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SMARTECH and Associates, LP has the responsibility to the client for completion of service calls on the same day that parts are delivered.  It has further responsibility to update the client’s system, on every open service call, by 11:00 am every business day. 
Prerequisites:

· Turn in all required paperwork necessary to process payment and dispatch service calls.

· Must complete all Dell required certifications.
· Must complete required Dell certifications within 1 week of receipt of the DCSE login.
· Have a complete understanding of what a Dell Survey is and what is needed to meet 100% end user satisfaction. 

· Successfully complete all four training courses and quizzes.

The following are the proper procedures the FIELD TECHNICIAN will follow to ensure 100% client satisfaction.    

1. Log into SMARTECH’s service management system Alert, and accept or reject all new calls by 11 am local time.
2. Attempt to contact the end user by 11:30 am local time for the setting of the Estimated Time of Arrival (ETA).  Update Alert with the ETA time or if one is unable to reach the end user place the service call in CNRC status.  Until the ETA is scheduled the service call MUST be updated every business day with the current status.  **Failure to update the service call every business day may result in cancellation, and/or reassignment of the call.**
3. The technician must travel to the end user’s site to perform the service call.  The technician must make a courtesy call to the end user thirty (30) minutes prior to arrival to avoid any confusion.  If the technician cannot get a hold of the end user prior to arriving on site the technician must go to site anyways.  **If the end user is not on site during the scheduled appointment time the technician must wait twenty (20) minutes then leave a note stating he or she was there and contact SMARTECH and Associates, LP immediately at 512-857-7194.**  
4. The technician must contact technical support (see work order for technical support numbers) if the part does not resolve the issue.  If the technician is placed on hold the max wait time is fifteen (15) minutes; the technician must then let the end user know that we must leave site to service other end users and pass the phone.  If troubleshooting exceeds thirty (30) minutes then ask the technical support person to hold and contact SMARTECH at 512-857-7194.  A Service Delivery Coordinator will advise on how to proceed. 
5. All parts, used or unused, must be returned within 24 hours of call completion.  Technicians will utilize the pre-filled return waybill when returning parts.  No part is allowed to stay onsite, unless the Service Delivery Coordinator authorizes is.  The end user is not responsible for returning parts, the technician will be held liable for any part not tracking within 24 hours and may be subject to covering the cost of the missing part.
6.  All service calls must be closed in Alert the day service was performed.  Depending on the area of coverage technicians will be required to call in from site and close the calls with SMARTECH’s client (contact your SDC for details).
I have read the above information and acknowledge that I understand the Procedures and Standards of SMARTECH and Associates, LP.

Name: _____________________________________________________

Signature: __________________________________________________
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