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US Customer Orders, Billing and Collections (COBC)

Self-Service Playbook and Escalation Process


Description:

The US Customer Orders, Billing and Collections (COBC) Playbook provides the blueprint of operations and self-service tools available to assist in resolving customer issues. Included in the Playbook is the US COBC Escalation Process, which provides an avenue for escalation beyond the self-service tools. This Escalation Process provides a streamlined approach to engage the assistance and attention of US COBC management when standard support processes do not bring resolution.   

Facts:

I have a customer issue that needs resolution, what should I do?

Your first action should be to use the self-service tools available. There are descriptors next to each tool to help in determining which to use.

If you are unable to find resolution to your issue using these tools, follow the US COBC Escalation Process.
Self-Service Resources
I have a billing question, where do I go?

· For Non-Dedicated/Dedicated specific billing questions (For customers and/or Sales):
1. Call 800-328-7833, prompt 1, 1, 3 for general billing inquires
2. Call 800-328-7833, prompt 0, If you know the extension of the person or group that you are calling 
· not available, opt to either leave voicemail or zero out for another representative)  

· For Federal Solutions Billing

1. Call 800-492-6769, prompt  2, 2 for billing inquiries

How do I submit a Maintenance or Product Dispute?

· Call 800-328-7833, prompt 1,1, 3
How do I place a SMB new system (Partner or Merlin) or non configured aftermarket order? 
· Non-Dedicated/Dedicated: 1.800.328.7833 Prompt 1 then 2   
· Federal Solutions orders:
1. Call 800-492-6769 prompt 2, 1 for orders inquiries and placement
Where do I send Indirect Distributor Product Orders?    
· ECG Products/License: bpcexpress@avaya.com 
· SMBS Products/Licenses: smbscc@avaya.com   
Where do I send Indirect Pre-Registration?   
· Submit thru Pre-Registration Web-tool: https://prodreg.avaya.com  

Where do I send Records Corrections?

· E-mail To: mtcaftmkt@avaya.com  
 Where do I send Maintenance Cancellations?

E-mail To: mycontract@avaya.com
Where do I send Indirect Aftermarket Requests? (simple equipment add/removes or to activate maintenance software permissions)

· E-mail To: mtcaftmkt@avaya.com   
How do I process a return material authorization request for warranted equipment? (Dealer Desk)

· E-mail To: lrdealer@avaya.com or fax 800-527-4360  

Where do I send Indirect Maintenance Uploads/CSAs? 

· E-mail To: bpccmtc@avaya.com OR Threestarmtc@avaya.com (Three Star Partners Only)     
Where do I go for Indirect Installations/CSI Orders: 

· Submit thru ORS http://uss1.avaya.com/voyager/index.html  
· or E-mail To: bpccinstall@avaya.com  bpcccsi@avaya.com indcsiclosure@avaya.com      
Where do I send Indirect Letter of Authorization (LOA): 

· E-mail request to: Threestarloa@avaya.com and loasupport@avaya.com
If you need further assistance please contact the BPCC at 800-225-0266

Who to Call / Escalation Process

	US COBC Maintenance – 
    SLA:

           Front Door - 1 days

           Uploads - 5 days          


	Step 1
	Contact appropriate team:

· General Inquiries - 800-225-0266 prompt 3,2

· Direct Associate if extension known – 800-225-0266 prompt 0

· Three Star Maintenance – threestarmtc@avaya.com 
· Maintenance Contract Support / MSP / Maintenance Assist / Partner Support / IWS – bpccmtc@avaya.com or ptnrsupport@avaya.com 


	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Uploads 

· David Coffey dwcoffey@avaya.com 405-302-9256 
· Mikel Alexander mjalexander@avaya.com 405-302-9276
SLA Response Time: 24 hours


	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:
· LeAnn Thomas  eday@avaya.com 405-302-9236
SLA Response Time: 24 hours


	Step 4
	For urgent maintenance customer issues and escalations that were not resolved in step 3 please contact specified Director:
· Scott Sasser  wssasser@avaya.com 405-302-9233
SLA Response Time: 24 hours



	US COBC Aftermarket (Dedicated/Non-Dedicated) & Federal Orders - 24 hour SLA

	Step 1
	Contact Orders team:

· Aftermarket Orders – 1-800-328-7833 prompt 1 then 2
· Federal Solutions Orders – 1-800-492-6769 prompt 2 then 1
SLA Response Time: 24 hours

	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:
· Kim Williams  kmusser@avaya.com 405-302-9238 

SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Shirley O’Neal  syoneal@avaya.com 405-302-9246 

SLA Response Time: 24 hours


	US COBC Federal Solutions 

	Step 1
	Contact Federal Solutions team:

· General Inquiries – 1-800-492-6769
· Direct Associate if extension known – 1-800-492-6769 prompt 0


	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Federal Solutions Orders 
· Kim Williams  kmusser@avaya.com 405-302-9238
· Federal Solutions Maintenance 
· Mikel Alexander mjalexander@avaya.com 405-302-9276 
· David Coffey dwcoffey@avaya.com 405-302-9256
· Federal Solutions Collections 
· Shelley Evans  shelleyevans@avaya.com  405-302-9286
SLA Response Time: 24 hours


	Step 2
	For urgent customer issues and escalations that were not resolved in step 2 please contact specified Operations lead:

· Operations Lead Federal Solutions Orders 
· Shirley O’Neal syoneal@avaya.com  405-302-9246
· Operations Lead Federal Solutions Maintenance 
· Leann Thomas  eday@avaya.com 405-302-9236
· Operations Lead Federal Solutions Collections 
· Kathy Wren kwren@avaya.com 405-302-9239 
· Joya Hudson jhudson@avaya.com 405-302-9228
SLA Response Time: 24 hours


