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Customer Service Fax (03 9222 9888)
We receive numerous faxes to the general Customer Service fax number for other departments as well as individuals within MYOB.  The following document outlines the correct procedures on where to send correspondence for other departments when you receive them.
Processing Team

The only faxes you may send directly to the Processing Team (Without having to send through your Team Support Specialists) are as follows:
· Monthly Billing Applications
· Monthly Billing Cancellations
· Monthly Billing Change of Credit Card Details
Any queries you would normally send to your Team Support Specialists will still need to be sent via the Team Support Specialists and NOT to the Processing Team directly. Such enquiries include:

· Monthly Billing Enquiries

· Missing Payment Enquiries

· EFT Payment Details

· EFT Payment Enquiries

· Pro-forma Invoice Requests 

· Refund Enquiries

To forward a fax to the Processing Team or your Team Support Specialist, you must select ACTIONS from the File menu then select FORWARD.  If you select the TRANSFER then ORDERS option within the fax server the fax will not be received by the processing team.
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When you forward a fax to the Processing Team or Team Support Specialists, please ensure you enter a comment in Reggie stating you received a fax regarding…… and that you have forwarded to the relevant department. Also ensure the customer serial number is added to the subject line with a brief description of what the fax is. 

Eg: Monthly Direct Debit Cancellation 123412341234.

Once you have forwarded the fax, you will need to enter the customers Serial Number in the fax and then complete the fax.
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Team Support Specialists

We often receive faxes from customers who have been asked to fax in requests that must be handled by our Team Support Specialists.  Such requests include, Company File re-activations, missing Bpay transactions, multiple charges, etc.  We need to forward these to CSR Team Specialist Requests.  

Reseller Enquiries

The below enquiries should be forwarded to the Resellers inbox:

· Any Reseller Orders including Professional Partner Orders

· Full Stock Orders

· RA Requests

· Credit Claims

· Commission Claims

· Stop Supply Notifications

· Enquiries relating to any of the above

Once you have forwarded the fax, you will need to enter the customers Serial Number in the fax and then complete the fax. (See image above.)
Technical Support

We often receive faxes for Technical Support to the Customer Service fax.  When this occurs you will need to again select ACTIONS then FORWARD and select TSR Transfers/AU/MYOB or tsrtransfers.au@myob.com.  Again once you have forwarded the fax, you will need to enter the customers Serial Number in the fax and then complete the fax. (See above image)
Datafile Repair Team
Customer will often sent their Serial Number Removal forms, Password Extraction forms, etc to the 03 9222 9888 fax number instead of the correct number being, 03 9222 9895.

To forward a fax to the Datafile Repair team we are able to use the TRANSFER feature within the database.  Once you have the relevant fax open, click on the TRANSFER button and select the Datafile Repairs SME option.  You will then receive a message that the fax has automatically been transferred to the Datafile Repair team.
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Individuals in other Departments

We often receive faxes marked to the attention of individuals within MYOB.  As people in other departments do not necessarily have access to the Customer Service fax database we should only use the ASSIGN TO feature when assigning faxes to Inside Sales Representatives, eg Madagascar, Siberia and Brazil.

Select ACTIONS then FORWARD and send to the relevant individual.  Once you have forwarded the fax please ensure you complete the fax.

RetailManager Customer Service

To forward a fax to the RetailManager Customer Service team we are also able to use the TRANSFER feature within the database.  Once you have the relevant fax open, click on the TRANSFER button and select the RetailManager Segment option.  You will then receive a message that the fax has automatically been transferred to the RetailManager team.
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Accountants Division

Occasionally we will receive faxes for the Accountants Division.  Select ACTIONS then FORWARD and select Accountants AU/AU/MYOB or accountants@myob.com.au.  Once you have forwarded the fax please ensure you complete the fax.

Customer Service Inbox (customer_service@myob.com.au)

We receive many emails in the Customer Service inbox for other departments as well as individuals within MYOB.  The following document outlines the correct procedures on where to send correspondence for other departments when you receive them.

Processing Team
The main emails we receive for the Processing Team will be a reply to an email a Processing team member has sent out.  Eg, An email requesting confirmation of whether they want annual or monthly cover or asking for the correct credit card expiry date.  These emails are to be forwarded to the Processing Team by entering Processing Team Mailbox,  

We will also occasionally receive an emailed request to cancel a monthly billing support contract.  

When you forward an email to the Processing Team, please ensure you enter a comment in Reggie stating you received an email regarding…… and that you have forwarded to the relevant department. 
Resellers

The below enquiries should be forwarded to the Resellers inbox by emailing Resellers/AU/MYOB:
· Any Reseller Orders including Professional Partner Orders

· Full Stock Orders

· RA Requests

· Credit Claims

· Commission Claims

· Stop Supply Notifications

· Enquiries relating to any of the above

Technical Support

We often receive emails for Technical Support to the Customer Service inbox.  When this occurs you will need to forward the email and select TSR Transfers/AU/MYOB or tsrtransfers.au@myob.com.  

Accountants Division

Occasionally we will receive emails for the Accountants Division.  You will need to forward the email and select Accountants AU/AU/MYOB or accountants@myob.com.au.  

RetailManager Customer Service

When we receive emails for the RetailManager Customer Service team, we need to forward these to RMSales or rmsales@myob.com.au
Team Support Specialists

We often receive emails from customers who have been asked to email in requests that must be handled by our Team Support Specialists.  Such requests include, Serial Number swaps and de-registrations.  We need to forward these to CSR Team Specialist Requests.  

When you forward an email to the Team Support Specialists, please ensure you enter a comment in Reggie stating you received an email regarding…… and that you have forwarded to the Team Support Specialists. Also ensure the customer serial number is added to the subject line with a brief description of what the email is. 

Eg: Company File Reactivation 123412341234.

Partner Team

We often receive emails from our MYOB Partners.  When forwarding emails to the partner team please ensure you select the correct email address.

· PA Partners inbox (PApartners@myob.com.au)
Is for PAC/PPMRS customers

· Partners inbox (Partners@myob.com.au) 
Is for Education (EP) 

Developers (DEV) 

Bookkeeper members (BKMRS)

· CC Partners (CCpartners@myob.com.au) 
Is for CCMRS members.

· RMP Partners (RMPpartners@myob.com.au) 

Is for RMPs.

