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Hitachi Data Systems 
UK Customer Service Line – 24/7

0800 703896
(+44 1753 618699 calling outside UK)
Emergency Back up line: 01753 618995

Information Required When Placing a Service Request

Site ID/ Customer Number: 1114127 (Citigroup CGC)

Contact Name and Telephone number
Equipment Manufacturer/ Software Vendor
Software Product/Hardware Model Number 
Serial Number (if applicable)

Severity Level
Brief Description of Problem

Severity Levels - Classification
Support call handling and service response by HDS is centred on the classification of severity level of the call. It is important to determine the correct Severity Level at the time of logging the call with HDS. This is based on an assessment of the impact of an incident or action on the Customer’s business, for the purpose of determining the actions to be taken in the event of a problem with HDS supplied equipment, the following definitions shall apply:

	Severity
	Description
	Definition

	1
	System down
	Severity 1 – System Down.  A problem that prevents the Customer using the system, e.g. system down, data lost or unable to be accessed, repeated system hangs or security violations that make continuing use unviable.  Alternative solutions or work-rounds are unavailable.



	2
	Severe restriction
	Severity 2 – Severe Restriction.  A problem that has a major impact on the Customer’s business and limits their use of the system, e.g. the system is operating but performance is severely restricted leading to reduced Customer productivity, major functionality is restricted, some users or workgroups are unable to access their data, data loss or corruption has occurred although recovery is possible, problems during software installation on a production system.



	3
	Minor restriction
	Severity 3 – Minor Restriction.  A problem that does not have a major effect on the Customer’s business, e.g. failure of a non-critical or redundant module/component, problems affecting only one or few users, problems during software or hardware product installation or upgrade on a non-production or test system.



	4
	Circumvented
	Severity 4 – Circumvented.  Similar to Minor Restriction, however the problem has been circumvented using an alternative solution or work-round, although a permanent fix is required.



	5
	Information only
	Severity 5 – Information Only.  An issue concerned with the usage or documentation of the software, e.g. “how to” questions, clarification of documentation or error codes, enhancement requests, having no material effect on the Customer’s current operation.




N.B The customer, engineer or management may raise or lower the severity of the call at any point in time to reflect the criticality of the customer situation.

Support Level Description - Hardware

Level 1 Support for Hardware

Frontline technical support will be available to customers with an existing maintenance contract with on-site support coming from HDS CS&S engineers or authorised service partners.  This support will be required when problem cannot be isolated remotely. 

If a customer encounters a problem that cannot be solved by local HDS field CS&S engineers it will be escalated to the next level. Escalation from Level 1 to Level 2 may be immediate depending on the situation.

For third party hardware products that have been delivered from the manufacturer or reseller rather than from the HDS European Distribution Centre, HDS will have a support contract in place with the manufacturer, or authorised service partner, to provide this level 1 support.

Level 2 Support for Hardware

This support will include the Immediate Response Centre (IRC).  This support will conduct database searches and include specialists who will be able to offer advanced diagnosis and problem determination assistance.  They will also be responsible for communicating with the European Technical Resource Centre (ETRC).  It is expected that many technical questions and problems will be isolated and resolved by the IRC. 

If the problem is not resolved by the IRC, then escalation to the European Technical Resource Centre (ETRC) will take place. Using specialist knowledge and tools, it is expected that the majority of technical questions and problems not resolved at Level 1 will be isolated and resolved by this level of support resource within HDS. 
For third party hardware products that have been delivered from the manufacturer or reseller rather than from the HDS European Distribution Centre, HDS will have a support contract in place with the manufacturer, or authorised service partner,  to provide this level  2 support.

Level 3 Support for Hardware

If HDS is not able to resolve the problem with Level 1 or Level 2 resources, escalation to Level 3 (factory / vendor) is available at the discretion of the Level 2 ETRC specialists.  

For third party hardware products that have been delivered either from the manufacturer, reseller or from the HDS European Distribution Centre, HDS will have a support contract in place with the manufacturer to provide this level  3 support.
Support Level Description - Software
Level 1 Support for Software

 

These services include, but may not be limited to, call logging, entitlement verification, determination of whether a solution is contained in the End User Documentation or Knowledge Base, and closing the matter with the End User after Problem Resolution. If escalation is required, all necessary information will be gathered (Configuration, topology, log files, software levels). Upon completion of information gathering, escalation will occur to Level 2 support. 
For third party software products that have been delivered from the HDS European Distribution Centre then HDS will provide this level 1 support. For third party software delivered from the manufacturer or reseller rather than from the HDS European Distribution Centre, HDS will have a support contract in place with the manufacturer to provide this level 1 support.