	US COBC Pre-Registration – Pre-Reg requests 48 hour SLA, Records Corrections (without maintenance) 5 day SLA

	Step 1
	Contact Pre-Reg team:

· General Inquiries – 1-800-225-0266 prompt 5
· Direct Associate if extension known – 1-800-225-0266 prompt 0
SLA Response Time: 24 hours

	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Edna Mehlhorn  emehlhorn@avaya.com 405-302-9250 

SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Justin Gesso  gesso@avaya.com  720-444-5228
SLA Response Time: 24 hours


	US COBC CMDT – Indirect sold-to creations 48 hour SLA, SFDC 24 hour SLA, Name Change/Address changes variable SLA

	Step 1
	Contact CMDT team:

· Indirect contact Associate if extension known – 800-225-0266 prompt 0
· Direct contact via SFDC

SLA Response Time: 24 hours

	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Edna Mehlhorn  emehlhorn@avaya.com  405-302-9250 

SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Justin Gesso  gesso@avaya.com 720-444-5228 

SLA Response Time: 24 hours


	US COBC LOA – threestarloa@avaya.com 48 hour SLA, loasupport@avaya.com 72 hour SLA, Projects 10 per day SLA

	Step 1
	Contact LOA team:

· General Inquiries – 1-800-225-0266 prompt 3
· Direct Associate if extension known – 1-800-225-0266 prompt 0
SLA Response Time: 24 hours

	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Edna Mehlhorn  emehlhorn@avaya.com  405-302-9250
SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Justin Gesso  gesso@avaya.com 720-444-5228
SLA Response Time: 24 hours


	US COBC Indirect Installation – 24 hour SLA

	Step 1
	Contact Install team:

· General Inquiries – 1-800-225-0266 prompt 4
· Direct Associate if extension known – 1-800-225-0266 prompt 0
SLA Response Time: 24 hours

	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Mike Kretchmar    mjkretchmar@avaya.com (405-302-9205) 

SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Shirley O’Neal  syoneal@avaya.com (405-302-9246) 

SLA Response Time: 24 hours


	US COBC Dealer Desk Warranty Support – 48 hour SLA

	Step 1
	Contact Dealer Desk team:

· General Inquiries – 800-225-0266 ext 29145
· Direct Associate if extension known – 800-225-0266 prompt 0


	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Mike Kretchmar    mjkretchmar@avaya.com or 405-302-9205 

SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Shirley O’Neal  syoneal@avaya.com (405-302-9246) 

SLA Response Time: 24 hours


	Distributor Product Ordering (SMB & ECG) / ADI Administration / Software Support / RTU Returns – 24 hour SLA

	Step 1
	Contact Product Orders team:

· General Inquiries – 800-225-0266 prompt 6
· Direct Associate if extension known – 800-225-0266 prompt 0
SLA Response Time: 24 hours

	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Nancy Schoenung   nschoenung@avaya.com or 405-302-9210
SLA Response Time: 24 hours

	Step 3
	For urgent maintenance customer issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Leann Thomas  eday@avaya.com or 405-302-9236 

SLA Response Time: 24 hours


	US COBC AR/Billing 

	Step 1
	Contact AR/Billing team:

· General Inquiries – 1-800-328-7833 prompts 1,1,3

· Direct Associate if extension known – 1-800-328-7833 prompt 0

· Federal Solutions Billing – 1-800-492-6769 prompts 2,2


	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Coach:

· Vicki Derrick  vderrick@avaya.com (405-302-9208)

SLA Response Time: 24 hours

	Step 3
	For urgent customer issues and escalations that were not resolved in step 2 please contact specified Operations lead:

· Kathy Wren  kwren@avaya.com (405-302-9239) 

SLA Response Time: 24 hours


	US COBC Cash Management

Cancellations – 7 days
Disputes & Adjustments 15 days


	Step 1
	Contact appropriate Cash Management team:

· Refer to 800 # listed on invoice


	Step 2
	For urgent customer issues and escalations that were not resolved in step 1, please contact specified Coach:

Maintenance Cancellations – mycontract@avaya.com 
· Major Accounts

· Vicki Derrick vderrick@avaya.com or 405-302-9208

· Reid Jeffords cjeffords@avaya.com or 405-302-9235

· Dedicated/Names/Territory Accounts

· Nancy Flores nflores@avaya.com or 405-302-9202

· Lee Haynes leehaynes@avaya.com or 405-302-9241

Maintenance Disputes and Maintenance Adjustments 
· Major Accounts

· Vicki Derrick vderrick@avaya.com or 405-302-9208

· Reid Jeffords cjeffords@avaya.com or 405-302-9235

· Dedicated/Names/Territory Accounts

· Nancy Flores nflores@avaya.com or 405-302-9202

· Lee Haynes leehaynes@avaya.com or 405-302-9241



	Step 2
	For urgent customer issues and escalations that were not resolved in step 1 please contact specified Operations lead:

· Kathy Wren   kwren@avaya.com (405-302-9239) 

SLA Response Time: 24 hours


	Commissions Team

	Step 1
	Send Partner Commission inquiries to:

· Comish@avaya.com

	Step 2
	Contact Commission Specialists:

· Carol Abbott  ceabbott@avaya.com (800-225-0266 ext. 22263)
· Briana Greenemeyer  bg40@avaya.com (800-225-0266 ext. 22243)


	Step 3
	For urgent Partner Commission issues and escalations that were not resolved in step 2 please contact specified Operations Lead:

· Kim Limbaugh  kkilmartin@avaya.com (405 302-9229) 
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