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Company Information

What’s our story? 

(Your Company) is a leading force in home and business computer repair and support in the Metro Area. With 15+ yrs. industry experience, fearless entrepreneur (Your Name) founded (Your Company) in (Your year). (Your Company) has successfully fostered the tradition of helping personal and professional clients with their computer-related problems at an affordable rate. Based in (Your town), the company cares for hundreds of computers each year, and is growing very fast! We truly care about the well-being of you and your PC or Mac.

Our Mission: Possible 

Our mission at (Your Company) is to be the most efficient, convenient and affordable comprehensive computer service experience to each and every client we work with.
Vision Statement:  

(Your Company)’s only goal is to offer every client excellent computer support and service. Every technician and employee that works for us is fully trained to handle every aspect of the support and service. We strive to continue to create good buzz in the markets and keep our advertising/marketing budget very low.

Locations

(Your Company Info Here)

Hours

(Your Company Info Here)

Staff Information

(Your Company Info Here) 
Outside Vendors

(Your Company Info Here)

Services 
· Free diagnostics

· Virus, spyware, and malware removal and real time protection

· Computer cleanings/Tune-ups for PC & Mac!

· Data backup, transfers and recovery

· Outlook and other email help

· Internet and Office application repair

· New computer set ups/data move

· Operating system repair and reloads

· Remote support for almost any computer repair need! (with internet accessibility)

· General technical support and answers to your questions

· Smartphone support and syncing

· Pre-paid plans

· Printer repair (software only)

· Hardware repair

· Software installation, training, and troubleshooting

· Home networking/file sharing

· iTunes help

(Your Company) Pricing and Packages
Business Clients

Remote

Same day appointments 

· $40 for first 15 minutes 

· $69 for 30 minutes

· $99 for 45 minutes

· $139 for a full hour

Onsite 

We do offer server break/fix repairs

· $150 an hour next day appt booked

· $230 Emergency/night/weekend

Business Support Packages Information

· Many of our business clients call in for quick 15 minute type repairs and fixes or questions. These packages are priced for your company to have a long lasting budget friendly support deal. 

· Responsive helpdesk assistance

· Most of our business clients receive same day helpdesk support depending on the ticket request. 

· These packages do not expire

Package 1: Perfect for 1-3 employees $512 

· 16 prepay 15 minute sessions (each 15 minute session is usually $40)

Package 2:  Perfect for 3 or more employees $1088 

· 32 prepay 15 minute sessions (each 15 minute session is $40)
Residential Clients

Remote

· $40 for first 15 minutes 

· $60 for 30 minutes

· $80 for 45 minutes

· $99 for a full hour

Home Visits

· $99 an hour if scheduled

· $148.50 for same day service
Prepay Packages

· 2 hour residential packages available at $225 (Or $28 per 15 min call)

Specialty Remote Support Pricing

· Tune-ups $75 (22 pt checklist)

· Mini-Tune-up $49 (10 pt checklist)

· Advanced Outlook troubleshooting $150

· Printers $79 

· Routers/Wifi setup $79

· Router reset/security $49

· Data transfer from one computer to another $75

· Virus Removals $139

· Antivirus Protection Plan $79

· Business Administration and Transition $125 an hour 

In Store

· Free Diagnostics

· $20 Memory/Ram Install

· $50 for One day turn around (for those with emergencies)

· $75 Tune-up

· $75 Data Backup or Transfer

· $99 Virus Removal-includes + $25 for data backup if you request it

· $149 Operating system re-install w/ drivers + data transfer
(Your Company) Terms and Conditions
(Your Company) Client Terms and Conditions

All clients must sign a work order or complete an online client agreement form before work is performed on their computers. 

Client agreement *for remote support on the website*

I (Client) agree to pay (Your Company) to repair, analyze and troubleshoot my computer hardware at a rate of $99.00 per hour. Minimum charge is $40.00. Time will be billed to the nearest ¼ hour.

You acknowledge that a pre-authorization of $99.00 will be held on your credit card in our booking process until the call has been completed. 

Although (YOUR COMPANY) will endeavor to conduct all activities in a timely manner, I understand that troubleshooting issues may be a time-consuming process and agree to pay (YOUR COMPANY) for troubleshooting time as necessary. 

If (YOUR COMPANY) is requested to conduct further research on a specific issue, Client will not be billed for research time offsite, but will be billed for research time while at Client's site. 

