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b2 business systems

about b2

the challenge

the solution

Founded in 1991, b2 business systems is the leading Xerox
Premier Partner for North Wales and much of North West
England. With its head office located just outside Chester a t
Deeside, Flintshire and an additional office in Bangor, b2
business systems specialises in the provision of a
comprehensive range of solutions that streamline business
processes including document management, office
equipment and consumables through to complete IT systems
and networks. The company is committed to providing only
the best products backed up by the highest level of long-
term support using an IT helpdesk staffed by technical
specialists complimented by onsite maintenance and
workshop repairs.

The challenge for b2 business systems was tri-fold. Firstly
they wanted to improve the way that Xerox PagePack
contracts were managed throughout the organisation and
to obtain more accurate and timely meter readings from
customers. It also wanted to replace the existing service
management system that required manual spreadsheets to
be used for IT contract administration and job control.
Finally it wanted a robust system to manage both meter
read and service engineering functions in a new venture as a
Toshiba reseller.

A key requirement for a new system was that the supplier
should have real experience of the requirements of the
Xerox Concessionaire network and the infrastructure to
provide the highest levels of support using technical
specialists that really understood the product and the

challenges facing the modern service provider. It was also
essential that the chosen supplier was committed to the
ongoing development of the service management solution
to ensure that it kept pace with the evolving requirements
of the company. In addition, it was important that the
supplier could demonstrate the provision of the highest
levels of support in both the office equipment and IT
marketplaces.

After talking to other Xerox partners and evaluating many
different solutions, which involved the completion of seve ral
extended trials, it quickly became apparent that VCi’s
knowledge of the Xerox billing processes and the particular
requirements of Xerox partners would be key factors in
ensuring that the Service Accent installation would meet th e
exact requirements of the business. An added bonus was
that Service Accent could use data directly obtained from
SCOT, the Oracle-based online information system used by
Xerox. As a result of all of these factors, VCi was asked to
install Service Accent along with the Remote Engineer and
Meter Billing modules.

VCi has carried out a number of enhancements to specifically
meet the evolving Xerox billing procedures. These were
completed at no cost as part of the company’s ongoing
product development strategy which is focused on making
every update that enhances the system freely available to
existing users that have a current support contract.

Service Accent immediately improved the visibility of all
customer accounts giving up to the minute information on
all engineers and current jobs. The system has proved to be
even more intuitive and user friendly than anticipated,
making it quick and easy to learn.

“Service Accent is enabling us to
achieve significant time and cost savings
by having access to up-to-date and
accurate information whilst enhancing
the level of service provided to clients.”
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It has also enhanced the job logging and call control
processes saving considerable time and providing much
greater user feedback particularly through the call
escalation functionality that enables greater prioritisa tion
of urgent work. The advanced Remote Engineer module has
improved the planning of resource usage with both call
controllers and technicians benefiting from the technicia ns
ability to view and update jobs directly from the b2 website.

The Online Meter Billing module has speeded up the way
that readings are obtained from customers. Service Accent
automatically sends an email to every customer containing a
link to an SSL secured website where the readings are
quickly and safely entered for each machine. All readings
are validated for accuracy before being downloaded into
the Service Accent system where invoices are automatically
raised. This has eliminated the need for staff to call
customers to obtain readings or rely on faxed and emailed
updates.

b2 adds all new customers to Xerox’s SCOT system with
details of all equipment sold and the level of PagePack
contract supplied. The Xerox system then emails an XML
attachment confirming all data along with new machine
serial numbers and installation details. Service Accent
captures the relevant information directly from the email
and automatically confirms the accuracy of the information
before updating the database with all exceptions
highlighted for further investigation. When new customers
are involved, Service Accent generates new customer and
machine records in readiness for automated meter billing.
b2 Business Systems has also integrated Service Accent with
its Sage Line 50 accounting solution.

Service Accent enables detailed reports to be produced on a
wide range of key areas at a touch of a button. This
provides b2 business systems with information to help them

increase the
productivity of
the service
operation and
replaces the
manually produced
spreadsheets that were
required with the previous system. It enables the
profitability of every PagePack contract to be analysed in
detail and has the capability to import certain reports
obtained directly from the SCOT system to update records
with customer data obtained directly by Xerox.

Service Accent also provides an effective tool to manage
planned and preventative maintenance carried out as part
of the range of support contracts provided by b2 business
systems. It allows scheduled job creation and can, where
appropriate automate the allocation of engineers. This
eliminates the manual processes involved in scanning
spreadsheets and individually creating each job.

Of particular importance to b2 business systems is the high
level of support received from VCi. This includes free acces s
to product updates and unlimited use of the helpdesk which
has a target to respond to all logged tickets within two
hours.

According to Gary Ryan, Finance Director of b2 business
systems: “We have been very impressed with VCi’s proactive
approach to developing a solution which meets our specific
ongoing requirements straight out of the box. We can see
why it remains the product of choice for Xerox partners
large and small. Service Accent is enabling us to achieve
significant time and cost savings by having access to up-to-
date and accurate information whilst enhancing the level of
service provided to clients.”