 

Level 2 Support for Software
 

In-depth problem analysis through, problem re-creation, log analysis, and escalation to level 3 support if a fix/resolution for the problem is not identified.
For third party software products that have been delivered from the HDS European Distribution Centre then HDS will provide this level 2 support. For third party software delivered from the manufacturer or reseller rather than from the HDS European Distribution Centre, HDS will have a support contract in place with the manufacturer to provide this level 2 support.

 

Level 3 Support for Software
Manufacturer’s design and development engineers work to resolve problems in the product that cannot be resolved by Level 2 support (IRC/TRC) or problem has been  determined to be, or highly likely to be, the result of a design or implementation defect. The problem may also be related to compatibility because of complex interaction between the product and a third party vendor’s product. HDS EHQ at Sefton Park has Hitachi Ltd development engineers in permanent residence. This is the Global Computer Technical Support Centre (GCTSC) made up of Japanese Nationals in order to speed third level support and enable best of breed communication with the Hitachi Ltd developers in Japan. 

For third party software products that have been delivered either from the manufacturer, reseller or from the HDS European Distribution Centre, HDS will have a support contract in place with the manufacturer to provide this level 3 support.

Hitachi Data Systems European Call Centre Escalation procedures

The purpose of this document is to describe the actions taken, and timelines in which those actions are carried out in the event of the Hitachi Data Systems European Call Centre encountering any of the following;
· Failure to allocate an engineer to a fault call
· Failure of an engineer to attend site

· Failure of engineer to repair
Failure to Allocate Engineer to Fault Call
	TRIGGER
	TIMELINE AND ACTION

	
Automated notification to European Call Centre
	After 18 Minutes

Escalate to Area Services Manager 

	
Automated notification to European Call Centre
	After 36 Minutes

Escalate to District Manager

	
Automated notification to European Call Centre
	After 45 Minutes
Escalation to Services Delivery Director


Failure of An Engineer To Attend Site

	TRIGGER
	TIMELINE AND ACTION

	
Automated notification to European Call Centre
	
18 Minutes after contracted response time

Contact Engineer, if unable to ascertain if Engineer has arrived on site.

Escalate to Area Supervisor / ASM

	

Automated notification to European Call Centre
	36 Minutes after contracted response time 

Escalate to District Manager

	

Automated notification to European Call Centre
	36 Minutes after contracted response time 

Escalate to Services Delivery Director


Failure To Repair

	ESCALATION
INVOKED BY
	SEVERITY 1
	SEVERITY 2
	SEVERITY 3, 4  

	European Call Centre or Customer Engineer

	After 18 minutes of call being placed 

Escalate to Supervisor
Auto-email District Manager & Services Director
	
	

	European Call Centre or Supervisor

	After 2 hours of call being placed 

Escalate to Area Services Manager
	After 4 Hours on site 

Contact Engineer and confirm Escalation Category.  
Follow new Escalation Category if appropriate.
Escalate to Area Services Manager.
	After 6 Hours on Site

Escalate to Supervisor 

	European Call Centre or Area Services Manager

	After 4 Hours of call being logged.

Escalate to UK Services district Manager

Email-6hrs Technical Services Director
	After 8 Hours on site.

Escalate to UK District Manager.
	Monitor situation with Customer Engineer.

After 24 Hours on site or problem elapsed time.

Escalate to District Manager.

	European Call Centre or District Manager

	After 8 Hours of call being logged.

Email to Country Manager.
	After12 Hours on site.

Email Salesperson and  Services Delivery Director
After 16 Hours on site

Email to Country General Manager
	Develop action plan with engineer and Area Services, Manager, CE and Area Services Manager as appropriate.

Further escalations at District Managers discretion.


Where third party hardware or software is involved in the solution the HDS European Call Centre will have a similar escalation procedure (and issue chasing procedure) within that third party organisation.  

Call Logging Procedure
1. Identify the caller and find their site information in Clarify 

2. Identify the product the caller is reporting a problem with. 

3. Associate the Clarify case with the appropriate caller site install base entry. 

4. Gather a brief description of the problem and document it in the case title.

5. Assign problem severity to the case