(YOUR COMPANY) reserves the right to recommend another IT company if the troubleshooting requires the assistance of another IT company to assist. Client will contract with the other IT company separately.  Client also agrees to pay for all hardware/licenses necessary to repair or protect their computer.

I also certify that I will indemnify and hold harmless (YOUR COMPANY) for any and all data or software that may be lost or erased, as well as for any consequence of the erasure or loss of that data or software. Although (YOUR COMPANY) will take every precaution to preserve all data and software on the computer, I acknowledge that occasionally data loss will occur and/or software operation may be compromised. 

If I require training in backup methods and procedures, (YOUR COMPANY) will provide that training to me at an additional rate of $75 per hour. 

I further agree to indemnify and hold harmless (YOUR COMPANY) for any and all hardware or software malfunctions or accidents that may occur before, during or after work is performed on Client's computer, and for any results thereof.

(Your Company)’s agreement

(Your Company) does not keep data for over 30 days unless requested by client. (Your Company) and technical team acknowledge your confidential data/pictures, music and will not retain copies of those unless requested by you. 

(Your Company) and technical team also acknowledge that we may while troubleshooting see confidential information on your machine and agree to keep this confidential. 

(Your Company) will not install or crack any pirated software. Program installation, including Windows, will require a valid product key in order to install. If the customer does not have a valid key, the customer will be required to purchase one, at customer's expense, before (Your Company) will install it.
  We have a 7 day guarantee of our service specific to the problem repaired. We recommend you call right away or as soon as you see the problem return.  

(Your Company) is not responsible for any future issues not directly related to the completed repairs. 

(Your Company) Virus Removal FAQ

Virus Removal Information: Required to be read by all clients asking for virus removals

•We offer a 30 day guarantee on our removals. 

•If within 30 days you see a virus return, please call us immediately.

•If you see an infection after 30 days, please call us immediately and we will not charge a full $99, but we will have a charge of $49 to continue to remove the latest virus.

•Software destroyed by a virus is not repairable under the $99 virus removal fee. Any software in need of repair will be billed at our normal rates.

•Some Viruses delete and/or corrupt files and are sometimes beyond repair.

•There is no guarantee or warranty that a virus will never get through any product either purchased by (Your Company) or any other brand you buy online or off the shelf.

Reminders about your products purchased with (Your Company)

•Please do the updates when they ask you to do an update. If you need assistance updating to a newer version we can help you for free. 

•Please make sure that you see the little yellow lady bug (SuperAntiSpyware) or the red M (Malware bytes) in the right hand corner of your screen by the clock. Be sure they are there, that means you are protected.

•Microsoft Security Essentials is not a purchased product but a free product that Microsoft puts out.

•We do not do any free support on free products. If you are having issues with Microsoft Security Essentials, we recommend you speak to Microsoft or remove the program and get another free or paid Antivirus program.
General Business Information

· Credit Card Processing 

· We utilize the PayPal via our virtual terminal (employees log in) and our online payment page (for clients to pay on their own) for credit card processing.  

· Payment methods

· Remote/Credit only/Check must be pre-approved by Owner or manager

· In-store/Credit card/Check/Cash/NO BARTER unless approved by Owner

· Onsite/Credit card/Check/Cash/NO BARTER unless approved by Owner

· Payments/Invoices

· Home visit

· Secure $125 with a credit card unless approved by Lead Technician—tell clients that we do pro-rate and their credit card will only be swiped for the amount needed for the visit.

· We require a 4 hour cancellation for the appointment to be refunded

· If this is a business client, alert them that we do not invoice and payment will be required at the end of the visit via cash, check or credit card for anything over the $125 amount already secured. 

· Tell client that payment will need to be taken at the visit, we do not invoice

· We do not allow rolling visits into one large invoice anymore. Payments must be taken after each visit, even if another visit is required. 

· Remote Payments

· Secure appointment with a credit card up to $139.00 depending on the job (we can secure more if the job is definitely going to be more than 1.5 hours)

· Payments need to be taken at the end of each call, even if another appointment is necessary to complete the work. 

· Bring into our shop/mobile pick up

· Payments are allowed when dropping off 

· No invoicing

· Refund Policy 

· Refunds will be given if, for any reason, (Your Company) cannot perform the tasks that were agreed upon in work order and requested by client. Since much of the work we do at (Your Company) is time-consuming and service oriented, refunds and returns are rare and must be approved by (Your Company).

