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Overview

Service Channel (eSupport)
https:/fixxbook.servicechannel.com/ is an online, real time issue

reporting tool used to resolve issues for Kohl's Stores.

Procedure

e Login - Apply your Username and Password provided by
Service Channel

e Select Login (Check Remember me for automatic login
in the future)

View Work Orders (WO)
e Select Work Orders

To View WO's without a filter needed, always update to Past
Year and select Apply

**Vendors using multiple departments within Kohl's,

| | | | ServiceChannel

User ID SS0 ID

Enter User ID

Enter Your Password

Remember me

LOGIN

Forgot Password? Provider Registration

<« C @

25 servicechannel.com/sc/console/provideralp/index

IIII ServiceChannel Nork Qrders Proposals RFP

Tracking # ¥ Q
™

'd e \
( 1dients v ) ( Creation Date:Past 45 Days v )
e SN - vy

(LW Work Orders *

Confirmation Required 0

Pending Arrival

please note the different processes for receiving payment.
Kohl's Capital, New Store, Sephora, Support Services and Special projects require a PO
prior to vendor’s shipment. Kohl’s LP and Facilities utilize invoicing directly from SC.

See below for how to view the

different department details. ** o

269147514

() ARRIVED DAMAGED IN PROGRESS/KOHLS RESPONSE PENDING
EXSTING SEPHORA @ KOWLS SHOP/MAKELF/GA/E B24UTY/FIXTURE/GONDOLA & ENDCAR (GXVE EEALTY

KOMLS AT SEPHORA- FIXTURES +EXISTING®  ESUPPORT  NORMAL

2594%3

114310
KOHLS-S;

DESCRIPTION

GIVE for

NOTE 3 FEB 15, 2024 13:04 EST
Stz . thirged frem OPEN t= IN PROGRESS/KOHLS RESPONSE PENDING.
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Filter Set-up

Set-up your filters [Q]Scrvwcc(l‘anncl
(To customize your project/vendor needs — For Example - Title
“Open eSupport Issues”) LTI

e Select Past Year o
o Optional: S -
o Location ID (Kohl's Store Location ID (IXXXX) -5 :
digits
o Trade (Example — Kohls at Sephora — Fixtures, =
Purchasing/Supplies) b
Status: (Examples — Open and In-Progress)
Save Current Filter (the appropriate WO's will auto filter
by your request)

e Name the Filter (Example - Open eSupport Issues) for
future use

o Note: If you are not able to locate a WO, it could
mean your filters require adjusting. You can save

over prior filters or create as many as needed.

Work Orders

View Multiple Work Orders

1. Select the Work Orders

2. Select Search For :

3. Add the work order (ticket) numbers If pulled from - ; ER
the excel download it will automatically pull with a B Fie
character return. If manually adding, separate with :
commas or apply return)

e Select Enter(Please review duplicate WO's and indicate when applicable on the
corresponding WQO's)

TIAL/FLICKERING/OUT

KOHLS
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Status Definitions

Status Definitions
. Vendors actionable to Work Order/Ticket.

Kohl's actionable and Vendors should not adjust status but
can add a note if applicable

Definition Vendor Action Kohl’'s Action

KOHLS
Table of Contents | Page 5
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Waiting for
Approval (WFA)

Vendor has placed WO with a
proposal from Open/Dispatch
statuses already. Should a
revision be required to the
proposal, please supply a new
proposal and adjust status to
WEFA.

Vendor uploads a proposal
for replacement

Kohl's will review and issue
a PO if approved. This will
be emailed through Oracle
to the vendor. The WO will
be updated to reflect the
PO # and ship date
provided from the

Proposal.

Parts Shipped
(PS)

Vendor has shipped the
replacement materials and
applied shipping details within
the ticket

Update Shipping Details:
e Destination

e Carrier
e Shipping Tracking
#

e Update Schedule
Date with Delivery
Date

e Reschedule
Reason- Choose:
Updating to
Original Schedule
Date

Kohl's will notify the
store/contractor and adjust
the status to Leave
Feedback with the
shipping details.
e Stores/Contractors
have 30 days to
confirm receipt

Kohl's Response

Additional information is

No Action Needed.

Kohl's will carry over any
information the vendor

Pending (KRP) needed from Corporate Partner | If Vendor has additional X ; .
in order to resume resolution updates to provide, feel provided if applicable, .
process. free to share if necessary. request updates apd adjust
the status appropriately.
Proposal Kohl's Corporate has approved | No Action Needed. Order is being created
Approved the proposal provided from In a previous status as a within Oracle, please look
(PA) vendor for replacement. vendor you've already for an update shortly from

provided the proposal.

both Oracle and Service

Channel.

