Xerox Customer Problem Escalation Form

Useful resource information when you send a Free Flow Print Manager log to Xerox. 

Customer Information:

	Company Name
	

	Customer Contact Name
	

	Customer Contact Phone
	

	Customer Contact Fax
	

	Customer Contact Mobile
	

	Customer Contact E-Mail
	

	Company Address
	


Administrative Information:

	Creo LOG number
	

	Xerox LOG number
	

	Severity (1-4)
	

	Business Priority (Elevated/Normal)
	

	Creo Analyst name 
	

	Creo Analyst telephone number
	

	Creo Analyst E-mail address
	

	Date submitted to Creo
	

	Date submitted to Xerox
	


Software Information:

	Prinergy Version
	

	FreeFlow Print Manager version 
	

	Prinergy Client W/S Type (PC/MAC)
	

	W/S Operating System & Patch Level
	

	Digital Front End Model (Spire/DocuSP)
	

	Digital Front End Version and Patch Level
	

	Other Network Configuration Info
	


Data Uploaded to CTSC FTP:
	FTP site:
	

	Logon:
	

	Password:
	

	Folder:
	

	

	List all files uploaded to the ftp site:

	1:
	

	2:
	

	3:
	

	4:
	


Problem Information:

	The problem (summary statement)
	

	How often does problem occur
	

	Problem replicated by Analyst (Yes/No)
	

	Customer problem description
	

	Detailed technical problem description
	

	Problem replication steps
	

	Files used to replicate problem
	

	Any workarounds
	


Log Severity Level and Definition

	4
	Problem with, or deviation from, documented performance Documentation errors

	3
	Application will not run as documented and no reasonable workaround exists. Frequent failures make system very unreliable

	2
	Critical application will not run and no workaround exists. Very frequent failures make system too unreliable to remain in production

	1
	Customer is unable to use the system. Production has halted