· Gift Certificates

· (Your Company) gift certificates come in any denomination, and can be ordered over the phone with credit card or paid for on-site. Shipping is waived for all gift certificate orders. 

· Referral Plans

· (Your Company) has no referral plans at the moment

· Affiliate Plans

· (Your Company) does offer clients or outside referring sources the opportunity to resell (Your Company)’s services to their networks, colleagues and clients at a 20% commission. All affiliates must complete our application form on our website.

Employee information
· Employee Information

· Probation period

· All new employees will be on a 15 day temp to hire position. 

· No keys are given to employees until after this 30 day period. 

· All new employees must be trained and supervised until they prove they are capable of doing work they were hired for on their own.

· Performance Evaluations

· Performance evaluations will be given on a quarterly basis

· Raises

· Reviewed with the performance evaluation and given every 12 months

· Benefits

· Currently there are no benefits for employees or contractors of (Your Company)

· Equipment, Supplies, and Property

· All equipment, supplies and property is property of (Your Company). Employees are not allowed to purchase, lease or take gifts of computer parts/equipment from clients or stores

· Attendance and Punctuality

· (Your Company) expects you to be on time for work, it is recommended that you call to Owner’s emergency number ASAP if you are going to be late or out for the day

· We also expect you to the follow the rules each day when you open your location

· Pay Days

· Pay days are every other Friday every 2 weeks. Paychecks are sent via direct deposit.

· Breaks

· A 15 minute paid break is required for every four hours you have worked. Since many of our employees smoke, this will replace their 15 min paid breaks if they so chose.

· There are no set times for breaks, just let the Owner or someone else know you are leaving if you are going offsite

· Lunch breaks

· A 30 minute unpaid lunch break is required for every eight hours you have worked. You do not have to leave the store or your location, but you must not work during your lunch.

· There are no set times for these lunch breaks, just let the Owner know if you are going offsite

· Time Sheets

· All time sheets must be submitted by Saturday of that current week

· If you do not submit your timesheet by Saturday of that current week, your paycheck may be delayed up to two weeks or depending on the accountant to make time for your delay to get your payroll completed. 

· Holidays

· No holiday pay is offered at this time for part time employees

· The six federal holidays will be paid to fulltime employees. 

· Insurance

· Currently there are no personal insurance benefits

· Education/Training

· Currently there is no education/training budget

· If we feel a need to get a technician advanced training for a specific need of (Your Company), it will be paid for by (Your Company)

· Personal appearance

· (Your Company) offers a black Dickies work shirt for the employees. Each new employee will receive two shirts when they begin their employment. 

· All pants are allowed, shorts are allowed. 

· Flip flops are not allowed. Closed toe shoes only

· Hats are not allowed

· Calling out sick

· Call or text Owner as soon as you know you will be out sick. 

· You will be paid if you are a long term employee for that day

· If you are new, you will not be paid. 

· You will be told when you are a long term employee and will get paid sick days. 

· If you are doing a good job and do not call out often, the owner may pay you for that day. 

· Sick days are not tracked in our systems.

· Bad Weather Closings

· (Your Company) may be closed on bad weather days. You will receive a phone call as early as we know the office is closed

· We will also close early if the weather changes during the work day

· For those that travel far to come to the office, please call Owner if the weather in your area is too bad to drive. Everyone can work remotely if need be. If you cannot work remotely due to your workload, then you will receive paid time off for the bad weather days

· Personal use of internet

· During training… 

· No personal Internet usage

· No Facebook or other social media

· No personal calls

· No personal emails

· No texting

· After training…the above is permitted unless we see a problem with your work performance

· No personal email usage at all during your time at (Your Company). Always use our email for communications with other employees/clients

· Never email clients from your personal email.

· Online Social Networking

· We ask that you do not post/status updates about your day at work at (Your Company)

· We require you to never speak about (Your Company)’s clients on your social networks

· Personal use of texting

· During training, none

· After training, if you have time. Work comes first

· Calendar/Schedule due times

· Please have your schedule calendar submitted to Owner by Wednesday for the next week.

· Outside Employment

· Outside employment is permitted for all PT/FT employees of (Your Company)

· Outside employment to a competing computer repair firm is not allowed for contractors. (see contractor agreements)

· Corrective Action

· (Your Company) will work with all employees to correct action that we receive complaints or comments about from other employees or clients

· Continued Corrective action will result in verbal, written and final warnings which can lead to termination.

