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A CRM WITH A SERVICE PLAN!

Do not let the classic look deceive you. 
Magno Service Manager runs in Windows 
10 and Windows 11.



 About me
 Software history and foundation
 The goal
 Software features
 What to consider when choosing a CRM?
 What is next



 Field service engineer since 1997.
 Started working with HPLC and all kinds of analytical 

instrumentation at age 20 in Advanced Instruments Sales 
and Services, now VWR Advanced Instruments in Puerto 
Rico, USA.

 An Army reserves soldier at the same time.
 Bachelor in Electronic Engineer Technology from the 

University of PR in Bayamon and another in Software 
Engineering from Phoenix University.

 Honesty, customer satisfaction, empathy, proficiency 
and the will to do more and go beyond, are my biggest 
goals.



 Fernando J. Garcia
Delivering from: Texas

 Fernando@magnocrm.com
 Info@magnocrm.com



 A need for a better service report template arose at work. I created 
one using Microsoft Word. It was well received by all personnel.

 The need for electronic filing and archival was evident. Customers 
wanted readability and consistency. A PDF fillable version was 
created.

 It was obnoxious to be typing the same information from customer 
contacts records again and again, so I added the ability to import 
information from Outlook contacts with the click of a button.

 In June 2011, a MySQL database was created to store records and 
the Magno Service Manager project was started.



 The fun began! I started developing Magno Service Manager. 
A solid CRM for the service of laboratory instruments.

 Customer, companies, entities, suppliers, manufacturers, 
models, instruments, systems, services and quotes are now 
safely stored in this database (now in MariaDB)

 Magno Service Manager can now take you from a customer 
service call to an electronically signed report including service 
polls and metrics in a day or two, without printing a single 
document and with all kind of information at the click of a 
button.



• Provide you with a simple yet effective way to receive service 
requests.

• Create and complete services electronically in a modern 
fashion, that will provide you with centralization of all service-
related data in a secure and easy to search way.

• Provide you with print-less processes.
• Be the source of all the needed information for both the office 

personnel and the people on the field.
• Provide the basic metrics for all personnel. 
• Customizable metrics for the managers.



 Easy Installation and configuration for both 
server and client side.
 A company using Magno as its sole system, 

should be up and running in little time!
 SQL compatible RDBMS (database), which give 

Magno Service Manager a realizable platform 
and an enormous ability to expand, automate 
backups, mirroring over multiple server for 
hundreds of thousand if not millions of records.

 Server can be Windows or Linux.
 Client runs in Windows (All versions, including 

Win 11).



Field Personnel Interface

Function(s) Available in Magno? Notes

Online Offline

Open a Service Call Yes Yes As easy as a double‐click

Close a Service Call Yes Yes Magno called it `Complete` a service. `Close` is the final step after finance and all those back‐offices tasks.

Enter parts on service from the service 
rep. parts location

Yes Yes As easy as to choose from your parts list.

View parts Yes Yes Not only one can view your parts, but all other entities parts. 
It also lets you see used parts and in what service these parts were used.

Inventory Management order/transfer Yes No Online only for those with the privilege. Customization is available.  

View parts in all or selected inventories Yes Partial Offline will display your inventory only.

View Equipment Service History Yes No The goal of offline mode is to get the pertinent service done and get a signed report.

View Contract Status Yes No Management of contracts is available online only.

Search Equipment by Customer Yes Yes It is possible to search by companies, serial number and installation or by warranty expiration date.



Field Personnel Interface, cont.

View All Assigned Service Calls Yes Yes

Ability to schedule services Yes Yes Expected and coordinated dates are both available.

Generate a service report Yes Yes Also, sign the report electronically using a topaz or do auto‐signature by uploading a picture of your 
picture to the server.  Online and offline.

Manuals /documents Yes Yes Instruction/Service/Site Prep./Test Proc. /Std. Certs. /MSDS and any other document for 
Models/Instrument/Companies/Contracts/Internal Entities.  All these limited only, by the server 

capacities.

Barcode integration Yes Partial This area will always need some adjustments as all barcodes are not the same. 

