stopping the 
campaign.

This can happen when:

• A maintenance appointment is scheduled

• A maintenance product is purchased at POS

• A maintenance product is purchased via sales 
order

Remind back to Waiting

POS

SCHEDULED MAINTENANCE,
“SALE”S SALES ORDER
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Installed Equipment Auto and Manual 
Maintenance Alignment
For customers with a single unit:
• Maintenance is automatically linked to 

that equipment

For customers with multiple units of the 
same type:
• The system prompts the user to select 

which equipment the service applies to

If not assigned:
• The transaction is marked as Undefined

Best Practice
• Review and assign undefined 

transactions weekly
• Ensure old equipment is marked as 

Removed to avoid duplicates

Service by Installed Equipment



If a customer unsubscribes:

• Their email is added to the Blacklist

• Email appears in red on the reminder

• Blacklisted customers will not receive 
marketing emails

Important:

They will still receive:

• Invoices

• Statements

• Sales communications

They will not receive:

• Mass Marketing Campaigns (email 
marketing or Marketing Automation)

Remind – Blacklisted Email



If no action is taken within 30 days:

• The reminder moves to No Response

In this state:

• Marketing emails stop

• The campaign does not advance

• No further automation occurs

• Reminders remain in No Response until 
manually changed.

Future process improvements may define 
how these are handled long-term, 
automating their return to the reminder 
process.

Remind to No Response

NO RESPONSE



Manually set a reminder to Inactive to 
remove it from automation.

Use Cases

• Equipment is no longer in service

• Customer should no longer be tracked

Do NOT use for:

• Customers who simply opt out of emails
→ Instead, change the communication 
method

Remind to Inactive



Note: All reports can be filtered by Service Center 
Group.
It is recommended to save a default filter for your 
location.

Upcoming Reminders
• Shows future activity by next action date
• Grouped by year and month

Call Report
• Customers in Remind state requiring phone 

follow-up
• Use chatter to log call attempts

Print Report
• Customers requiring mailed notifications
• Export monthly for marketing distribution

Unmatched Service Report
• Service actions not linked to equipment
• Should be reviewed and resolved regularly

Reports



While reminders track communication activity, 
the Installed Equipment record provides:

• Warranty details

• Service history

• Maintenance reminders by product

Additional Controls

• Set status: In Use or Removed

• Reset reminders to Waiting

• Deactivate reminders if needed

Installed Equipment


