Call Center

Customer

Rep

Phone Warranty Program
Portal & Process Flows

Scope is Internal only:

K3

External
Customer Phone Warranty
Portal

WIN CSR portal (add/Edit/status Claims & Add/Edit Phone Registrations)

2

Internal
CSR Ph Warranty
Portal

Optional

Claims Statuses

Code Description

Required

Next

Status

1 5 |CSR Submitted, phone assignment completed 25
CAMS feeds Active 10 |CSR Submitted, need phones assignment 20
;Acﬂ;;nes (\Dl\lljstum?r Customer data 25 |Claim Finalized 30
or one Warranty
Program in CAMS 30 | OrderIN \‘JDE 35
35 | Order Shipped, completed -
A 40 |Claim Denied, Mfg Warranty -
3 45 |Claim Denied, Prorgram age <30 -
50 |Claim Denied, other exclusion --
Sends Phone 55 | Discard claim,lost phone -
Warranty Program Di dolaim. d doh
Info to Customer 60 iscard claim,damaged phone -
65 | Discard claim,incorrect phone -
7 32 35 40 45
Cus;ohmer re}g\z{ers Customer Returns customer Receives Customer Receives Customer Receives
B hones ds t phone to Dist Center Lost Phone damaged Phone incorect Phone
rochure, sends to (See Page 2) (See Page 2) (See Page 2) (See Page 2)
10 y
CSR receives
Brochure, enters
customers phones
11 12 13
CSR searches for Customer active
Customer Calls WIN Customer in
to Enter Claim > Customer ‘App? Yes in PWP >=30 days
& phone not on
exclusions, 16 17 Code 50r 10
19 Enter Claim CSR submits claim
Registered? Yes b information Yes» Call end.
Transfer customer to
call center Deny Claim Request
Code 40,45 or 50

CSR register phone
for Customer

Customer Svc Rep
(Alpharetta, GA)

Vendor TPP

(Alpharetta, GA) (Teledynamics) (Alpharetta, GA)

Dist Center

21 Code 20

CSR reviews Claim Queue

daily to complete claims that

still need phones \den(\hed,'

Yes
20 23 24 Code 25 25 Code 30
Phone cross . Enters Drop Ship
- reference Yes v!j\lr]g?:z;hsznlopvsgi CSR completes order in JDE
l available cost phone. claim. (claim no in header
in App? P . notes)
A

CSR emails TPP

28 v

TPP provides

replacement phone
part #

Send email confirmation to
customer- claim complete,
X phone type will be delivered
in 4-7 days

29§ Code35

Vendor ships phone
to customer.

Proposed Phone Warranty Phones - version 1.5

*
will drive program costs down, and assist CSR in staying under $400 contract limit per customer.



5]
£
o
S
[%2]
>
o
o
Q
o
[}
>
w
[}
£
o
S
[%2]
3>
)
T
o<
j= .
=X
c O
2e
S o
<=
2
<
50
=
O =
oe
&g
as
<

(Alpharetta, GA)

Phone Warranty Program
Portal & Process Flows

Scope is Internal only:

WIN CSR portal (cont'd from page 1)

50

Phone in route to
Customer

Did
Customer
rec'd shipped

54

Customer Returns
phone being replaced
to Dist Center

74 Y

52

NO—P Customer calls CSR

75

Warehouse receives

Warehouse notifies
CSR of the returned

the defective item

phone

Proposed Phone Warranty Phones - version 1.5

K3

External Internal Optional Required
Customer Phone Warranty ~ CSR Ph Warranty
Portal Portal
Claims Statuses
Next
Code Description Status
5 |CSR Submitted, phone assignment completed 25
10 |CSR Submitted, need phones assignment 20
25 | Claim Finalized 30
30 | OrderIN JDE 35
35 | Order Shipped, completed -
40 |Claim Denied, Mfg Warranty -
45 |Claim Denied, Prorgram age <30 -
53 50 |Claim Denied, other exclusion --
eplacement 55 | Discard claim,lost phone --
phone was lost Yes 60 |Discard claim,damaged phone -
or damaged 65 | Discard claim,incorrect phone -
?
No
56
Rec'd Customer Returns
incorrect Phone Phone
?
A
Yes
57 i 58
A
CSR contacts Vendor CSR files claim with
for RA# carrier
59
4 61
CSR issues new - stomer Recd CSR enters credit in
! >
claim damaged Phone No——»{  JDE for lost or
) damaged phone
Yes 64
A
62 . 63
CSRi
CSRissues new JDE CSR enters request 1Ssues new
for a return label in claim
order
65
66
CSR enteres new RA
in RA Tool(RAT)/JD CSR issues new
Edwards order in JDE
67
4 69
Code 55
68
Issue a call tag™* Customer's CSR marks old claim
replacement Yes—p| at status 55, discard
P claim due to lost
phone
7 Code 60
CSR marks old claim
70 Code 65 at status 60, discard
claim due to
damages
CSR makes old claim
as code 65
A
72 v 73
" Accounting vouchers
Gets credit back from or applies the credit
Vendor
memo to the open RA
Distribution emails a return
label for the damaged product
] Y I
Page 2

*k
Carrier picks up from customer residence & has package delivered to supplier.