Table of Contents | Page 6

KOHLS



eSupport Vendor

Resource
Unsatisfactory Unsatisfactory feedback was No Action Needed. Kohlis will pu!l the tracking
provided by the Unless you have more to detail to provide the
store/contractor. offer that the shipment store/contractor further

details of who signed/when
for the materials or request
further info.

was delayed, etc. Provide
additional notes and/or
photos and adjust the
status to KRP.

Action to Work Order (WO)

Review of Replacement Part or Full Fixture Need
e Take note of the following:

O

O O O O

Description Details - Revised training has been released to all stores to ensure best
accuracy of the description details are selected for quickest resolution. Please review
and provide an update to WO.
m  Note, sometimes stores/contractors can select the incorrect description.
Please review attachments and advise.
Schedule date - Kohl's expectations is vendors response within 24 hours of receipt
+Add Note - How you will communicate with the store/contractor/Kohl's
View Details - Provides the ability to see prior communication from all parties
Attachment - Store/Contractor could provide drawings, images, BOL's. Check this
detail to ensure all parties are accurate with missing/damage details. Update with
further attachments as needed. Ensure photos are in .jpeg/jpg or .pdf format, are
less than 4MBin size, and are saved on hard drive of computer.
m *NEW?* HEIC files will now be accepted as of January 2025 (i.e. “live” photo
from iPhone).
Create Proposal - Needed inorder for Kohl's to proceed if the store requires the item
and create a Purchase Order (PO).
Kohl's Approved Item Label - Ensure following receipt of PO and replacement
shipment to store this [abel is clearlv displaved on packaaing

[) ADDITIONAL NEED IN PROGRESS/STORE RESPONSE PENDING Oct 31, 2023 16:21 EST

KOHLS AT SEPHORA - FIXTURES +EXISTING + ESUPPORT NORMAL

50 Hrs
Nov 06, 2023 16:21 EST

DESCRIPTION EXIST NOTE #4 NOV 03, 2023 14:47 EST Michelle Steuber

I :! L I - I z; KOHL'S APPROVED ITEM LABEL |

Box/Pallet 1 of 1 m H . s
Table of Contents | Page 7 ' .



eSupport Vendor

Resource

» Note #5 for 260391519 Location ID 10733

Add a Note s 2

—_

Select +Add Note

2. Select New Status - Change the Status to
Kohl's response Pending (KRP)

3. Scheduled Date - Adjust this date to the
next date

4. Add Attachment - Select a File (add
tracking, BOL, photo, installation, etc.)

5. Save and Send Note - Required to record

the new note/update.

View Details (Select View Details)

e Add a Note - from this screen, follow the
above steps if further action is required

Add Attachment (Select Attachment)

D —
Browse a file - Locate your file internally St<T
Select Upload

Download Attachments - To view previously

uploaded images, see “Download # Attachments)

Cancel Upload

+ Add Attachment
€"X Download 3 Attachments | 2

KOHLS
Table of Contents | Page 8
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Create Proposal (Select Create Proposal)

e Select Next

a. Fillin the required text on each page of the proposal (Click the arrow to move to the

next page)

Create Proposa

MNov 06, 2023 10:39 EST

e Add Project Name & Description

ot nesss marsed win an asterisk

(EX: 2024 Sephora SM Format) ;

VENDO

REQUE

WO DESC

CURS

PROJECT NAME & DESCR

m ServiceChannel’

Sephora at Kohl's eSupport
Proposal Input Screen

(*) are required.

DATE PROPDSAL NUMBER:
JCATION: Ko

IR NAME:

STEDBY:

uPTION™:

RIFTION:

RENCY";,  @USD » 0 LOCATION NOTES

Description - Description of the Kohl's needed Item
Qty - Total Quantity Needed On-site

Unit - Kohl's ltem Number ONLY (leave blank if

Sephora at Kohl's eSupport

Proposal Input Screen

exception is for a part only)

e Price - Price of replacement (No Cost

replacements - $0.01)

Al fiekds marked with an asterisk (*) are required
OfE:  Nove,2 PROPOSAL NUMBER:
LOCATION:  KOHL'S - CLAY RFP NUMBER:

VENDOR NAME:  aswani I LOCATION NUMBER:

Ship Date - Vendor's first available ship date

Click the Arrow

PROJECT NAME & DESCRIPTION"

Description

Needed Item

SHELF ENDCAP

WO DESCRIPTION:  EXISTING SEPHORA

of Kohl's  JRHWER Quantity Kohl's
pesed Part#
on-site
Step 1. Enter Matend
MATERIALS DESCRIPTION ary [ PRICE ToTAL

