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Project’s Context sonova

Goal: Develop a Global Service form used worldwide in line with the new SAP Codes
Action: Global alignment on Service form content
Global Training for Marketing Sales representatives
Time line: December 2019
Stakeholders: All HCP’s worldwide (using SAP or not)
Launch date: February 2020
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SOnNova Service & Credit Return Form (1s.11.2019)

PHINAK unitron 7uansaron  AudioNova(J)

Global service form: Rules to follow e e—

Adress: - Device model / Serial Number
City: State: Zip: Receiver : (must accompany device)
power level / size (0-3) / side (L/R)
Bill to Account Number: SlimTube : size/side (0-3, L/R) iif included)
Adress: I Earhook color
City: State: Zip: Custom Ear Piece model/ Serial Number

Each country is different, that's why we have : e ndents :

Patient Name: e L—f Ldel ‘;«‘a er Direct™ Installation Information
3rd Party Patient Number: ol g\ '-\ﬁ;e, Jirect instailed in the MarvelTM device? cYes ©No
Purchase Order Number: U127 iryes, please select the install method:

Contact Name: o Roger X (02) - Pediatric

- M andato ry fi elds: Phone Number: o Roger iN Microphone or Roger X(03) - Adult

Optional - Country dependant

Please call before repairing Warranty options

- Customer request s
Request
- C O m m e nts = i Customer request (CC13/CC38/CC39)
| | |Addiremove/change option
if raauest in comments field)

- Reason for return with SAP names (to be slightly modified for better B
. .
underStandlng If truncated ;ﬁ:‘::;:ﬁc‘”) %:x‘;’;mcw, oShell olock o Faceplate

|| |sweat, moisture, humidity Battery door Removable line

. 7 Wheel Wax system
- 6 4 C O m p I al n t C 0 d e S g«‘aer:r; #::C:Ig ek Switch / Button Bent battery contacts
| | |Lost/damaged (CC25D)
- 13 CR codes

Microphone cover Wires inside device / shell
Cord or cable cracked / frayed Electronic module / faceplate detached
(accessories) Receiver detached from Shell (ITE)

Earhook / Soundtube Receiver wire of C-Shell
|| |Retumed to customer unrepaired

ledwarefCumpunanls \& (| Shell fit (CC23) LR
Not Functioning (CC10) .. Too visible - protuding / cosmetics . Too small - dexterity problem
H o Toggle switch o Push button o Volume control wheel 1 ITip toolong || ]Tip too short
- 3 D p I Ctu re oDead o Display (accessories) (please add a 2nd reason: comfort / (please add 2nd reason:
Battery: dexterity / insertion-removal issue) retention / comfort / dexterity issue)
[T Jo Rechargeable o Not rechargeable o High drain o Stuck Difficult to insert BHDifﬂcull to remove
" Too loase poor retention Too tight
- Adress where to send the form elease date and version of for Commeciiy (cC10) Tonose moving e e
o FM o Wireless / Bluetooth Sound bore direction
o Programming problem (HI ++ Software) o Telecoil Please mark the problem area
Acoustic output response (CC11) Hurts where marked :
Qcclusion (8 |oShell  Dlock
Feedback: Internal (not poor fit) [ 1] with static jaw
Feedback: Venting diameter too large [ | with moving jaw
] Feedback: Due to shell fit / not airtight [ 1] byinsertingiremoving device

& .Due to shell fit / not airtight with moving jaw
Noisy : crackling /
Noisy : static / hissing
Acoustic response too weak
Acoustic response too weak after feedback test
Intermittent
Sound fades infout
Distorted
Poor acoustic performances (e.g. venting too large)

- Information: address (patient, custo / Device inform

af Yo
GO

- Calling before repair / rush order / warranty optiens / quotations

Return for credit

services Qualiy reason LR
Acoustic / Sound Quality | | |order fulfilment error | | |Patient medical problem
Not functiening || |overstock / consignment | | |Device medical problem
Too many repai | |cost related || |Please specify L
Not enough benefit .. Patient can't adapt

- Format: 1 or more form / design

Sonova Switzerland | Laubisruetistrasse 28 | 8712 Staefa | Switzerland | Phone: +41 58 928 01 01 | Fax: +41 58 92801 01
Release date: 18.11.2018 Version: 1.00
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Responsabilities sonova

HEAR THE WORLD

GC side

Translating the form in your local country language

Uploading the version for your country on Phonak Pro

Training our HCP’s :

« advertising the new form (newsletter, road shows, Email etc...)

« where to find it : PhonakPro -> Resources etc...

 if the form is not used, please advertise HCP about the form

« Communicate the Global Service form v1.00 to our audiological care sites

Please make the form editable (need adobe professional) and use corporate colors and writing
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Thank you

efiove




