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S U C C E S S S T O RY

Canon U.S.A. is a global imaging technology

powerhouse, with an extensive product line and

digital solutions that enable businesses and

consumers worldwide to capture, store, and

distribute information. The company is listed by

Fortune as one of the “most Admired Companies 

in America,” and is ranked number 43 on the

Business Week list of “Top 100 Brands.” Canon 

has been a market leader from its beginnings as a

camera manufacturer, to its move into imaging

systems, and to its current product offerings of

digital multifunction devices.

A comprehensive network of dealers across the

United States sells and provides first line of support

for these increasingly sophisticated products. In

order to provide superior support to these dealers,

Canon U.S.A.’s support team needs reliable and

sophisticated technology to manage the support

process. Brian Wrage, Director of Technology

Systems and Technical Support at Canon U.S.A., 

is responsible for a team that provides all front-line

technical support and electronic technical support

delivery to dealers for the Imaging Systems Group

products. In addition, he manages a team that 

plans, designs, develops, and deploys specialized

applications in support of the division.

Zooming In On Superior Customer Support

Previously, Canon U.S.A. had two support teams.

Although one team focused primarily on connectivity

issues and the other on hardware, there were areas

of overlap. In 2000, in conjunction with consolidation

of these two teams, Canon U.S.A. sought an

application to function as the front-end call-tracking

tool to encompass the life cycle of problem

escalation, while also providing multi-channel

blended support. In addition, Canon U.S.A.

decided to implement clearly defined processes 

to reflect best practices in problem resolution. 

The Systems and Technical Support Division of

Canon U.S.A. selected Remedy Customer Support

for the comprehensive front-line solution, primarily

due to the application’s abilities to track issues and

provide notifications, as well as its flexibility. “The

ability to make changes rapidly and to customize the

environment was critical,” stated Wrage, “because 

if the software doesn’t meet the unique requirements

of the business, the end user will resist it.”

The first phase of the implementation was small,

concentrating on building the consolidated call

center’s technical support process in one system, 

with the ability to track the transfer of the issue to the

field. Following this initial success, Canon U.S.A.

moved to an ambitious second phase, making the

field an integral part of the escalation process using

wireless technology through cell phones and laptops.

Now, escalations from the call center are immediately

sent to a field discipline specialist or a field manager,

so that critical information from the ticket is readily

available. A field expert can often resolve the issue

via phone, eliminating the need for a costly site visit.

If a customer site visit is required, and the field

expert finds an issue not previously uncovered, the

ticket is escalated to engineering. If categorized as a
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Key Benefits

> 88 percent customer satisfaction rates

> 96 percent first-tier call resolution

rates

> Staff redeployed from less active

areas to pressure points

Business Profile: Canon U.S.A., Inc.,

headquartered in Lake Success, New

York, is a leader in professional business

and consumer imaging equipment and

information systems. Its extensive product

line and digital solutions enable

businesses and consumers worldwide to

capture, store, and distribute information.

The company has more than 10,000

employees in North, Central, and South

America and the Caribbean.

Geography: North America

BMC Software Solutions

> Remedy Customer Support

> Action Request System®

“We implemented Remedy and then

began to analyze the data to get a true

picture of our business, who our

customers are, and where the requests

for work are coming from. We re-

deployed resources from areas which

were slower than we thought, to areas

that are much busier than we originally

envisioned.”

Brian Wrage
Director of Technology Systems and
Technical Support 
Systems and Technical Support Division 
Canon U.S.A.


