IKON Office Solutions SERVICE DISPATCH ESCALATION PROCESS

Business Hours 8:00am PST - 5:00pm PST

1) Place service call through IKON Dispatch 1-888-456-6457

2) Select Option #2 (Automated Service Call / Meter Read Option)

3) Select Option #8 (After-hours Service Calls)

4) If you do not receive a call back within 2 hours of placing a service call, call

Dispatch back with your confirmation # (call ill) and let them know that you have not received a call back from the technician with an ETA.

5) Dispatch will re-page the technician, and then call the tech voicemail and leave a


Message.

6) If you don't receive a call back within 10 minutes calls Ron Sherman (High Volume


Service Specialist) on his cellular phone. Cell- 206-730-9635

7) If you receive Ron's voicemail, leave voicemail and wait 5 minutes for Neil to call


You back.

8) If you don't receive a response back from Ron within 5 minutes escalate your call to


Dan Spark man (High Volume Service Manager) - Cell- 206-730-9636

Attachment #3, Change order #1
VENDOR CONTRACT #0000001464
1) Place your service call through IKON Dispatch 1-888-456-6457.  Touch 2 for service.

2) If you do not receive a call back within 2 hours of placing a service call, call the Center  back with your confirmation # and let them know that you have not received a call back from the technician with an ETA.

3) Dispatch will re-page the technician, and then call the tech voicemail and leave a


Message.

4) If you do not receive a call back within 30 minutes escalate your call to Ron Sherman


(High Volume Service Specialist) - Cell- 206-730-9635

5) If you receive Ron's voicemail, leave voice mail and escalate your call to Dan


Sparkman (High Volume Service Manager) - Cell- 206-730-9636

6) If you receive Dan's voicemail, leave voicemail and please call Dave Huntziker


(Director of Service) at 425-576-3801

After Hours Service Escalation Procedures

This is a billable call for emergency situations

	Elapsed Time
	Activity
	

	0 hour
	Customer Initiates service call

	1 hour
	Technician contacts customer to provide an ETA

	4 hours
	Technician on-site within IN A response target

	On-Site
	Escalation Process Begins
	

	
	
	If Technician is on-site 1.5 - 2.0 hours, has completed a total call and

	
	
	the problem is not resolved:
	

	
	
	1.
	Technician will contact team members and Team

	
	
	
	Specialist for ideas
	

	1.5 - 4.0 hours
	2.
	Technician will utilize support resources: Team ideas,

	
	
	
	Manufacturer Hotline ete.

	
	
	.
	IKON Helpdesk #:
	866-456-6457

	
	
	.
	Canon Hotline #:
	800-528-2830

	
	
	3.
	Team Specialist will follow-up to determine what further

	
	
	Actions will need to be
	Performed

	
	
	If unable to resolve within 3 hours:

	3 hours
	Technician will notify Field Service Manager or Manager of

	
	
	The Day and request Team Specialist on-site support

	If parts are needed the following process must be followed:
	

	1.
	Contact manager to locate parts and arrange for pick-up (Check all available resources in the region)

	2.
	Check availability of non-inventory resource machine nearby (Branch, Tukwila or IKON Wholesale)

	3.
	Check availability at the SDC or Vendor and have part shipped overnight to the nearest branch

	
	
	T earn Specialist on-site support

	4 - 6 hours
	Team Specialist will utilize all available resources to resolve

	
	
	problem (i.e. other Specialists, Manufacturer, etc.)

	
	
	If after 8 hours and the problem is not resolved:

	
	
	1.
	Team Specialist requests Manufacturer on-site support

	8 hours
	2.
	Field Service Manager and or Customer request will

	
	
	
	Determine if service loaner is necessary

	
	
	3.
	Field Service Manager informs Director of Service of

	
	
	
	Machine status
	

	8 hours
	Service Loaner Process begins

	8 - 12 hours
	Field Service Manager will request a 911 service loaner to be

	
	Delivered to the customer site

	1 - 2 days
	Service loaner delivered to customer and customer machine is

	
	Delivered to nearest service location to troubleshoot

	
	
	
	
	

	
	
	
	
	


