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Introduction

This guide has been created for our Pyrimont Customers to more effectively use
their Pyrimont Support program. Attached is the current collection of all
Pyrimont Tech Articles to date. Please review these pages and contact the
Support Department for clarification on any topic.

Hours of Service

The Pyrimont Support Call Center and Tier 1 Agents (T1s) are available for you at all hours; any
day of the week. T1s will gather information regarding the reason for your call and may ask you
to perform steps to resolve certain equipment failures and develop a clearer picture of your
problem. T1s, along with Tech Notes that you may receive from time to time, should resolve a
majority of your issues. If the T1 is unable to resolve the problem, they will attempt to bring a
Tier 2 Technician onto the call.

Pyrimont Tier 2 Support Technicians (T2s) will be able to assist you in resolving any problem.
T2s, however, operate under certain Hours of Service restrictions as follows:

Service Block Type Hours of Operation
Regular Service 8:00am to 8:00pm™*
Emergency Service 8:00pm to 11:00pm™*
Late Emergency 11:00pm to 7:00am**
Service

** All times are in the non daylight saving Indiana time zone. (Spring/Summer CDT; Fall/Winter EST)

These service blocks are used by the T1s and T2s to assist them in determining the proper
routing of a service request. They are also designed to illustrate the difference between calls
made during “traditional” business hours and those made during “non-traditional” business
hours. During the Regular Service block, T2s are qualified to provide the full range of support
required by a customer. In the Emergency and Late Emergency blocks, though, T2s expect to
field only “emergency” or “system down” calls.

In all cases, though, if you feel you need service, please call!
Our Agents will do their best to resolve the issue. If they can’t and if a
T2 is unavailable, they will provide you with detailed information about
your next steps.
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Service Block Types
While it is impossible to list every potential support need and difficult to define explicit rules for
Technicians to use in every unique case, the following chart will help you understand the
differences between the Service Block Types and what the Technicians may define as an
‘emergency.” This will assist you in determining when to schedule your calls:

Service Type

Support need

Regular Service

e In general, during this
service block, Support
Technicians can field
any and all support
issues.

Total System failure

All or 1 terminal down

All or 1 printer down

Kitchen Makeline down

Touch Screen or monitor failure

Miscellaneous hardware failure

Login problems

Ticket Printing issues

Ticket Routing issues

Credit Card authorization problems

Credit Card settlement problems

Gift Card use problems

Time Clock or Server/Cashier check out problems
Ordering and order entry screen problems
Reports issues

Employee Database maintenance issues

PLU Database maintenance issues

Caller ID issues

Menu Styling or special programming requests
Ticket or Order issues

Food Cost, Recipe or Inventory configuration and use issues;
(Vendor Invoices, Purchase Orders, Processing Sales, Closing the
Day, etc.)

Emergency Service and

Late Emergency Service

e In general, during this
service block, Support
Technicians can field
only “system down”
situations or situations
that seriously prevent
you from serving your
customers.

Total System failure

All or 1 terminal down

All or 1 printer down

Kitchen Makeline down

Miscellaneous hardware failure

Credit Card authorization problems

Gift Card use problems

Ordering and order entry screen problems
Ticket or Order issues
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Service Process
It may also be helpful for you to understand the process for obtaining and using the Support
Departments services.

e To start the process of obtaining support you should do the following:

1.
2.

3.

Make sure this guide and all Tech Notes are handy.
Ensure that you have your Priority Code (write it in below).
#

Call the 800 number; (800) 586-0943.

e Once connected to the Call Center:

1.
2.

3.

Press 1 for Tech Support and wait to be connected to a T1 Agent.

Immediately provide the T1 with your Priority Code, your name, your store location
and your return phone number.

The T1 will then provide you with a series of statements and ask you to classify your
situation. Do your best in answering the T1’s questions and following their
instructions.

If the T1 is unable to solve the issue, they will ask you to hold and attempt to bring a
T2 Technician onto the call.

If a T2 Technician is unavailable or has determined the issue falls outside of the
current Service Block, then the T1 will provide you with specific information on what
you should do next and when a T2 Technician will call you back.

The diagram on the following page will help you understand the entire process.