T " . x
ADOANOTHER 10w ymoms

S Date Vendor e

CoMMENTS Can Ship Out

TRACKING NUMBER: 2

2024_SPECIAL_PROJECT_BEAUTY_SEPMORA_SMALL_FORMAT

Total

20 x SEP-ECSH x 001 | = |00 Femove

Type Description Here | X 2= Bemove

MATERIALS SUBTOTAL 002
RUNNING SUBTOTAL 082

)

Table of Contents | Page 9
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CURRENCY

e Click Preview Proposal

PRINTING
e Choose Files - To add attachment

usD

{ Praview Proposal

Print Proposal Summary Print Full Proposal

(Another opportunity to add
Tracking, BOL, photos, Installation, etc. This is an
alternative location to also add attachments. Once
loaded in either location, the update is made to
the ticket)

e Check box - | Confirm the date on the form is
correct

e Click Submit Proposal

o Issue Status changes to

HIDE ALL SECTIONS
SPEND BY CATEGORY

SUBTOTAL
Matoriats [X7)

TOTAL PROJECT COST 042
CURREMCY uso

Chamge Proposal

PRINTING Print Proposal Summary || Print Full Propasal

Waiting for Approval for Kohl's

to review e

e Confirmation Kohl's has accepted
the Proposal
o Kohl's may adjust the status to e—
Proposal Approved (To work
offline in Oracle creating the
PO)
e Status is Changed to Vendor

Response Pending (VRP) and the PO
and proposal ship date are applied to the WO.

e Vendor Action - Please confirm receipt by adjusting the status to Vendor Coordinating
Shipment, acknowledge the PO in Oracle, and update the scheduled date to ship date per

the PO.

Table of Contents | Page 10
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NEW STATUS - Parts Shipped

e Parts Shipped - Vendor is able to share tracking details
o Allitems shipped to the store are required to have a PO #, Kohl's Auth #, & Label
attached
o Orders provide special instructions as well as labeling instructions
Select Add a Note
Select New Status In-Progress/Parts ~ Note #8 for 243784347 Location ID 10240 = amx
Shipped
o Fill in the following fields displayed
in yellow to provide the tracking
information
o Destination - Direct to Store / ;
Consolidation R .
o Carrier - Fedex, UPS, DHL, ABF, = .
Other BT
o Shipping Tracking # - Indicate the
tracking number here

o Note: If applying tracking, no need e (R
for “Note” field to populate —
o Schedule Date: Please indicate m
the on-site date the shipment o <)

will be delivered
o If you change your “Schedule

TNONEL
UFDATING TO ORIGINAL SCHEDULED DATE
e ———— S —

Date” to an earlier arrival, you T — -
will need to select: Reschedule
Reason - Select Updating to
Original Scheduled Date or appropriate response Save and Serd Note
Reporting
Reporting

(Excel download is available to sort by Project, Store, Extended Status)
o Check the radio button in red

below
Select Download B _ -
Call Date % IF Jwork Orders 1 of2p
Select All Calls (Long Format) : ;
Create Proposal -
Reports :
o Ifthe total amount of intended 20
WO's do not display, to the right 0, oronAmIsSMPS
adjust the count higher Crestedly o) 994- Sephora st Kohls eSupport

KOHLS
Table of Contents | Page 11
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View Multiple WO Tip

e Circled columns Kohl's suggests to sort by or review regularly.

