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Calls to Customer Support Services

Support cases should be reported to Customer Support Services according to the guidelines described in the Support Request Form attached to this document.

Support cases can be reported via phone, mail or fax.

Support cases should be e-mailed to: support.us@maconomy.com
Support calls should use the support phone number 617-226-7599

Fax number is 617-226-7550
	Name
	Position
	Extension
	Main Phone Number
	Mobile Number
	E-mail

	Chris Girardin
	Manager
	7610
	617-226-7599
	508-353-2485 
	Chris.girardin@maconomy.com

	John Cormier
	Support Consultant
	7602
	617-226-7602
	617-416-8326
	John.cormier@maconomy.com



Support Hours

Maconomy support hours are as follows:

	Day
	Timeframes
	Contact Numbers

	Monday-Friday

Extended hours available based on contract
	8.30AM-8PM
	617-226-7599


Access to test data
In connection with the support work the customer must be able to make test data available to Customer Support Services. This can be accommodated by giving access to a test company on the Maconomy server or by sending a database dump in a medium readable for Customer Support Services.

No access to the Maconomy server

If Maconomy Customer Support Services requires access to the Maconomy Server, no support can be provided, if the connection cannot be made.  The Customer is responsible for updating Customer Support Services with the necessary connection information.

How to Place a Call to CSS

· Prepare the call

· Super User Gets the call from internal staff

· Super User goes through these steps:
1) What has happened, explain the problem.

2) Which windows/prints/reports

3) What was expected

4) Possible cause of the problem

5) Documentation using support request form (Reports, screen prints, Error logs, PPU Debug String)

6) Get Case Number

7) Agree on the priority

8) Solution can be given immediately or it has to be processed under the criterion based on priority levels below.

9) Super User cannot resolve, calls Maconomy Support.
· Place the call
Support Procedures

1. When a support case is received Maconomy will assign a case number and priority to the case.
2. On a weekly basis (Friday) you will receive a detailed list of all open cases and their status.
3. Priority levels and response times are detailed below.
	Priority
	Characteristic
	Response Time
	Call the Customer with Status Updates

	0
	· Catastrophic call and the application is down.

· No alternatives or workaround. 
	· 1 Hour 
	· Every Hour 

	1
	· Critical Call

· Call significantly hinders business to perform, but does not prevent system usability.
	· 1 ½ Hour
	· Every 2 Hours

	2
	· Priority 0 and 1 Call, where a workaround has been found.

· Serious Call

· Call significantly hinders part of the business to perform, but does not prevent system usability.


	· 2 Hours
	· Daily

	3
	· Normal Call
	· 4 Hours
	· Weekly

	4
	· Minor Call
	· 4 Hours
	· Weekly


Finding out what the error is for PC/MAC Clients and Non Java Client errors 

The PPUDebug.txt is located in the Maconomy Application Folder. It is the first place to check whenever you get an internal error. Typically this will tell you exactly what the error is. Please attach this document to the support case. [image: image2.png]BxMaconomy WSO R
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Finding out what the error is for Non Java Client errors:

Look in the "/Users/<userName>/Library/Application\ Support/Maconomy/Jaconomy/" folder.
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