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[bookmark: _bookmark0]Introduction

The Konica Minolta Solutions Support team is dedicated to providing our customers with the ultimate "Konica Minolta Customer Care Experience". The experience is simply defined as Predictable, Professional and Personalized.
The Solutions Support team provides customers of Konica Minolta multifunctional peripherals (MFPs) and Software Solutions a one-stop support desk for service. Your request for support is responded to by a Support Professional based upon the nature of your request and severity.
This document explains the Solutions Support team’s customer support services and methodologies. It explains the options to submit a request, define priorities and review escalation procedures.


[bookmark: _bookmark1]Values of support
[bookmark: _bookmark2]Single Point of Contact
The contact used to order supplies and schedule repair visits will also connect you with skilled technical professionals.
[bookmark: _bookmark3]Direct access to a specialist
Send an email or web request directly into the helpdesk and receive a response from an expert in your solution.
[bookmark: _bookmark4]Open access
Anyone in your organization can submit a request.

[bookmark: _bookmark5]Virtual On-Site Support
Response and resolution can be expedited by connecting to your computer. Assistance can be delivered as if the Solutions Professional was there.

[bookmark: _bookmark6]Submitting Solutions Support Requests


	Contact Option
	Point of Contact
	Notes

	E-Mail
	SolutionsSupport@KMBS.KonicaMinolta.US
	Best for application administrators and power users who are familiar with the application and the operating environment.

	
WEB
	https://goo.gl/gzsY9x
	

	
Self Help
	
http://kmbs.konicaminolta.us
	From this link, click “Find Support” located in the top banner. Several options will be revealed, such as: Driver downloads, User Guides and Self-Help Product Support.

	
Telephone
	
800-456-5664
	Appropriate for MFP and routine use situations. Recommended for single user assistance instead of issues impacting the application.

	Operating Hours
	8:00 A.M. – 8:00 P.M. (EST)
	Monday through Friday. Standard company holidays are observed.



[bookmark: _bookmark7]What information we need to support you
The more specifics we know about your needs, the better and more expeditiously we can process your support request.   Please provide the following information.
1. Contact Name and phone number.
2. Company’s name
3. Product or Software affected and reference number
4. Describe your problem symptoms, when first noticed and user base affected/impact
5. Additional comments, sample and details are always helpful


[bookmark: _bookmark8]Severity Levels
Severity levels are used to prioritize our response to an incident. We assign a severity level upon receipt of your request. The assigned severity level is based upon the impact the application incident has on a client’s operations. Konica Minolta may reassign a severity level, higher or lower, while investigating your request.

	Severity
	Remarks

	SEV1 - Critical
	Complete loss of system and significantly interrupts business processes.

	SEV2 - High
	Impairs a noncritical process and a viable/temporary work around has been identified.

	SEV3 - Medium
	Requests for modifications to existing configurations or workflows.

	SEV4 - Low
	Software Enhancement or Upgrade



[bookmark: _bookmark9]Severity Level Response Times
Information in the table below outlines Konica Minolta’s initial response time objectives. The response time is measured from when your request was received by the Solutions Support team to when a Solutions Support team member attempts to respond to your support request.

	Severity
	Initial Response
	Resolution SLA

	SEV1 - Critical
	30 minutes
	Continuous effort

	SEV2 - High
	4 Hours
	15 days or less

	SEV3 - Medium
	Next Working Day
	Determined by project

	SEV4 - Low
	Next Working Day
	Determined by project





[bookmark: _bookmark10]Solutions Support Flow
[bookmark: _bookmark11]Receipt and confirmation
Your request will be assigned an incident number upon receipt. An email confirmation will be sent to you that will include: incident number, recap of reported issue, entitlement details and other significant info. The incident number will be your reference for following progress and updates.
[bookmark: _bookmark12]Solutions Support Levels
A variety of tasks and responsibilities are performed at different Solution Support levels. The transition between levels is usually very short in duration and can be expedited when you provide details about your account and situation.

	Solutions Support Level
	Function
	Duties

	Level 1
	Provides low severity entrance Solutions Support.

Performs triage support and collects incident details.
	· Provide initial end user customer contact.
· Evaluates request to determine next best course of action.
· If escalated, relay request details to Level 2.

	Level 2
	Provides high severity entrance to Solution Support.

Performs initial technical evaluation and assigns the request to a dedicated specialist.
	· Performs initial technical review of request.
· Performs entitlement check and assigns an incident number.
· Sends acknowledgement responds to the customer.
· Assigns request to an application specialist.

	Level 2A
	Within the Solutions Support team, functions as the application specialist.
	· Provides technical response to request.
· Ongoing, review incident for potential escalation, requests for field assistance or vendor intervention.