· All corrective actions will be documented and put in employee’s files 

· Safety in the workplace

· Notify Owner if you have received an injury while working. Seek medical attention right away if need be. Owner will document the situation for our files. A first aid kit is at each location. 

· Building Security

· If your job requires you to open/close the store, you will be responsible for securing the building at the opening/closing of the store

· When closing, lock the store. Double check it’s locked

· Lock the back door and put the wood stick in the slots

· Be sure the front door of the building is locked, double check

· Travel reimbursement

· If required to travel for work, you will be reimbursed $.55 cents per mile. These miles must be turned into Owner directly after trip is completed. You will be required to fill out a trip form

· Client connecting after hours

· Working with clients after hours on your own time and your billing is against policies of (Your Company). If you are found to be working with one of our clients after hours and billing at your own rate, you will be fired automatically. 

Human Resources Policies

Equal Employment Opportunity

· (Your Company) is an "equal opportunity employer." The employer will not discriminate and will take "affirmative action" measures to ensure against discrimination in employment, recruitment, and advertisements for employment, compensation, termination, upgrading, promotions, and other conditions of employment against any employee or job applicant on the bases of race, creed, color, national origin, or sex. 
Anti-Harassment Policy
· (Your Company) is committed in all areas to providing a work environment that is free from harassment. Harassment based upon an individual's sex, race, ethnicity, national origin, age, religion or any other legally protected characteristics will not be tolerated. All employees, including supervisors and other management personnel, are expected and required to abide by this policy. No person will be adversely affected in employment with the employer as a result of bringing complaints of unlawful harassment. 
· How to report harassment

· If an employee feels that he or she has been harassed on the basis of his or her sex, race, national origin, ethnic background, or any other legally protected characteristic they should immediately report the matter to his or her supervisor. If that person is not available, or if the employee feels it would be unproductive to inform that person, the employee should immediately contact that supervisor's superior or human resources. Once the matter has been reported it will be promptly investigated and any necessary corrective action will be taken where appropriate. All complaints of unlawful harassment will be handled in as discreet and confidential a manner as is possible under the circumstances.  The procedure for reporting incidents of harassing behavior is not intended to impair, replace, or limit the right of any employee to seek a remedy under available state or federal law by immediately reporting the matter to the appropriate state or federal agency.
Substance Abuse
(Your Company) does not require drug testing prior to hiring Workshop Administrative Assistant and Technicians. We do follow these guidelines
· (Your Company)’s policy is to employ a work force free from alcohol abuse or the use of illegal drugs. Any employee who violates this policy will be disciplined. This may include termination, even for a first offense.
· We strive to provide a safe and healthy work environment, free from the use of *illegal drugs and abuse of alcohol and set forth the following rules:
· Employees may not consume alcoholic beverages or take illegal drugs on our premises.
· Employees may not report to work under the influence of drugs or alcohol.
· If you are convicted under any federal or state criminal drug statute, you must notify the (Your Company), Owner Hendrickson within five (5) days. 
· Legal drugs include prescribed and over-the-counter drugs which have been legally obtained and used for the purpose for which they were intended. *Illegal drugs include any drug which is not legally obtainable, which may be obtainable but has not been legally obtained or which is being used in a manner or for a purpose other than as prescribed. I have read and understand the above policy and the implications of this policy as regards to my employment or as an independent contractor.
Violence in the Workplace
There will be a zero tolerance of acts or threats of violence in our workplace. (Your Company) is committed to maintaining a workplace that is free from violence or threat of violence.  

· All employees have the right to expect a place of employment that is free from behavior that can be considered harassing, abusive, disorderly, or disruptive.  Any violent behavior or behavior that creates a climate of violence, hostility, or intimidation will not be tolerated, regardless of origin.  Proactive measures will be taken to minimize the potential for violent acts.  Each and every act or threat of violence will result in an immediate and firm response that could, depending on the severity of the incident and/or other relevant considerations, include termination from employment with (Your Company).

· This policy includes, but is not limited to, the following behaviors and situations:

· Violent or threatening physical contact (including fights, pushing, and physical intimidation.)