Page 4 of 6



9 Jo G abed

(1S3 s8IpNIES (1D Jowwng/bundg) "auoz awn euelpu| Buiaes JybijAep uou ayj ul aJe SaW |V 4«

INV00:Z 01 INd0O:L| | :sinoH AousbBlawg a)eT ‘Aep 1xau sy} N8 JOYE |[BD [IM ZL B ‘§Oo0|g 321AI8S
110 _ SINoW AousBiow AousBiawig aje ay) UIYIM SIS JUSLIND BY) J|
_\/__\A/n__n_owo_\w OM x/wmmw “wﬂ_:OI ._m_:mmm "Aep Jxau 8y} NV 1o}e |[eD [[IM gL e ‘uonenyis

UMO(Q WS)SAS- UOU, B SI [[BD 82IAJSS 8U) pue }o0|g

“

~SINOH X90|g 83IAM8S 991A19g Aouabiawig sy} ulym S| awi} Juanind ay} J|
"SeJnuIW O} UIYNM |[eD [[IM g1 B ‘uohen)is

.UMOQ WAISAS, E Sl [[BO 82IAISS 8y} pue yoo|g

991A19g Aouabiawig sy} ulym S| awi} Jualind ay} |

‘SejnuUIW Q| UIYPM [[eD [IM Z1 B oolg

92IAI9G JeiNBay 8y} UIYIM S| SWI} JUSLIND Y} J| e

: : :SMo|jo}

|iIUN [[ed uinjal e HM_M mvwwm”hn_uwsh__hﬂm::m wu_u_ms.r_.%whu.wm._www Se Way} Joejuod ||IM Z1 e jey} Jajed ayj o} urejdxs
: 11J € JNOUIIM SONURUOS A[USYEISIu 0By 3 Jj E pinoys juaby | L ay) ‘s|qe|ieAeun s| ueidluysa] z1 e y|
1le2 ayj ojuo z | e Buuq 0} ydwane |m | L

‘Aep xau ay) g|qissod se

a9y} ‘ajeudoidde pue Aiessaoau j| ‘suonsanb oN/sOA
Jo sauds e ybnouy} anss| ay} Jooysajqnod} |[im juabe

ayy ‘apo9 fyuold e sapiaoid sajied auiyl 1y dayg

UOOS SE ||BD [|IM UeDIUYDS | B Yo0|g 921A18S Aouabiawg
aje 10 Aouabiawig ay) UIYIM SI BWI) JUS.LIND BY] J|
"SINOY Z UIYIM [[BD ||IM UeIDIuyo8 |
e ‘)o0|g 92IAI9S JeinBay oY) UIyIM S| Bwi} JUBLIND 8yl J| e
:SMOJ|0} SE J3][eD Y} JOrJUOD [[IM
juowiAd wouy sauoswos jey} uiejdxa pjnoys juaby ay|

apo9 Ajuoud 118y
(Ppo) Aionig e A[ddns 1o118) 93 PI(q JaquinN auoyd 119y L
Jlaquinp a.103)s 119yl
% SWeN JIdy]l e
:apinoud pinoys J19jjed
(PO AJLIOLIJ PUB SUIRU INOA JARY | UBD),, 9y wnwiuiw je 3ng anssi Yya9)
SIOMSUY JUTY > ayj Ajuie|d Ja3aq 03 suonsanb
JesaAas yse Aew Juaby ayl

"l1e2 ay3 ojuo g1 e Buuq
Jou jooysa|qnoJ} 0} Jdwspe J|ON ATNOHS Iusby ay)
‘@po9 Ajoud e apiroid Jou saop e ay} §| :9)ON

‘pajsanbal se uonewuoyul
13Y}0 pue apo) Ajiold JnoA yjim
Jaby |1 ayj apiroid L % Q@uw

‘140ddNS TVIOINHO3L
139 1ON T1IM A3HL Z uondo
S}09|9s J19]|e] 3y} | :9)ON

'saunbuy 10y3Q 10} 7 SSAId
poddng Yo, 10} [ Ssa1d

‘Kejd |m Bunaaib pajewoine
uy "€v60-985-008-1 lleo :| daj)g

‘sauinbuj JayjQ 10} g ssaid Aew

noA yoddng yoa| o3 spaebau uj Buijjes jou ase
nok §| “Hoddns |esjuysa] 1oy | ssaid :Z do)g é

weubeiq ssas0.ud poddng yosa|



