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W hat  is THE CHI LDREN’S PLACE Facility Maintenance Opt im izat ion 
I nit iat ive? 
THE CHILDREN’S PLACE, in coordinat ion with Facilit ySource, is providing t ransact ional 

facilit y m aintenance for  THE CHILDREN’S PLACE port folio. THE CHILDREN’S PLACE Facilit y 

Maintenance Solut ion is m anaged by THE CHI LDREN’S PLACE facilit y team  ut ilizing the 

Facilit y Source Facilit y Maintenance Opt im izat ion (FMO)  program  which provides call center 

services, work order m anagem ent  system  ( fm Pilot ) , service provider m anagem ent  services, 

elect ronic invoice processing, and data m anagem ent .  

  
How  does this affect  m e as a Service Provider?  

Facilit ySource is the prim ary contact  for service and repair needs.  Facilit ySource is the 

party responsible for  the following:  

  

• Receiving service requests from  Stores  

• Dispatching service requests t o and m onitoring Service Providers 

• Processing, batching and qualit y assurance of result ing invoices 

• Paym ent  of invoices 

• Scheduling and issuing Prevent ive Maintenance work requests  

• Following-up on all work requests t o ensure service levels are achieved 

 

How  does it  a ll w ork?  

Facilit ySource uses a state of the art  t elephone com m unicat ions system  and web-based 

work order and asset  m anagem ent  software called fm Pilot  to capture real- t im e service 

repair data. Necessary procedures to work with the Facilit ySource process are defined and 

explained in this inform at ional package. The keys to the program  are as follows:   

 

• Proper use of the autom ated telephone system   

• Proper use of the fm Pilot  Service provider Portal system  – accept ing, quot ing and 

invoicing on- line, so service provider MUST have a com puter with internet  

connect ivit y 

• Knowledge of the expected response and arr ival param eters  

• Consistent  and efficient  com m unicat ion from  provider in the “ life of the work 

request ”  

• Tim ely submit tal of all quotes and invoices 
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1 Service Provider Standards and Practices 
 

1.1 General Standards 

a.  Service Providers will com ply with all term s and condit ions of service 

agreem ents.  

b. All Service Providers will adhere to all OSHA guidelines.  OSHA reports m ust  

be m ade available to (THE CHI LDREN’S PLACE and Facilit y Source)  or the 

Store serviced upon request .  

c.  All Service Providers will carry insurance levels at  THE CHI LDREN’S PLACE 

specificat ions, or get  wr it ten approval from  THE CHI LDREN’S PLACE on any 

deviat ions from  the specificat ions. See at tached docum ent  for requirem ents.  

d. All technicians represent ing the Service Provider m ust  carry com pany 

ident ificat ion and /  or wear a uniform  of the Service Provider.  

e . All repair parts installed by the Service Provider m ust  m eet  UL standards or 

equivalent .  

f . Sm oking, using alcohol or drugs, sleeping, verbal or physical abuse or other 

object ionable behavior at  the store’s Stores is st r ict ly prohibited.  

g. Service Providers m ust  have licensed technicians on staff where required by 

law. 

h. Service Providers m ust  conduct  a background check review of all 

subcont ractors.  

i.  All products and liquids ident ified as toxic and/ or hazardous are to be 

rem oved from  the store upon com plet ion of work and m ust  be disposed of per 

federal, state, and local guidelines. 

 

 

1.2 Performance Standards 
a.  All Service Providers m ust  have the capabilit y of receiving Requests for 

Service (RFS)  by e-m ail, fax or t ext  pager and dispatching technicians 24 

hours a day, and seven (7)  days per week.  

b. After hours calls not  answered by a dispatcher ( answering service, pager, 

etc)  m ust  be returned to the Facilit ySource call center within 15 m inutes.   

c.  All technicians m ust  sign in and out  with the store.  

d. All technicians m ust  call into the Facilit ySource fm Pilot  work order system  

using the IVR

e.  For all service calls, technicians m ust  arr ive at  the store within the specified 

t im e fram e/ priorit y code noted on the RFS.  I t  is the Service Provider’s 

responsibilit y to not ify Facilit ySource any t im e there is a problem  with 

m eet ing this criteria.  

 when they arr ive at  the Store and before leaving the Store. 