· Direct or indirect threats 

· Threatening, abusive or harassing phone calls 

· Possession of a weapon or company property 

· Destructive or sabotaging actions against company or employees’ personal property 

· Stalking 

· Violation of a restraining order 

· Threatening acts or abusive language that leads to tension within the work environment 

· Any person who makes substantial threats, exhibits threatening behavior, or engages in violent acts on (Your Company) property shall be removed from the premises as quickly as safety permits, and shall remain off (Your Company) premises pending the outcome of an investigation.  No existing (Your Company) policy, practice or procedure should be interpreted to prohibit decisions designed to prevent a threat from being carried out, a violent act from occurring or a life-threatening situation from developing.  

· Reporting procedures

· Reporting procedures have been developed to encourage early reporting, support and stress reduction for employees as well as the prevention of violence.  Any employee can report concerns or incidents to his or her immediate supervisor, any member of management or the Owner.

· (Your Company) will initiate an appropriate response.  This response may include, but is not limited to, termination of employment and/or criminal prosecution of the person(s) involved.

· All employees who obtain a protective restraining order, which lists (Your Company), premises as being a protected area, must provide to their immediate supervisor a copy of any temporary or permanent protective or restraining order.

· (Your Company) understands the sensitivity of the information requested and has developed confidentiality procedures, which recognizes and respects the privacy of the employee(s).

Hiring Processes
Who we hire and why

(Your Company) is an extremely technical yet fun environment of employment. Ideal candidates for employment at our headquarters are tech savvy, able to multi-task efficiently, fast problem solvers, and display strong professional communication skills.
We require candidates to possess 

· Education/Training

· Work Experience

· Technical Skills 

· Interpersonal Skills

· Time/Management

· Customer Service

· Job Motivation

· Ethical Standards 
Interview process

· Phone interview by Owner
· Review of the job
· Review of the company
· Review of the hours
· Review of what we require from you
· Technical test 
· In person interview 
· In person second interview (if needed) to view the store, meet other employees
· Tour of the store/location

· Lunch with lead tech and Owner/Offer if comfortable

Decision to hire

· Salary determined

· Offer letter sent

· Ask for references

· Offer accepted

· Background check

· Start date determined

· Supervisor selected

· HR packet sent prior to start date

· Application

· W4 forms

· Copy of the handbook

· Supervisor introduction letter

· Learning checklist

New Hire Training Program

· Technicians for stores/locations

· Wear appropriate clothing

· Bring work orders

· Bring your tools

· In shop

· Onsite

· Remote

Orientation
All new employees are required to read this manual of operations and sign their copy stating that they have read it, know where to find critical information and they will not share this manual outside themselves.

· Training on a case by case basis until new employee or contractor is fully trained and capable of taking on client calls on their own

· Supervisor will also have a copy of the checklist and be sure that the new hire has passed all the training required for the employee to work on their own.

· All employees must agree to the terms as outlined in their offer letter that they will keep all information received or viewed at (Your Company) confidential. This includes client information as well as proprietary information of (Your Company).

· Read “(Your Company)’s Guide to Remote Support”

Technical Training

· How to do onsite work

· How to do a remote support call

· How to intake a client in the store

· How to out take a client in the store

· How to troubleshoot with time limits

· Will be trained on company cleaning/virus removal procedures

· Remote log in tools, practice remoting into other tech machines

· 3 cleanings required on our own computers

· 2 trial cleanings on clients, (pro bono to clients)

· 3 trial cleanings beginning to end (pro bono to clients)

· Will always be supervised with repairs until Supervisor approves solo repairs

Company Procedures

Opening and Closing Stores

Opening your location or starting your work day (prepare for your day)

· Arrive on time, if late please call as soon as you know

· Open doors
· Put out signs
· Power up computers in the shop
· Start your to do list for the day
· Check your project list
· Check your Mhelpdesk ticket queue
· Check your work email—read and reply to mine for sure. 
· Alert your Supervisor you are available 
· Tell us what you have in the shop and what you are expecting in for the day that we are not aware of. 
· Alert us of what you may need help in so we can fit in our schedules accordingly
· Get logged into LMIR
· Finally, begin your work day. Return calls, emails, solve urgent issues, start repairs in the shop
Closing your location or ending your work day (close your day the right way!)