Store

o Tracking
o Scheduled Date
o Status Ext.
A [ c i H 1
1(Sioen) Distriot Trade |fracking 8 Call Date by
2 T 3 EXISTING - W4 DHLS AT SEPHORA - RES + [25928es30 | WT2023] Becka. smithikohls com
3 [W0422 - Crarbeny Township PA 1 Esisting OHLS AT SEPHORA = FEXTURES +l I0NBIZ023 | haley bossingen@kohls com
4 ' - Saginaw. 2 EXISTING - W1 OHLS AT SEPHORA - S+ 1259327756 253327756 | W0EN2023] emma kremesid kohls com STOREZ W& KOHLS COM
5 [102M - Saginaw M 022 | EAISTING - W1 DHLS AT SEPHORA - FES + I0NEI2023 ] emma kremes@kohls. com S TORES M@ KOHLS. COM
6 [10ZM - Saginsw,M 022 |EXSTING - Wyl OHLS AT SEPHORA - RES+ DNE/2023] emma kremenDkohls. com; storeZ 9@ kohls. com
T 034 - Tumersulle 18 021 __|Esin OHLS AT SEFHORA - FES + (253331653 2533353 W0/1612023 JEN MCNULTY @KDHLS COM;store 3K @kohls. com
8 0394 - Bediord Hils NV 2023 |EXSTING - W/ OHLS AT SEPHORA - FES +f [Z53351191 253351131 |POTIE559 - 13 | 10MV2023| Carclina Feliz@kehis com
—— —
u - — v hs Z Al AB AC AD AE AF AG
1 Status g%_ S@META_ Reass. Date |Reass. Time |Resolution |[NTE _|Cumrency |Category |Priority D
2 INFROGRESS IFDINATING SHIPMENT 4 WN20IZ0, 374,33 ESUPPORT | NORMAL
3 | INPROGRESS | KOHLS RESPONSE PENDING TW3/2023 W2 W20, 45.04|USD ESUPPOR ORMAL
4 |COMPLETED | PENDING CONFIRMATION TW3/2023 W2 W20, 'Vour shipmer] 18.00| |EsuPPOR ORMAL
5 |INPROGRESS | VENDOR COORDINATING SHIPMENT W10v20 02120, 0.04|USD |ESUPFPOR ORMAL
6 [COMPLETED |PENDING CONFIRMATION TUNZD: 0050020 DIZTIZ023 ss}l 754.64|USD ESUPPOR MAL
7 |INPROGRESS | STORE RESPONSE PENDING BEYOND TUE/20) WNZ 20 0.00[USD ESUPFORT | NORMAL
LE _COMPLETED | PENDING CONFIBMATION 1U6/20 M2 1013/ 2073 juFall 333150 |ESUPPORT |NOBMAL
J L M N =] a R S T
1 Area hem |Problem Type Prablem Code Tag 1D [Vendor Carrier .
2 [EXISTING SEFHOPA @ KO OF | Fenure [COLLAPSIBLE TOWER 4] | ArsmationiC OLLAPSIBLE TOWER 4 STORE MISPLACED Vendor
3 [ EXISTING SEPHORA @ KO P | Foaura/GONDOUA ENOCAP (OTHER] Makoup/OTHER BOATE Verd
4 [EASTNG SEPHD O 0 mu.ﬁmnpisswmaravmjziﬁmsmm Pk HFA FAVORITES MASCARY | HAVE NOT FECEVED Vendor
5 [EXISTING SEPHORA & KD OP_| Fostura/GONDOLA CALDALIE) Shinc e lCAUDALE STORE DAMAGED Vendor
& [EXISTING SEPHORA @ KD 0P _| Aceylo ICOLLAPSIELE TOWERT) Arimaticr/COLLAPSIBLE TOWER 1 STDRE DAMAGED Vend
7 [ EXISTING SEPHORA © KX OF | Fosurs (COLLAPSIELE TOWER 1) ArinsticnCOLLAP SIBLE TOWER 1 STORE DAMAGED Vender
& [EXISTING SEPHORA & KDHLS SHOP | Acyle (BEAUTY ONTHE FLY) ArimaiionBEAUTY ON THE FLY STORE DAMAGED Vendor

Mobile App

Logging In

e Step 1: On a mobile device, download the ServiceChannel Provider T
application from the app store. Sﬁ?évxiicégpann6|
e Step 2: Login with user id and password.
e Please note: The app is helpful for adding notes and images while
at a Kohl's location. It does not allow for creating proposals and
adjusting the status.
Sort Search
e Select Sort e Typethe WO into the s€
e View Work Orders by filters provided e Select Search
ez e 1:50 9 =
SORT WORK ORDERS x —— %

Scheduled - Earliest first

Scheduled - Latest First

Store # - Closest First

Call Dale - Oldes! First

Call Date - Newest First

Priority - Highest First

Q. 261194706

Work Order Number

Service ID

Table of Contents | Page 12
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Add Note Add Attachment
e Review Description and WO details e Type details in the WO
e Select Add Note e Select Add Attachment
e No need to add an email for distribution e Take a new photo or pull from your
o Kohl's reviews tickets multi times gallery
per day
11:50 ¢ oll T 0%
ke ADD NOTE TO 261194706 o
< WORK ORDERS
] L:lgi‘F:?f'R(’ES;F/PROPOSALAPPHOVED advise.
TN# 261 :194706 ‘
WY KOS SEPHIORA FIXTURE ITEN D (FHOM..
;L);J(:vj &;OHLS BURBANK 76.14 m
Borbanic 1L 60450, US A5
e Action Required?
Schedule Date: Nov 11, 2023 at 2:04 PM
Pri JORMAL B —
X, ADD ATTACHMENT
EnEEaEa iy

Contact for Assistance

Vendors are contracted with Service Channel directly. If you are experiencing a challenge with the
product, please feel welcome to contact the following:

eSupport/Serwce Channel Support
Provider Support Hotline
Monday - Friday,8am -1 pm ET
855-899-5867
o contractorsupport@servicechannel.com

Kohl's eSupport Assistance
o General Administrative Needs/Questions - esupport.procurement@kohls.com

KOHLS
Table of Contents | Page 13
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