(Note:  Service providers are required to use the store’s phone – not  their cell 

phones when checking in and out ) .* *  

f . All services/ repairs m ust  conform  to all local, state, and federal codes.  
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g. All issues that  involve possible loss of sales, or issues that  prevent  you from  

perform ing the work requested require that  the appropriate coordinator or  on 

call coordinator be not ified im m ediately – call the call center so they can 

contact  the custom er.  

 

1.3 Quotation Standards  

 
1.3.1 Requests for  Service will have a fixed not  to exceed that ’s specified in the work 

order. Facilit ySource fm Pilot  software ident ifies this as DNE. 

 

a.  All work up to the DNE is pre-approved for  non-em ergency and em ergency 

RFS. 

b. Any work exceeding this lim it  for an em ergency RFS the technician m ust  call 

the call center direct ly to not ify CSR that  the em ergency repair requires a 

DNE increase in order t o com plete the necessary repairs.  The CSR will then 

contact  THE CHI LDREN’S PLACE for either approval to proceed with the 

repairs and increase the DNE or will inst ruct  the technician to have a quote 

input  into fm Pilot  for  the needed repairs.  

c.  Any work exceeding this lim it  for a non-em ergency m ust  be quoted and 

approved prior to work being done.  Writ ten quotat ions m ust  be delivered by 

the end of the next  business day from  the Service Provider’s specified t im e of 

arr ival, unless otherwise noted in these specificat ions. All quoted work m ust  

be input  using fm Pilot . Note:  if the technician is on site and has the available 

parts/ tools, to avoid a repeat  visit  the technician should call the call center 

direct ly to request  a DNE increase. The CSR at  the call center will not ify THE 

CHI LDREN’S PLACE Facilit ies Coordinator to verify if a DNE increase is 

approved or not .  

 

1.4 Quote Submission Criteria 
All work up to the DNE is pre-approved for  non-em ergency issues.  Any work 

exceeding this lim it  m ust  be quoted in the fm Pilot  system  and approved prior t o work 

being done.  Quotat ions m ust  be delivered by the end of the next  business day from  

the specified t im e of arr ival, unless noted otherwise in these specificat ions.   

 

All quotes m ust  be subm it ted within the Vendor portal system  – fm Pilot  and full 

detail of parts and labor and detailed descript ion of work is required. Addit ional 

detail, like pictures or specs, should be added in order to give our Facilit ies 

Coordinators addit ional inform at ion if possible.  

 

Facilit ies Coordinators will review and approve all quotes through fm Pilot  and an 

em ail not ificat ion will be sent  t o the service provider not ifying of quote approval or 

rej ect ion. I f the subm it t ing party does not  hear from  THE CHI LDREN’S PLACE 

within the allot ted t im e fram e, the subm it t ing party should contact  the Call Center 

direct ly to ensure that  the quote subm ission was received. Creat ing notes of such 

contact  within the quote is highly encouraged.  I f the repair is of an urgent  nature 

please input  the quote inform at ion and call Facilit ySource im m ediately thereafter so 

a prom pt  decision can be reached. 
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2 FacilitySource Process Overview and Components  
 

2.1 Request For Service 

The Store will be using the Facilit ySource call center or  fm Pilot  portal system  to 

handle all of their service needs. All RFS need to be placed direct ly to Facilit ySource. 

The Store should not  contact  a Vendor direct ly.  I f a Store contacts you direct ly 

about  an RFS, please direct  the Store to call the Facilit ySource call center.  This is 

crit ical for correct  billing and t im ely paym ent . 

 

Each Store will call all m aintenance issues into the Facilit ySource call center.  A 

detailed descript ion of the Request  for Service (RFS)  is entered into the system  by a 

Facilit ySource representat ive. The system  will then not ify the Vendor that  there is a 

service need at  a part icular Store. The Vendor will be contacted using a pre-

established protocol ( i.e. phone, e-m ail, or t ext  m essage-pager) .   

 

After  hours a Vendor m ust  call Facilit ySource to ACCEPT or REJECT an RFS (or use 

the fm Pilot  portal to accept  or rej ect ) . I f you are not  able t o address the RFS within 

resolut ion t im e fram es established in this Vendor m anual and noted on the RFS 

Facilit y Source m ust  be contacted im m ediately. 