· Complete your workload updates for the day
· Close or update all helpdesk tickets
· If you are off the next day, be sure to leave notes about the work that needs to be completed or email another team member to finish the ticket

· Turn off all computers that don’t need to be on

· Put all money in the safe
· Turn off the lights
· Bring in the sign
· Lock door
How to book phone appointments
1.) Have our book appt page open (www.callthatgirl.biz/book) and a Mhelpdesk ticket open. 
2.) Listen to the client “It sounds like we can help you with that.” Or if we cannot tell the client we cannot and offer a referral if we have one.
3.) Ask what town they are located in (if you do not know)

4.) Determine the best level of support for this client based on the technicians available (remote, onsite or drop off)
5.) Book appointment on our booking site

6.) Secure appt with credit card

a. Remote: Secure with a credit card up to $99.00 depending on the job (we can secure more if the job is definitely going to be more than 1.5 hours)

b. Home visit: Secure $125 with a credit card 

7.) Secure appt with credit card

8.) Complete Mhelpdesk ticket after call
9.) Book on technician’s calendar
a. Invite client to the appointment too

b. Copy the information from the booking appt form submitted online
Reminders: 

· We require a 4 hour cancellation for the appointment to be refunded

· If this is a business client, alert them that we do not invoice and payment will be required at the end of the visit via cash, check or credit card for anything over the $125 amount already secured. 

· Tell client that payment will need to be taken at the visit, we do not invoice

· We do not allow rolling visits into one large invoice anymore

· Payments must be taken after each visit, even if another visit is required. 

How to book Email/Online form appointments

Email appt template
Hello XXX!

· Thank you for booking an appointment on XXX calendar. Your appointment is set for XXX
· DATE:

· TIME: (give a 15 minutes window here)
· Details on your remote appointment! 
· Please fill out this form before your appointment. CLICK HERE
· After you fill out that form, you will be directed to our PayPal credit card processing page. Please submit an appointment deposit of $99.  

Important Information
· This payment secures your appointment and holds your time. You do not need a PayPal account; you may log in as a guest and use your credit card.  

· If your appointment is less than one hour, we will refund you the difference. If it is more, we can collect more with your approval. 

· Our remote support policies require payment up front before we remote into your computer. 

· We also require that you fill out the client agreement form before any appointment. 

Final reminders! 

· If you would like our technicians to discuss online backup programs, please let them know as soon as your appointment starts. We can set up online software to back up all of your emails, data, pictures, music, etc for just $59

· Please have a list prepared of your problems and review with the technician before your appointment starts. 

· The technician will call you at your appointment time and talk you through the connection over the internet. 

We look forward to assisting you! 

Up sell opportunities for technicians and schedulers

· AVPP

· Computer Cleanings 

· Online backup
· Monthly monitoring

· Data backup, one way, two ways or three ways

· Tune-ups and mini-tune ups (new) if you schedule now (at the end of a tune up for one for 3-6 months from now) we can give you one for XXX and schedule on info calendar for tune up reminder

Process for checking in customer computers

Customer Intake

· Welcome the client

· Ask them to sit down

· Tell us what’s going on

· Fill out the intake form completely 100%, nothing missing

· Add to the work order, what type of computer it is too

After client leaves: 

· Customer Equipment Intake
· Inventory all software and or hardware and peripherals that came in with the system.
· Mark the power supply with their name on it, put their name on their computer with masking tape too at the top.

· Update the workload, completely 100%
· Create a ticket for the client
· Add ticket number to the work load
· Get the appropriate process sheet for the job
· Take computer to the back and place on the new intake shelf
· Write it on the white board as a new intake
Job in process

When working on a system, make update the Mhelpdesk ticket to the In-Progress.

· Follow the appropriate checklist that corresponds to the work being performed. It is important that this step is done so other techs will know what work still needs to be done

· If any issue arises during work, contact the customer and give them an update.
· If Parts need to be ordered, follow parts policy (see template below)
When job is completed

· When finished, make sure that all the software and or peripherals that came with it are accounted for and with the computer. 

· Update the Mhelpdesk ticket

· Contact the customer and let them know the system is ready to pick up.

· Inform customer about any additional charges that will be due.

Customer Pick Up

· When customer comes to pick up, offer to boot up the computer

· This is a great time to go over our other solutions and support we can offer.

· Mozy back up, remote support for after care, installing software, printers, and training.

