healthcare in hand

Customer Care Programme
Mission statement

'to provide world class and effective cost-efficient solutions to the care home industry to help
them improve care standards and profitability'.

Experience Level Agreement (XLA)

Our XLA embodies the Andway values by which all our team will operate with all customer
interactions and services offered.

e Proactive communication, keeping you super-informed

e Zero hassle service, time is money

e (Challenging the status quo, there is always a higher level of service and our team strive
to find it with everything they do

e Take positive action, just ask and we will find a solution

e Partnership based, ourteam are 100% focused on helping you

Service Level Agreement (SLA)

Contact

e Dedicated Account Manager, initial response to email within the hour
e Dedicated Customer Service Contact, initial response to email within the hour
e Live chatfacility, response within 2 minutes

Order facility options

e Email, phone, online web portal

Access to information

e 24/7 web bespoke customer portal with all accountinformation including orders,
invoices, returns, credit note
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e 24/7 web portalfor all LOLER inspections, certificates, equipment asset register, repairs
and call outs

Response times
Customer Service

e Immediate response to telephone calls in office hours 8am-430pm Monday to Friday
e Initial response to emails: within one hour

e Resolution of issues: same day, next day if awaiting manufacturer response.

e Same day quotation service for stock lines

e 48 hourquote service for non-stock lines

LOLER, Servicing & Repair

e |ssuessolved immediately over the phone when possible

e Repairs with stocked parts plus engineer callout in 2-3 working days

e Engineer calloutin 2-3 working days

e Repairwithin 10 working days (for non-stocked parts), depending on manufacturer

Product Quality

e Authenticated and certificated products
e Reliable and fit for purpose

Delivery

e Nextday asstandard
e Same dayand weekend options available on request