 

I f the RFS is accepted, t he Vendor determ ines if a solut ion should be at tem pted over 

the phone or if an on-site visit  is necessary. I f a phone solut ion m ight  be possible, 

the Vendor should call the Store direct ly using the num ber on the RFS not ificat ion. I f 

the problem  is solved over the phone, the Vendor can use the system  or call 

Facilit ySource and Close-out  (Zero I nvoice)  that  RFS. A Close-out  (Zero Invoice)  

reflects posit ively on the Vendor in the eyes of the Store and Facilit ySource, 

st rengthening the business relat ionship and confidence level. I f the Vendor closes out  

a call this way, it  is im portant  to zero invoice the call and explain the resolut ion. 

 

The Vendor m ay wish to Set / Reset  the Est im ated Tim e of Arrival (ETA)  .The decision 

to change the ETA should be agreed upon by Facilit y  Source, the Store, and the 

Vendor. Note:  Target  Com plete t im es or Resolut ion t im es will be used to scorecard 

the Vendor – at  t im es the Vendor m ight  need to change the ETA, but  understand this 

will im pact  your overall scorecard perform ance.  

 

I f an on-site visit  is necessary, the Vendor will be required to Check- in with the Store 

and the Facilit ySource fm Pilot  system  via the I VR system  upon arr ival at  the Store 

via the store phone. After  the service act ivit y for that  day is com pleted, the Vendor 

will be required to Check-out  with the Store, and the Facilit ySource fm Pilot  system  

via the IVR system  via the store phone.  
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The following sect ions detail the specific points in the process and the inst ruct ions for 

using the Facilit ySource fm Pilot  system  and IVR system . 

 

NOTE:  Scheduled Maintenance (SM)  differences will be highlighted below each 

process m odule detail in the following sect ions. 

 
 

2.2 Service Provider Notification 
The Facilit ySource fm Pilot  System  will autom at ically not ify the Vendor based on 

Store and Vendor inform at ion in the Facilit ySource Data Base (Dispatch Mat rix – 

init ially developed by our custom ers and with experience we use the Vendor 

scorecard perform ance to award addit ional work) . The Vendor will be not ified using 

their prim ary com m unicat ion m ethod (e-m ail, fax, etc.)  – this m ethod will be 

program m ed into the fm Pilot  work order system . I t  is im perat ive that  Facilit ySource 

receive the correct  inform at ion about  com m unicat ion with each and every Vendor. 

This will help to create a seam less process in which the appropriate Vendor is 

not ified in a t im ely m anner.  

 

NOTE:   Facilit ySource can not ify a Vendor by e-m ail, pager, and fax or via phone. 

Please let  us know which is preferable during non-business hours.  

 

2.3 Service Provider Response 

When you receive an RFS from  Facilit ySource, t he first  step is to determ ine if you 

can do the work. I f you decide to re ject  this RFS, you m ust  im m ediately inform  

Facilit ySource so that  an alternate Vendor can be selected in a t im ely fashion to 

m eet  the Store's needs. Reject ing an RFS m eans that  you will be rem oved from  

act ivit y for  that  RFS – pulls the work request  from  the prim ary provider and 

dispatches to the secondary.  

 

  2.3.1. Use of IVR (Integrated Voice Response) system 
 

Each Vendor will be assigned a PI N num ber for  security reasons. The PI N is 

needed to log onto the I VR system . 

 

All ent r ies ( PI N , w ork  order  num ber ( W EB #  -  just  the 6  digit  num ber, 

etc.)  m ust  be entered w ithout  any special keys –  i.e .  # , * , etc...  

 

All ETA’s are entered as a six-digit  num ber – exam ple 021406 for  February 

14, 2006. The ETA t im e will be entered in two digits – i.e. 01 for 1: 00 and the 

prom pt  will ask if this t im e is AM or PM 

 

* *  Please refer t o workflow in appendix for a full sam ple of IVR call t ree. * *  
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2.3.1.1 Accepting Service Request 

 
You m ay accept  a RFS by clicking on the accept  but ton at  the bot tom  

the em ailed RFS or dial into the designated THE CHI LDREN’S PLACE 

IVR call- in num ber 1-866-938-8570. At  the voice prom pt  enter your 

Facilit ySource pin num ber -  usually a 5 digit  num ber and each Vendor 

will be given only one num ber this is found on the work order.  