· Go over the issues that were corrected

· Have them sign off

· Collect payment

· Give them a yellow copy of the work order

· Give them a “review us” sheet (see template below for a printed version for your store)

· Staple together work order, technician sheets, checklists and put in pink box

· Give client a copy of the approved malware products instruction sheet if they purchased AVPP (see template below for printed version for in store)

Call That Girl Reload Script
Explain to them why it needs to be reloaded. (See template below for a printed version for your store in take).
Troubleshooting Guidelines

· If you are working on a ticket and cannot figure out the resolution within 30 minutes, please contact your supervisor or tech lead

· Manage expectations with your clients. Never leave them hanging. Call if you need more time or need to reschedule due to your calendar or time limits on the repairs

· If a cleaning goes over an hour and you know it will go longer, call the client. 

· Give in store drop offs an estimated time of when their machine will be done. Always call with an update if you know you need more time

When job is completed

· When finished, make sure that all the software and or peripherals that came with it are accounted for and with the computer. 

· Put the computer and all equipment on the out-take bench

· Update the Mhelpdesk ticket Britney or Courtney may help

· Contact the customer and let them know the system is ready to pick up. Britney and Courtney may call for you

· Inform customer about any additional charges that will be due.

Remote Support Cheat sheet
Remember… Document the ticket the entire time you’re in their computer

Start appt
1. Call client

2. Ask them if they are ready

3. Start your clock once you start your session

4. Have client do the client agreement form from our website

5. Then get going…ask them if they are backing up their data, if not…do they want help after you’re done fixing the other issues or set up Mozy before the call begins.

6. Once in a computer, fix their issues

7. During the call, you can see what they need

8. Are they protected? 

9. Back up? 

10. Tune up needed?

11. Prepay, if they are a business client

Close appt
1. Show the client they are fixed up

2. Ask if they have anymore issues

3. Show them a few things you noticed, (free AV, no back up, needs memory, what will not be fixed in the appt)
4. Collect payment via our website

TIPS

Slow and steady wins the race

Remember, the clients time is valuable

General calls/don't up sell until you're in the system

30 minute rule, if you don’t know what you’re doing

Never remote into a computer unless they have agreed to pay

Never assume anything will be quick

Never remote in and work without a client agreement form 
Services and Products we sell and how to sell them

AVPP $89 for first year, $39 2nd year

· Your commission on each sale $5.00

· Best way to sell it

· During update calls since you have the computer in the shop

· At intake

Back up online $49 + cost of Mozy

· Your commission on each sale $5.00

· Best way to sell it

· During the appointment booking

· At an onsite visit

· At the beginning of a remote support job

External hard drive back up assistance $39

· Your commission on each sale $4.00

· Best way to sell it

· During the appointment booking

· At an onsite visit

· At the beginning of a remote support job

Tune-ups $75

· Your commission on each sale $7.50

· Best way to sell it

· During the appointment booking

· At an onsite visit

· At the beginning of a remote support job

Mini-tune ups $49
· Your commission on each sale $7.50

· Best way to sell it

· During the appointment booking

· Has your computer had a tune up lately? 

· While we are in your computer, would you like to also schedule a tune up? 

· At an onsite visit

· Ask the clients if the computers have had tune ups lately

· At the beginning of a remote support job

· If computer seems slow, call client ask if they would like a tune up or a mini tune up

Prepay plans $189 for 2 hours

· Your commission on each sale 10%
Priority service/rush fee $50

· Your commission on each sale $5.00

New computer set ups $79 (what does this list include?)

· Your commission on each sale $8

Parts Policy

Purchase Policy

· All part orders must be secured with a credit card from the client before ordering

· Quote our part online

· Do not buy from China  no matter what

· Find sellers with 1000’s of sales under their belt

· Our mark ups are  xx the amount with shipping costs of the part

· Call client with quote

· If they agree, email the purchasing tech with your ticket number and the link to the part

· The purchasing tech will put in the logs area of the ticket

· Date purchased

· Price

· Company ordered from

· Will have shipped to your store

· The purchasing tech will update Parts purchased file with all the information
· Once part arrives, whoever accepts the part should update the ticket and parts purchased file that the part arrived
· Technician completes job

Technical Checklists
22 Point Computer Cleaning Checklist $75 (our price)

This list is not always done in this order, but for the most part is done in this order because the first few items take the most time and we close with disk clean and defrag because those can run on their own at the end of the computer cleaning. Please also keep in mind that we usually ask clients if they want the IE 8 upgrade done because not all clients can use IE 8 with their business software.
1. Backup Registry-

