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SMART Warranty& Customer Service Management Solutions is for
management of aftermarket warranty and customer support service
support operations for consumer products companies and their net-
work of dealers and retailers to deliver world-class post-sales service
by optimizing customer service and support, and warranty manage-
ment. With SMART you will have capability to improve your environ-

ment in process, cost, quality, and productivity.

SMART Warranty Management helps us to process warranty service
orders as per customer entitlements and process claims more effi-
ciently for your customers and streamlines the process of cost recov-
ery from Manufacturers. Service Orders modules are integrated with
service parts inventory, contracts, knowledgebase and surveys for

further actions.

SMART Warranty & Customer Service Management Solutions sup-

ports a wide range of post-sales support activities.



Warranty Claim Processing - You can deploy SMART in call centres or service centres to manage all sorts of service
requests, including product and service sales for multiple business lines, customer calls for on-site or field service.
Warranty Management enables the visibility and flexibility to react to customer claims in a timely and efficient
manner. This totally integrated process supports claims tracking, cost analysis, vendor recovery, inventory manage-

ment, defective product reporting and product improvement process using quality management module.

Customer service and support management - Supports your ability to handle customer complaints, service
requests and address customer concerns and answer technical questions concerning products or services from
SMART knowledge base or SMART checklists. SMART Suite of solutions support multiple channels and access meth-

ods such as telephone, email, Internet and customer self-service.

Service Contract Management - Track your parts supplier's agreements, customer’s sales contracts and

manufacturer’s warranty contracts.

Escalation Management - During the processing of a service order, it is possible that the time targets agreed in the
Service Level Agreements cannot be met, for example, if the completion date of the order is exceeded and the trans-
action is still in process, In this case, predefined company-specific follow-up activities are automatically triggered as
escalation measures to pre-empt customers from making complaints. An escalation measure could be, for example,
notifying customers promptly about delayed service employees, or informing them about a delay in the availability

of spare parts.

Parts & Inventory Management - Allows your business to accurately track inventory levels, automate processes,

and gain operating efficiencies while improving customer service.

Customer Survey Feedbacks - Conduct online surveys for customer interaction satisfaction measurement with your
company. Use feedbacks to strengthen relationship with your customers. Customer Surveys allows you to measure
the effectiveness of each customer touch point, so you have consistent feedback on how your organization is

performing for customer service.

Idea Management - Use idea management to enhance product or service quality with complete lifecycle manage-

ment of new ideas.



SMART Warranty &

Business Benefits:

Improving Customer Service
« 24x7 customer self-service

+ Improve product/service quality

Improving Service Delivery
« Provide a single face to the customer

« Reduce administration, improve business processes

Increasing Revenue
« Improve customer retention and loyalty

« Maximize profitability by customer

Reducing Operating Costs & Increasing Efficiency
+ Reduce cost of services

- Standardize processes for consistency, efficiency

Streamline and Automate complete Warranty & Service Lifecycle.
Enhance Supplier collaboration and Warranty Claims Recovery process

Integrated Warranty, Service, Support & Inventory Management Processes.




Go Live for standard package from day 1

Route Service Tickets to right technician as per business defined workflows

Enable Portions of data or information to your customers, dealers & business partners via internet
Manage Multi site or Multiple Services Centres in different cities

Record Employee time and costs for service tickets, activities and tasks

Record third-party product costs, parts/materials, and transportation expenses

Purchase, Warehouse and Inventory Management

Warranty & Vendor Contracts to track expiration dates and revenues

Track symptoms and causes for service tickets to enhance service quality

Build and reuse online knowledge base to speed problem resolutions.

Send Email or SMS to Customers to get customer approvals and upon repair job completion.

Get online approvals from customer, if repair costs exceed customers approved limit

Automate Warranty Claims Data Sheets preparation to be send to business partners or manufactures
Excellent Management Reports & Dash Boards with drill down capability

SMART Suite solution helps you to build customer loyalty and enable service personalization by using latest web technologies.
System Supports multiple access levels, and has ability to support many Roles : like Service Desk Call Taker,
Service Desk Manager, Technician, Estimator, Quality Manager, Customer, Dealer & Administrator
Field Level Security for Data

Adding Fields to Screen at Run-time

Multiple file attachments can be added to tickets

Can create new Tasks/Work orders from within a service request or repair ticket

Service Desk supports direct visibility into business problems and quality issues

Supports Workflow Queues

Provides a secure historical audit log of all actions

Service Level Agreements can be defined, monitored for compliance, and tracked for performance
Email or SMS Distribution lists can be created to notify customers of promotion of services and products
Custom surveys can be automatically sent to customers after issues are resolved

Can hide fields for specific users using security management

Scalable Solution and supports multi-tenancy with SaaS

Supports Customization

Multi-lingual

Out of the box reports to track trends with graphical capability

Executive dashboards with drill down capability

Reports and Dashboards with filters

Can Share and publish data using PDF, XLS, XML or CSV formats

Integrated with SMART CRM, SMART ITSM and SMART Quality Management System

For more information or live demo requests
icedesk.com or contact nearest reseller in your region