 

At  the voice prom pt  enter the work order num ber – WEB-123456 – 

enter only 123456. 

 

 

 

I f m ult iple work order t ypes are found with the sam e work order 

num ber then you will be prom pt  if the work order is a PM or not? 

 

First  Call – Work Order Acceptance 

 

Please press (1)  t o accept  the work order  

 

The IVR at tendant  will state that  the work order status will now 

change to “ I n Progress”  

 

Followed by:  The work order has been accepted. Please enter a new 

ETA (est im ated t im e of arr ival)  date for the visit  – once again the date 

m ust  be a six digit  number – 021406 – February 14, 2006. Please 

enter in a new ETA in two digits form at  – 01 for 1: 00 – AM or PM? 

 

Request  Prom pt :  You m ay hang-up now or press (1)  to update another 

work order.  

 

2.3.1.2 Rejecting Service Request or change ETA 

 

You m ay reject  a RFS by clicking on the reject  but ton at  the bot tom  of 

the em ailed RFS or dial into the designated THE CHI LDREN’S PLACE 

IVR call- in num ber 1-866-938-8570.  

At  the voice prom pt  enter your Facilit ySource pin num ber  

At  the voice prom pt  enter the work order num ber 

Press (2)  to reject  the work order  

Press (1)  to confirm  the reject ion of the work order  

Press (2)  to cancel and accept  the work order ( go to accept )  

 

2.4 Scheduled Maintenance 

On the first  of each appropriate m onth all scheduled m aintenance work orders will be 

loaded into Facilit ySource fm Pilot  software. Each RFS will have a scheduled ETA. I t  is 

the Service Providers responsibilit y to ensure the RFS is com pleted and invoiced 
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within the specified t ime fram e on the work order. Any scheduled m aintenance work 

not  kept  t o these standards, Facilit ySource will contact  the service provider to verify 

com plet ion and THE CHI LDREN’S PLACE will expect  a zero invoice. 

 

 

2.5 Service Technician Activity  
(RFS or Scheduled Maintenance) 

Technician should arr ive at  the Store at  or  before the agreed upon or pre-set  ETA. At  

the Store the service technician should im m ediately Check- in with the Store’s rep 

and the Facilit ySource fm Pilot  system  ut ilizing the IVR. 

2.5.1 Checking In 

 
a.  Dial into the designated THE CHI LDREN’S PLACE IVR call- in num ber 1-866-

938-8570 

b.  At  the voice prom pt  enter your Facilit ySource pin num ber  

c.  At  the voice prom pt  enter the work order num ber. 

d.  The system  will autom at ically check you in with a current  t im e stam p – “On-

site”  status now 

e.  System  will ask for  – How m any technicians are checking in? Prom pt  for a 

num ber and the default  is always one (1) .  

f.  You m ay hang-up now or press (1)  to update another work order  

 

2.5.2 Checking Out 

 
a.  Dial into the designated THE CHI LDREN’S PLACE IVR call- in num ber 1-866-

938-8570 

b.  At  the voice prom pt  enter your Facilit ySource pin  

c.  At  the voice prom pt  enter your work order num ber  

d.  Please press (1)  if the j ob has been com pleted  Go to Com pleted 

e.  Press (2)  if the job requires a quote  Go to Proposal 

f.  Press (3)  if the job requires m aterials  Go to Need Materials 

g.  Press (4)  if the job requires a return visit   Go to Follow-up 

h.  Press (5)  if the job has been com pleted and no invoice will be subm it ted  No 

Invoice 

 

Com pleted -  The status should now be changed to “Pending Vendor I nvoice”  

Thank you, the work order has now been set  t o com plete. You m ay hang-up now or 

press (1)  t o update another work order.  

 

Proposal – The status should now be changed to “Pending Quote”  

Thank you, the work order has now been set  t o pending quote. You m ay hang-up 

now or press (1)  to update another work order or press.  