2. Loaded approved Programs for malware and system clean up 
3. Windows Updates-

4. Update Anti-virus

5. Flush and delete cookies/temp in Browsers-be sure to run the IE wizard

6. Remove spyware Toolbars in Browsers-

7. Memory check

8. Hard Drive disk space check

9. System restore on or off?

10. Service pack installed

11. Internet Speed Up/Down

12. IE Version-

13. Check backup-

14. Msconfig-

15. Proxies-

16. Firewall-

17. Device Manager-

18. Add/remove Programs/junk-

19. Additional updates-

20. Crucial Memory check-

21. Defrag

22. Disk Clean

10 Point Computer Cleaning Checklist $49 (our price)

1. Back up registry

2. Ninite – Java, Flash, malware checker, registry cleaners
3. Check windows updates and service packs
a. If they have a Service pack tell the client to download it later

b. Do not install IE 9.0, do not install IE 8 if they have IE 7.0

c. Do not install any service packs, have client do that themselves

4. Run quick on malware checker, check for intrusions

5. Flush IE

6. Run Ccleaner

7. Disk clean
8. Java updates

9. Adobe updates

10. Defrag 

a. Do or show client how to do later
Intern Academy Guidelines

Customer Service

All interns must learn customer service skills in their area. Every week, new intern will call back all of the past clients, check up on the repair and do a 2-3 question survey. If there is a continued problem, the intern is allowed to work with the lead tech on the minor repair if required. (Remember, interns are not allowed to do revenue producing work so work that is not billable at this time is allowed, a fix of a paid for repair would be excluded and the intern is allowed to work on such repair). 

Interns also must learn how to intake and outtake a client via remote support and in our shops. This is important for customer service skills, completing the work orders and asking intake questions.

Interns are also allowed to call clients with further questions if need be during repair time. 

Documentation

Interns will learn how to document tickets appropriately for lead tech. As jobs come into the queue, the lead tech and intern will document helpdesk ticket. They also need to keep tech notes and email with lead tech and myself on research tickets. They are also kept in the loop of emails sent to all employees about new learning opportunities. I often send out emails like "New virus out" and such. They are asked to do write up's of new program installations (malware checkers is a good example) for clients and team sharing information. 

Troubleshooting

The interns all want this experience the most. Since interns are not allowed to work on a repair by themselves from start to finish on a revenue generating ticket, they do need to learn during their intern time. We have found a way to allow them to work on machines pro bono and without hurting our bottom line. But first we will start with the technical list of repairs we will help them learn during their time with us. 

3 levels of support (helpdesk, shop and onsite)

Hardware repairs (shadow and assist lead tech)

· Software repairs 

· Printers

· OS

· Software applications

· Networking

· Extra things that come up

Remote support

Since we do so much remote work, this is very important they learn our remote tools and how to do the basics, computer cleanings and minor repairs. We often find pro bono cleanings for these techs on Facebook. 

Research and Analysis

Interns are very hungry to learn and using them for R&A is great for them, you and the client. On occasion while doing a remote repair, the client will have a real buggy issue. I will spend some time on the repair and at some point make a decision of the value of the repair for the client. If it appears that this may take some time to repair, I ask the client if I can put in our research queue for an intern to accept and work on and it will keep their bill at a lower rate because we do not charge for intern R&A. The clients love this idea, not only because they don't have to pay, but most say it's wonderful to give a student this type of research. For the most part, these types of repairs are for cameras, drivers, printer problems, minor OS glitches, and Microsoft programs, nothing that is business critical for the client. The interns really enjoy this type of work too because they get to learn how to troubleshoot and work with the client and do remote support at the same time. 

Blogging and other social media needs

Our blogs need fresh content and they are perfect for the intern. We encounter problems on a daily basis that could be told to our social media network, our latest intern was very happy to be asked to help blog about these issues. 

Extras

There are many things that each intern has offered to do to help. Each intern is different. As long as it follows guidelines of the federal law and they are not completing a repair job 100% by themselves, I am all for their ideas and many times, allow them to do such ideas. 

I have read the (Your Company) Handbook and understand these guidelines. By signing below, I agree to comply with all rules, guidelines and practices of (Your Company). 

 New Employee Name________________________________

New Employee Signature______________________________

(Your Company) Signature_____________________________________

Date Received________________________________________

Date completed_____________________________________

(Your Company)’s 


Manual of Operations


Don't forget, you can do "find/replace" with this document as I created it with "Your company's" at the beginning of each section. Very handy!
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