
Problem at APS 
Customer

CSC / TSR  – 
Restarts 

equipment

Problem 
Solved

CSC/ TSR – Emails update to TSR, CSM, 
DSM, canadaaps@dgisupply.ca

CSC / TSR – Calls 
Autocrib 

Problem 
Solved

CSC / TSR – Contact 
SSM

Problem 
Solved

SSM – Emails update to CSC, TSR, CSM, DSM (Giving a 
brief description of the issue)

SSM – to meet with other SSM to 
review case 

Problem 
Solved

SSM – Emails update to CSC, TSR, CSM, DSM 
(Giving a brief description of the issue)

SSM – Is responsible until problem is 
solved

No Yes

No

No Yes

Yes

No

Yes

Flow of Responsibility Replenishment 
- while On Site 

Notes:

1) If Autocrib Tech Support 
hasn’t returned your call within 
15 minutes, call them again.

2) If Autocrib hasn’t returned 
your call with 30 minutes, 
(SSM – Service Support 
Manager)
East – Call Jay 
West – Call Steve

3)If no answer, try other SSM

****If Autocrib  haven’t been 
able to diagnose the issue 
within 1 hour, call SSM

****If the same problem occurs 
with the next 5 business days, 
call SSM 

CSC / TSR – Diagnose: 
Hardware or Software 
Issue & Opens Ticket 

with 
canadaaps@dgisupply.ca 

CSC /TSR – 
Checks machine 

for Jams
Hardware Software

Parts Required – Update open ticket 
canadaaps@dgisupply with AutoCrib 

Quote – Call APS Team member to 
expedite ordering process



Call / Email from 
APS Customer

Flow of Responsibility Replenishment 
-  Off Site & After Hours

CSC / TSR – To remote 
connect via TeamViewer 

& Opens Ticket with 
canadaaps@dgisupply.ca

Problem 
Solved

CSC/TSR Proceeds 
to Customer

Follows On Site 
process

Yes

No

CSC/ TSR – Emails update to TSR, CSM, 
DSM, canadaaps@dgisupply.ca



CSC / TSR – To request quote 
from Autocrib

CSC / TSR  - Submits Quote to 
Canadaaps@dgisupply.ca

Parts Available in 
Canada?

Andreina gives parts to DGI 
708 Shipper – provides CSC/
TSR contact info

SSM –  Places order with 
parts@autocrib.com

Receiving Branch – DGI Shipper – Receives stock – Gives to 
CSC / TSR

CSC / TSR – Installs parts

CSC / TSR – Returns 
damaged / defective parts to 
branch  

Yes No

Helpdesk Requests available APS team 
member checks storage cabinet for parts

Flow of Responsibility – How to 
submit requests for standard 

replacement parts

DGI Shipper – Packages and 
ships parts out – emails waybill 

to CSC/TSR

Autocrib – emails waybill 
tracking to Kat & CSC / TSR

Ship back to Autocrib using the provided RMA 
– Within 30 days

Parts under 
warranty?Contact SSM for instructions No Yes