 

Need Materials – The status should now be changed to “Wait ing on m aterial”  
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Please enter in a new ETA (est im ated t im e of arr ival)  date for the follow-up visit , the 

date m ust  be a six digit  num ber – Exam ple 021406 for February 14th of 2006 

You m ay hang-up now or press (1)  to update another work order.  

 

Follow-up – The status should now be changed to “Follow-up” . Please enter a new 

ETA date for the follow-up visit , the date m ust  be a 6 digit  num ber – i.e. 021406 is 

February 14, 2006. You m ay hang-up now or press (1)  to update another work 

order.  

 

2.6 Invoices 

 

2.6.1 Invoicing Standards 

 

a.  All invoices m ust  be broken into m aterial, labor * * including the num ber of 

techs and num ber of hours m ust  be included and sub-cont ractor detail 

including m ark-up on subcont ractor am ounts.  

b.  Scheduled Maintenance (PM)  is to be invoiced separately from  Repair 

(RFS)  invoices. All work orders will be invoiced individually. 

c.  I nvoices m ust  be subm it ted within 30 days of service com plet ion date. 

Failure to do so will cancel obligat ion to pay.  

d.  Any invoices returned to Service Provider because of insufficient  

docum entat ion m ust  be returned within 60 days of original service date.  

Failure to do so will cancel obligat ion to pay.  

e.  I f a quotat ion has been authorized, a copy of the signed quotat ion /  

authorizat ion will be included into the details of the work order.  

f.  Paym ent  t erm s for  all invoices will be Net  45 days from  the date the work 

order is invoiced within fm Pilot .  

2.6.2 Invoice Criteria 

 

 

Using the Facilit ySource software templates – you may enter individual 

invoices or batch invoicing by filling out  all important  informat ion, then 

Vendor will scan and at tach their  work t ickets to the work order. Vendor 

must  include their  invoice number (which must  be a unique number never 

used before for this store)  and then submit  the invoice. Once the invoice 

goes through qualit y inspect ions the invoice will be subm it ted 

elect ronically or challenged on the spot . I f challenged the Vendor must  

correct  the invoicing error i.e. at tach support ing documents or adjust  

price below DNE before submit t ing again. 
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NOTE:    Failure to include any of these elements could result  in delayed 

payment . I n order to expedite the invoice audit  and payment  process, you 

must  include all required elements.  

 

2.6.3 Payment 

THE CHI LDREN’S PLACE issues payment  * * 4 5  days from date of 

receipt  of a correct ly submit ted invoice.  THE CHI LDREN’S PLACE will 

consolidate payments along with a list  of invoices being paid. 
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2.7 Service Parameters 

 
Response Param eters Norm al and Em ergency Response Param eters vary according 

to Store needs and the t rade perform ing service.  I n order t o m anage each Request  

for  Service, an Est im ated Tim e of Arrival (ETA)  has been pre-set  by THE CHILDREN’S 

PLACE.  Vendors will be expected to follow the guidelines of sect ions 2.2 and 2.3.  

 

 

2.7.1 Response Parameter Guidelines  
(Normal and Emergency calls) 

 
 

Hours unless noted otherwise 

Priority Arrival/ Response Resolut ion/  Plan in Place 

( From  init iat ion of call)  

P1 1 1 days 

P2 2 1 days 

P4 4 1 days 

P8 8 1 days 

P24 24 1 days 

P48 48 2 days 

P72 72 2 Days 

P96 96 2 Days 

P120 120 2 Days 

P168 168 2 Days 

AH After Hours 2 Days 

PS Scheduled Scheduled 
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2.7.2 Emergency Response Parameters  
(After Hours and Weekends) 

 
Em ergency Requests for  Service Contact  Methods:  

a. FacilitySource will contact  your em ergency after 

hour’s answering service. This will allow them to 

dispatch a technician per your normal after  hour’s 

procedure.  

 

FacilitySource will also e-m ail all Requests for Service. 
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3. Other Items 
 

3.1 Remote Diagnostics  

 

There may be situat ions in which the pr imary Vendor on a part icular  problem 

is a Remote Diagnost ic Company. I n these situat ions, the company will be 

responsible for dialing up the remote system, diagnosing and t roubleshoot ing 

the problem. I f the remote company is able to resolve the problem remotely, 

the remote "Service Technician" will follow the close out  procedures. 

