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Introduction
Service Manager and Service History are two applications available within Agilent 
CrossLab Connect. Service Manager is designed to simplify service management 
across the laboratory or enterprise. Service History displays the past three years of 
service records and the status of pending service requests across assets and labs. 

This user guide reviews the navigation and functionality of these applications. 

Log in to CrossLab Connect at crosslab.agilent.com.

Using Service Manager 
and Service History in 
Agilent CrossLab Connect

https://www.agilent.com/account/login?challenge=JsbRo-C4Uf1zaqGKJwJM6QC9GuPko9MTIuTVYZmC-yE&state=be457d5f1b&nonce=28df55bfc1&aid=clc
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Service Manager 
Click the Service Manager icon in the navigational bar on 
the left side of the page to access the Service Manager 
application (Figure 1). 

Figure 1. Service Manager icon.

The Service Manager page provides service management 
details for lab-wide assets. As default, the list is sorted by the 
number of components that make up the asset, in descending 
order. At the top of the Service Manager page, click the 
down arrow under Sort to sort by Components, Asset Name, 
Location, and level of Service Coverage. This information can 
be displayed in ascending or descending order. Users can 
also filter by Type, Asset Groups, and Service Coverage by 
clicking the down arrow under these categories. The Search 
field on the left can be used to search for a specific name or 
serial number (Figure 2).

Click Filter/Sort in the top right to expand or collapse the 
filtering and sorting options. The number presented to the left 
of Filter/Sort identifies how many filtering and sorting options 
have been implemented (Figure 3).

Figure 3. Filter/Sort with number showing that, in this case, 
two filtering and sorting options have been implemented.

The Service Manager table displays assets, service coverage, 
location, and components. Service Coverage provides 
information about the service coverage for some or all of the 
selected assets: Special, Gold, Silver, Bronze, Warranty, and 
No Coverage (Figure 4). 

Figure 2. The Search field on the Service Manager page.
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Figure 4. Service Coverage options.

If the asset is entitled, this entitlement is represented by either 
a shield—if there is an active service contract (Figure 5A)—or 
a circle—if the asset is covered under warranty (Figure 5B). 
If it is not, it displays "No Coverage". The check mark within 
the icon represents active coverage. An exclamation mark 
within the icon means that the coverage term, whether for the 
service contract or warranty period, is expiring within the next 
90 days. Text will appear in addition to the exclamation mark 
for coverage expiring within 30 days. For singular coverage, 
the coverage type is displayed next to the icon (such as Silver 
or Warranty). If there are multiple coverages for a given asset, 
only the icons are visible. Users can hover over the shield to 
see the service plans of the asset.

Figure 5. (A) Service and (B) warranty coverage icons.

A

B

The number under Components in the far-right column of 
the table represents how many components make up the 
system (Figure 6). To view the list of components of a given 
system, click the up arrow next to the number. Click the arrow 
again to collapse this view. Only systems have components 
associated with them.

Figure 6. List of components on the Service Manager page.
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Asset Details and Request Support
The Asset field identifies the asset name, platform type, 
system handle, and manufacturer. To view an asset in 
more detail, click the name of the asset (Figure 6, in blue). 
Once an asset is selected, you are navigated to the Asset 
Details page (Figure 7). The top of the page provides the 
user with information, such as the manufacturer, system 
model, type, name, system ID, and manufacturer date. Click 
Request Support in the top right to request service for the 
asset, as shown in Figure 7.

Directly below the Asset Summary tile is the Components tile. 
This tile lists the component models that make up the asset, 
along with other critical information, as shown in Figure 8. 

Click Request Support (in blue) to request service for the 
adjacent component.

The bottom of the Asset Details page provides information 
about service coverage, software, location, and service history 
(Figure 9).

To view the service details of a service ticket, click the 
corresponding reference number of the ticket under 
Reference # in the Service History tile (Figure 9, in blue). 
This navigates to the Support Request Detail page in Service 
History (Figure 10). 

Figure 7. Asset Details page, showing the Request Support button. 

Figure 8. Components list.
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Figure 9. Asset information on the Asset Details page.

Figure 10. Support Request Detail page for a given service ticket.
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To navigate back to the Asset Details page, click the 
back arrow at the top of your browser (Figure 11).

Figure 11. The back arrow in the browser.

Edit History 
To view a history of the edits made within CrossLab Connect 
by admin users, click View Edits in the top right (Figure 12).

Figure 12. View Edits button.

In Edit History, all users can see the status of administrator 
submitted edits for their given population of assets. The Asset 
Edits table displays the name of the asset and system handle 
(if available), the date the edit was last updated, the serial 
number associated with asset request (if applicable), the 
edit details (includes the previous and requested value), the 
name of the admin user the asset was updated by, and the 
edit status (labeled either Completed, Reject, or In Progress). 
Click the Asset hyperlink embedded in the table to view asset 
details, submit additional updates, and request support 
(Figure 13).

Click Add Filter (Figure 14) to filter information displayed 
in the Asset Edits table. The table can be filtered by Asset, 
Date, Details, Rejections Reason, Status, and Updated By 
(Figure 15).

Figure 14. The Add Filter button.

Figure 15. Filter options to customize the Asset Edits table.

Figure 13. The Asset Edits table.
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Service History 
Click the Service History icon in the navigational bar 
on the left side of the page (Figure 16) to access the 
Service History page. 

Figure 16. Service History icon.

On the Service History page, click Filter/Sort in the top right to 
access the search boxes that allow the user to filter or sort by 
specific attributes within the service ticket (Figure 17). These 
attributes include Status, Date Submitted, Reference Number, 
Service Type, Contact Person, and Serial Number.

On the Service History page, there may be various symbols 
next to the service ticket, which demonstrate errors or 
warnings associated with the service ticket. To determine 
what the symbol is indicating, hover over the symbol to view 
more information (Figure 18).

Figure 17. Using Filter/Sort in the Service History page.

Figure 18. Example of information displayed when hovering over a symbol on the Service History page.



On the Service History page, hover over the status of the 
service ticket to view more information (Figure 19).

To view more information about a specific service ticket, click 
the reference number of the ticket (Figure 19, in blue). This 
navigates to a Support Request Detail page (Figure 20), which 
provides more details. Navigate to the Asset Details page by 
clicking the link under Asset.

Click Service History in the top left (Figure 21) to return to the 
Service History page.

Figure 19. Information displayed when hovering over the status (in this case, Open) of a service ticket.

Figure 20. Link to access the Asset Details page from the Support Request Detail page.
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Figure 21. How to navigate back to the Service History page.
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