[bookmark: _bookmark13]Repeated Attempts to Contact
Solution Support team representatives will initiate a minimum of three attempts to contact a customer regarding an open request. After three attempted contacts with no returned phone or e-mail response, the request will be considered closed.
[bookmark: _bookmark14]Support Policies
Konica Minolta Business Solutions Standard Maintenance Terms and Conditions provide overall guidance of support policies, including software and solutions. In almost all cases, delivery of support is dependent upon the customer having a valid Maintenance & Support agreement for the specific solution. The following policies and practices shall govern the Solution Support team.


[bookmark: _bookmark15]Scope of Services
[bookmark: _bookmark16]Maintain solution at established baseline
Upon completion of the solution install or upgrade, the customer acceptance establishes the ‘Baseline’ of operation. KMBS is responsible for maintaining software operation at that established baseline to ensure business continuity.
[bookmark: _bookmark17]Determination of cause
The Solutions Support team can help diagnose common errors and failures.  With their assistance, the goal is to identify the root cause of the problem so that the appropriate resolution can be administered. For example:  You attempt to print a file and it fails or produces an error.  Is the root cause of the problem with the printer, the application that created the file, the data in the file or a network issue? The Solutions Support team can eliminate the requirement for multiple requests: to a technician, the IT Helpdesk, the software vendor.
[bookmark: _bookmark18]Operating Environment changes
KMBS suggests impacts to solution baseline be considered prior to making changes to servers, networks, storage, authentication patterns etc. In the event unplanned or untested changes create an interruption in the operation of a solution KMBS will help troubleshoot the cause and provide a quote to restore operation and establish a baseline in the new environment.
[bookmark: _bookmark19]Additional Services and Projects
KMBS can provide a range of professional services and projects to enhance and expand your current solution functionality. More information can be provided by means of no-charge consulting engagements. Project services include but are not limited to:
· Security and license audits
· Re-install of servers or workstations
· Moves and expansions of environment
· New user, power and admin user training – custom training
· Implementation of additional software features that were not part of the baseline.
· Customizations and upgrades
· Custom reports
· Workflow enhancements or additions
· Data backups or restoration

[bookmark: _bookmark20]Support Methods
Technical support may be delivered onsite or via telephone and remote desktop control. Delivery of support depends upon availability of telephone and Internet access at the customer’s location.
Additionally, customer participation in support events is required.

[bookmark: _bookmark21]Exclusions
Professional Service fees may apply for non-diagnostic/troubleshooting events. Support does not included general network configurations, networking hardware, or operating system issues. The customer is responsible for ensuring network and operating systems are maintained and meet requirements of the solution.

[bookmark: _bookmark22]Scope of Services (continued)
[bookmark: _bookmark23]Associated Third-Party Software and Hardware
For products not specifically part of the covered solution, support is limited. For example, a document is created using a word processing application. When the document is processed by the covered solution, the output fails or results in an error. The document creation techniques and document elements may be examined for troubleshooting, but no support or training will be provided on the word processing application.
[bookmark: _bookmark24]Customer Contact
Customer provides qualified and trained key contacts to help resolve technical and/or business related issues. The primary contact should be appropriately trained on the solution software prior to receiving support.

[bookmark: _bookmark25]Frequently Asked Questions
[bookmark: _bookmark26]Do you offer 24/7 technical support?
Our standard operating hours are sufficient for most business operations. If additional hours of coverage are required, it may be possible to negotiate support for extended coverage hours.
[bookmark: _bookmark27]How do I know what severity level my request should be?
Upon initiation of the support incident, a severity is assigned by the Solutions Support team. You may make a request for severity status at any time and the assigned solutions professional will provide an explanation.
[bookmark: _bookmark28]How can I obtain current status/updates to a request?
It is our policy to provide periodic updates to incidents lasting more than 48 hours. A request for status update may be submitted at any time.  Please include the request incident number.
[bookmark: _bookmark29]Is there a cost for software application fixes?
Access to patches, hot fixes and troubleshooting are usually covered as part of the Maintenance & Support agreement associated with the solution product. Installation, testing and administration of patches/hot fixes is considered “Additional Services” and may engender professional service fees. If additional fees are required, a good faith estimate will be provided. No work will be done without mutually agreeing on fees and completion criteria.
[bookmark: _bookmark30]What happens if a customer wants to escalate?
Technical support escalation procedures are performed internally, first to peers and seniors. Escalation to vendor support is usually recognized in short order. However, if you feel escalation is not progressing timely, send an E-Mail request to SolutionsSupport@KMBS.KonicaMinolta.US stating your concerns and request for management review.
[bookmark: _bookmark31]Can we add services as our needs grow?
Service and support options can be added at any time by contacting the Solutions Support team.







Thank you for choosing Konica Minolta Business Solutions!
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Konica Minolta Philosophy | :

CREATING VALUE THROUGH INNOVATION AND SHARING IT WITH SOCIETY
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