 

I f the remote Service Technician is unable to resolve the problem  remotely 

within 30 m inutes, they should call the Facilit ySource call center and request  

a secondary provider be assigned to resolve the issue. 
 

 

3.2 Parts / Supplies 

Parts’ ordering is the responsibilit y of the Vendor. I f help is needed securing parts or  

you need a current  part s list , contact  appropriate Facilit ySource staff and 

Facilit ySource will coordinate conversat ions with THE CHI LDREN’S PLACE Facilit ies 

Coordinator.  

  

  

3.3 Internet Capability 

 
To log onto the fm Pilot  Web Site (www.fm pilot .net / THECHILDRENSPLACE)  you will 

need Internet  Explorer version 6 or bet ter with a Windows plat form . 
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4. Reference Materials 

4.1 Glossary of Terms 

 
Alternate  Service Provider 

 

-This is the Service Provider chosen after  the 

prim ary Service has declined an RFS 

Check- in  

 

-This is the first  act ivit y that  the Service Provider’s t echnician should 

perform  upon arr ival at  the Store.  

Check- out  

 

-This is the last  act ivit y that  the Service Technician should do before 

leaving a Store. The work order num ber is required to Check-out .  

Close- out  

 

- This act ivit y is perform ed if a Service Provider has provided a 

solut ion to the Store for  an RFS over the phone. I f the solut ion is acceptable, 

close out  the call by using the Facilit ySource IVR system .  

Custom er Service Center  ( CSC)  

 

-This is the cent ral Store for all Custom er 

Service Reps working for Facilit ySource som et im es referred to ask “Transact ion 

Center” . The CSC handles all com ponents of the Facilit ySource t ransact ions.  

Custom er Service Representat ive ( CSR)  

 

–Facilit ySource em ployees 

responsible for  all first  line contact  with the Store. CSR’s are charged with the 

task of gathering all RFS inform at ion and providing response and follow-up on all 

DDR t ransact ions.  

 
Est im ated Tim e of Arr iva l ( ETA)  

 

-  1. A pre-set  range of t im e in which the 

Service Provider m ust  Check- in at  a Store on a part icular RFS. This t ime can be 

reset  based on a discussion between the Service Provide and the Store. See 

Reset  ETA.   2.  The date and t im e entered into Facilit ySource system  by the 

Service Provider indicat ing the planned arr ival t im e at  the Store. This is done 

when there is NO pre- set  ETA on the RFS not ificat ion – i.e. PM work requests 

I nvoicing 

 

-The financial process within fm Pilot  which com prises invoices received 

from  Service Providers and paym ents sent  t o Service Providers.  

Facilit ySource I VR System  

 

– I ntegrated Voice Response -  The FacilitySource 

Com puter/ Telephony system  ut ilized by Stores, Service Providers and 

Facilit ySource CSR’s to facilitate service t ransact ions with regard to the Store's 

m anaged m aintenance program .  

Store  -A Store site from  which an RFS originates and to which the Service 

Provider m ust  go in order to Check- in, provide service, and Check-out .   
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Managed Equipm ent  and Trades 

 

-The areas and units of a Store that  fall into 

the Facilit ySource scope of work. Only those services that  apply to Managed 

Equipm ent  and Trades will go through Facilit ySource.  

Not if icat ion  

 

-The necessary com m unicat ion between Facilit ySource and the 

Stores and/ or Service Providers. Act ions taken within Facilit ySource m ay lead to 

not ificat ions to the appropriate part ies. One exam ple of a not ificat ion is as 

follows:  an RFS not ificat ion is generated after a CSR receives a Service Need 

from  the Store. The RFS not ificat ion is directed to the Service Provider t o inform  

the Service Provider of t he details surrounding the Service Need.  

Do Not  Exceed ( DNE)  Lim it  

 

-A m onetary lim it  that  the Service Provider is not  

allowed exceed on any single RFS without  the proper authorizat ion.  

