From: Orta, Julie (CDC/CCID/NCIRD) 
Sent: Thursday, February 07, 2008 4:50 AM
To: NCIRD Immunization Grantee Mailbox (CDC); Fasano, Nancy (CDC/CCID/NCIRD)
Cc: Orta, Julie (CDC/CCID/NCIRD)
Subject: transitioned grantees only: customer service issue escalation process

This message is intended for grantees that have transitioned to centralized vaccine distribution.

As you know, in an effort to improve customer service, CDC and McKesson implemented a new, enhanced customer service center on October 31, 2007 with the creation of a single point of contact system via a group email address cdccustomerservice@mckesson.com in addition to the already existing customer service main phone number (877) 822-7746.  The customer service representative who picks up your call or email is charged with owning the issue and following up with you until the issue is resolved.  Within two hours of the time you place the initial inquiry, the customer service representative is expected to 1) acknowledge receipt of your call/email and 2) provide you with an estimated timeline for following up on the issue if it cannot be resolved on the first contact.  

In the event that you are not receiving timely resolution to your inquiry, please refer to the attached escalation path which includes specific contact names.  Note that you have the option of forwarding an existing email string to a specific individual or calling the customer service main line and asking to speak with that individual.  

Thank you,

Julie Orta, MPH, CHES
Assistant Project Lead
Vaccine Management Business Improvement Project (VMBIP)
Immunization Services Division/CDC
1600 Clifton Rd, MS E-52
Atlanta, GA  30333
Tel:  (404) 639-8217
Fax: (404) 639-8615
jio7@cdc.gov 
The escalation path described above as attached is written below:
Escalation Path

How to escalate:   
 In the event you are not getting timely resolution to your reported issue, escalate as follows:

1. Send an email to our Team Lead, or call 877-822-7746

2. In your email subject line type “Escalation: PINxyz, PROVIDERNAMEabc, PPOC tel 123-456-7890,”  or when your phone call is answered say “I am escalating an issue and need to speak with your team lead”

3. If the team lead is not available, follow the escalation path up until you are connected to a person that can handle your escalation

Start Here:
McKesson:
Kristina Cliff   Kristina.Cliff@McKesson.com   Team Lead

McKesson:
Jennifer Boss   Jennifer.Boss@McKesson.com   Customer Care Manager

McKesson:
Jake Frost   Jake.Frost@McKesson.com   Client Executive

McKesson:
Tom Hart   Tom.Hart@McKesson.com   Sr. Director Customer Operations

CDC:
Your POB Project Officer


Sally Somerfeldt: zfe0@cdc.gov 
Julie Orta: jio7@cdc.gov 
Brad Prescott: bap3@cdc.gov 
This document can be found on the CDC website at:
http://www.cdc.gov/vaccines/programs/vmbip/downloads/custserv-issue-escal-proc-508.doc 