Knowledge Base No No I highly recommend using software specifically designed to be a Knowledge Base, the functionalities will 
be much more complete. I can then display HTML content from within Magno as needed. I always say, use 

a truck for off‐road and a formula car for speed. However, if needed this can be implemented as it is 
basically a database of information related to instrument models and accessible via HTTP. However, a basic 

knowledge base can be design and implemented if this is what the customer want or need.

Team Collaboration Yes Yes All services have a Responsible and an Assigned Person, this functionality allows participation on that 
service to both parties. Communication in relation to a service is easy.

Offline Capabilities Yes Sync time varies from 0.5 to 5 minutes depending on the number of services to sync. This is fast in 
comparison to many others. There is also a more details sync, for managers and dispatchers that allow to 

have not only the pertinent data relate to your assigned services but all records, allowing work on 
administrative tasks offline.

Social/Chat No No Messages withing the system available, @Mentions in development for a true collaborative experience.



Office/Management Function

Open a Call Yes Yes Takes 30 to 60 seconds to create a service if the information is at hand.

Close a Call Yes Yes

Enter Inventory Yes Yes

Ability to review services before invoicing Yes Yes

Service Call Metrics Yes No

Engineer time utilization Yes Yes

Create/Transfer/Renew Contracts Yes No

Contract Renewal Reminders Yes This is done at server level. Every certain number of dates a list of email accounts will receive 
reminders of service contracts to expire and those that expired.

Automatic Contract letter to customers Yes This can be implemented very easily and will take a day to achieve. A letter will be needed.

Automatic quote for instruments going out 
of warranty.

Yes In Magno warranty is a type of contract (covering labors and parts), so all the benefits of a contract 
are also applied to “Warranties”.

Customer portal Yes Made custom per Magno Service Manager owner request.

Integration with existent CRM data There are many scenarios here:
1. Re‐entering data from scratch may sound ridiculous but some companies have such bad data 

that starting from scratch will greatly benefit them.
2. Passing certain years of data from current databases to Magno database and using Magno as 

design and from its own database alone is another way to go and can be achieved by creating 
a script to automate the process or use services like BD Sync or similar. Other options available 
as needed.



A peek to the main window



A peek to the part and standards windows



A peek to a new service call, email alert.

This can be customized.

Also, one can configure Magno 
Service Manager to send you a list of 
all your open services on desired 
days.



It is well known that service representative 
will correct themselves and will work toward 
improvements, if their mistakes and 
achievements are known to them in a 
timely manner.

In Magno, response and completion times 
are known by everybody in the team, 
promoting synergy.



 How, and by who is my data handled? 
Magno data can be store in a local server, handle locally or in a
cloud server that could be handled by local personnel 
(recommended) or manage by a third party for those companies 
without an IT personnel.

 Total cost – Must CRM charge by users, by month, by futures or a 
combination of these. With Mano Service Manger you will own 
the right to use all futures of it, as much as you need for as long as 
you can, if it is use within the company it was sold to. Simple is 
always better!
Critical updates will always be free! 

 Is the CRM for analytical instrumentation? One does not want to 
end with fields that do not accommodate to your company and 
actual business. Magno Service Manager is specially designed for 
Instrumentation Services.



 Is customization available? By whom? In Magno Service Manager 
customizations are included with a onetime yearly fee (that may be 
paid on a monthly basis if needed). You may solicit any need for 
consideration and if solid and reasonable, I (The actual and original 
creator of the software) will implement it.

 Is training available? In Magno Service Manager, initial training is 
included for all office and service personnel. Sections length and 
quantities will depend on the scale of the company and their specific 
needs. Training is available in English and Spanish. Further training 
after the initial one is available for a small fee considering the task.

 Is the system friendly to use? Some CRM out there are a nightmare to 
configure and use. Magno Service Manage can be considered a 
super easy to use application.

 Reporting – Is reporting customizable? The answer should always be 
and is, YES!



In the near future:
 The intention is to keep improving the current structure. Version 2 is 

being develop.
 Add an internal communication micro-blogging system with 

@Mention capabilities is being implemented. 
Further ahead:
 Enter sales arena with Magno Sales Manager. Information 

gathering and structure creation is being work with.

Any Question?
Do not hesitate to contact me at info@MagnoCRM.com

Fernando J. Garcia
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