Other Resolut ion  

 

-This is a secondary act ion taken by a Service Provider.  These 

act ions include Close-out , Defer t o SM ( scheduled m aintenance) , or  Rem ote 

Diagnost ic.  

Account  Manager  

 

-The single point  of contact  at  Facilit ySource for  the Store 

and the Service Providers associated with that  Store. The Account  Manager is 

ult im ately responsible for all act ions associated with a part icular Store.  

Quote

 

 -This is an est im ate of cost  for a part icular RFS including parts and labor. 

Quotes m ust  be subm it ted on- line through the fm Pilot  work order system .  

Reject  

 

-A Service Provider act ivit y used if the Service Provider cannot  service a 

part icular RFS. I f a Service Provider Declines an RFS, an Alternate Service 

Provider is selected to perform  the service  

Reset  ETA: 

 

I f there is a pre- set  ETA t im e range on an RFS not ificat ion;  the 

Service Provider can RESET this t im e after discussion with the Store.  The Service 

Provider assum es ownership of this change and is responsible for  Store 

Awareness. 

Response Tim e:

 

 This is the t im e between the init ial RFS not ificat ion and any 

second act ion other than Check- In.  Second act ions include Set / Reset  ETA, 

Decline Service and Other Resolut ions.  This is a m easure of Service Provider 

responsiveness to the Store’s needs. 

Request  for  Service ( RFS) : 

 

The form al t ransact ion consist ing of a Store service 

need, a Service Provider not ificat ion, Service Provider act ivit y, and invoicing.  The 

life cycle of an RFS is t racked within the Facilit ySource fm Pilot  system . 
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Service Need:

 

 The problem  the Store is having that  is brought  to the at tent ion 

of the Facilit ySource CSR.  The CSR enters the data into the Facilit ySource 

fm Pilot  system , which in turn not ifies the Service Provider.  

Scheduled Maintenance: 

 

This is the “planned m aintenance”  event  that  is 

scheduled at  a pre- set  frequency for a Store.  A list  of Scheduled Maintenance 

events will be provided m onthly to the Service Provider by Facilit ySource. 

Total Labor  Hours:

 

 This is the com bined total hours worked on an RFS if m ore 

than one person was required to solve the service need.  The Service Provider 

determ ines this num ber of hours during Check-Out  and enters it  into the 

Facilit ySource system . 

W ork Order:  

 

This num ber is dist r ibuted to the Service Provider as part  of the 

RFS data.  The work order num ber ( or  WEB # )  is required for  all act ions involving 

the Facilit ySource system . 
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4.2 Vendor Scorecard Criteria  
 

 

Specificat ions and Standards Related to the Services 

     

Vendor   Standard  Actual 

%   of calls to pre-set  ETA  90%    

Average response t im e on emergency 

calls 

 4 hours   

Average response t im e on non-

emergency calls 

 48 hours   

Average complet ion/ resolut ion t ime-  

emergency 

 24 hours   

Ave. complet ion/ resolut ion t ime-  non 

emergency 

 4 days   

%  of I nvoices with  errors  1%    

Average cost  per invoice  By t rade   

Customer sat isfact ion score  90%    

Check in %   90%    

Check out  %   90%    

%  of calls declined  5%    

RFP     

Average turn around of quotes  48 hours   
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5. THE CHILDREN’S PLACE Vendor Sign-off Sheet 
 

The follow ing contact  inform at ion is how  m y com pany w ishes to 

receive any After  Hours Em ergency inform at ion and E- Mail address for  RFS 

and Correspondence to be sent  to. 

 

After Hours Emergency Phone Number:  

 

__________________________________ 

 

E-Mail address for RFS/ Work Orders and Correspondence to be sent  to:  

 

__________________________________ 

 

 Name associated with email 

 

__________________________________ 

 

 

 

 I  have read and understand the THE CHI LDREN’S PLACE Solut ion Manual for 

Vendors, 

and I  will abide by the processes, procedures, and rules contained within.  

 

Signed:   __________________________________ 

 

Tit le:    __________________________________ 

 

Company Name:  __________________________________ 

 

Date:    __________________________________   
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6. IVR Call Tree 

6.1 Main Menu 
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6.2 Advanced Mode 
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6.3 Check Out 

 

 


