Canotec

about canotec

Canotec is an award-winning Canon Plus Partner and an
active member of the Canon User Forum. It has a proven
pedigree of delivering tailored, ‘best of breed’ document
solutions including printing, scanning, document
management, and imaging to customers throughout the UK.

Founded in 1992, the company is headquartered in “Service Accent has the ﬂexibility to
Ringwood, Hampshire and currently has plans to open ‘
additional regional showrooms and service centres in the adapt tO hOW we Want tO Work'_ It pl’OdUCG‘
South West and the Thames valley. Canotec is a recipient of reportS that enable us to Identlfy trends
Canon’s UK prestigious Service Team of the Year award. and better manage the bUSineSS."

By this stage, Canotec had a good idea of what it was
looking for in a new system. Above all, it wanted to find a
company to work in partnership with that had the flexibility
to develop a bespoke solution without trying to charge

extra every time additional requests were made. It was also
essential that the system developer should have extensive
knowledge of the service requirements of organisations
operating in the office equipment and printer marketplace
and was able to deliver the highest level of support.

As far as the specific requirements were concerned, it was
important that suppliers could provide referrals to other

users that had already successfully deployed the system. It
was also essential that the transfer of data should be a quick
and relatively simple process, the system should be simplet o
use and it had to integrate effectively with Sage. In

the challenge addition, the system should require minimal training time
for users and have the flexibility to accommodate all
From the start, Canotec had recognised the importance of common types of billing contracts.

managing the service operation in the most effective way

and originally installed a DOS-based solution from VCi. As

the availability of Windows-based solutions with user- the solution
friendly and intuitive graphical screens increased, the
company took the decision to install a new system from
another supplier as VCi's own system was still in the
development cycle.

After one unfortunate experience, Canotec was determined
not to make the same mistake a second time around and
looked at a number of alternative solutions and attended
several seminars to get a better understanding of what was

However, it soon became apparent that the new system did available.

not provide Canotec with the flexibility needed to run the With a proven record of success with copier dealers,
operation and, after six months, despite persevering with including more than 20 Canon Dealers, amongst its rapidly
the system and trying to get it up and running properly, the expanding client portfolio, VCi had the required level of
company decided that it would be easier to look at experience of developing effective service management
alternative solutions for this specialised marketplace. As a result,

Canotec made the decision to move back to VCi and to
purchase Service Accent.
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According to Chris Jermyn, Operations Director of Canotec:
“It was a wise choice coming back to VCi as we already knew
the capabilities of the company and were comfortable with
the team'’s friendly yet professional approach to dealing

with any issue that we raised. The implementation of the
system was a pretty straightforward process and VCi’s pro-
active approach ensured that any teething problems were
quickly resolved.”

Canotec’s service desk, run by a full-time team of two
people, regularly handles more than 800 customer calls
every month including consumables orders and requests for
assistance. The team was immediately impressed by the
stability of the Service Accent system and how easily they
learnt how to use all the functionality.

Service Accent’s Stock Control module was deployed to keep
track of the spare parts and consumables carried by
Canotec'’s field service team, which comprises eleven
engineers strategically located across the region, as well  as
the main stores. For the first time, management now have

an instant view of stock levels throughout the organisation
This is playing a key role in maintaining the highest level of
service to customers by minimising downtime and providing

a rapid first call resolution.

The meter billing process has been improved by handling all
invoicing through the Service Accent system. It has the
flexibility to accommodate simple billing in arrears,

minimum billing with excess and copy pack/block/advance
billing. It also allows for the administration of free copie s,
consolidated billing and the billing of an unlimited number

of meters. This makes it easier to run departmental

accounts giving an instant view of billing and profitabilit y at
the drop of a hat.

“We like to do things our own way and the Service Accent
system has the flexibility to adapt to however we want to
work,” continued Chris Jermyn. “It produces a range of
powerful reports that are enabling us to quickly identify
trends and better manage the business.”

Further improvements are being achieved with the Online
Meter Billing module, which is currently being rolled out
across the customer base. This will automate the process of
collecting meter readings from customers replacing manual
methods such as staff individually calling every customer,
sending out an engineer or relying on customers to post, fax
or email the readings. It will also speed up the generation

of invoices and deliver significant cost savings. Customer s
are currently being encouraged to start using the new
system and already more than 15% have made the switch.
Canotec is incentivising others to make the changeover as
soon as possible.

Regarding the future, an immediate challenge facing

Canotec is to meet the changing business environment being
brought about by the Internet. The company will be

focusing the business to differentiate itself against the
proliferation of box-shifting operations that sell at the

lowest price. “We will achieve this by positioning the

company as a value-added business partner offering the
highest levels of support to customers throughout the life o f
their systems,” concluded Chris Jermyn. “Service Accentwi |l
be a key factor in delivering this strategy.”
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Simply call us on 0870 241 8289 or
email info@vantagecomputing.co.uk
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