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Dear CareFusion Customer,

Welcome to the Alaris® products family. We are the Customer Advocacy team within CareFusion that will provide long-term support after implementation.

Customer Advocacy is your voice within CareFusion. We provide insight and assistance with any performance concerns that you may encounter with our infusion products. Our goal is to ensure that you have a positive experience with CareFusion. Our team is located in San Diego, California, and comprises Clinical Support and Technical Engineering.
Clinical Support Team

Clinical Consultants have been directly involved in your implementation, and your future sustaining support will be performed by the Customer Advocacy Clinical Support Team. This team is your first point of contact, and is staffed by full-time professional nurses who will provide you with the clinical support you need. This includes user feedback, assistance with product performance issues, clinical research, and answers to clinical questions. The Clinical Support Team additionally performs site visits as needed.

When contacting Customer Advocacy for assistance with evaluating or troubleshooting a patient event, providing the information listed in Customer Advocacy Attachment A will help to expedite the investigation process.

Technical Engineering Team

While the Technical Support Team is your first line of support for maintenance, service, and troubleshooting information, the Technical Engineering Team within Customer Advocacy investigates the root cause of product and system issues. This team is charged with providing you with responses from fact-based analyses. The team uses its dedicated Failure Investigation Lab and systems engineers to conduct failure investigation. The Technical Engineering Team additionally performs site visits as needed.

You may contact the Clinical Customer Advocacy team by telephone or email. The toll-free phone number is 888.812.3266. Our office hours are Monday - Friday, 7a.m. to 5p.m. Pacific Time and during regular hours we will respond to your request within 24 hours. If you have an urgent/emergent need of clinical support, you can also page us 24 hours a day, 7 days a week at 888.812.3266. We will make every effort to return urgent calls within 30 minutes. You may also contact us via our email address customerfeedback@carefusion.com or our website http://www.carefusion.com/alaris/advocacy/ - “Contact Us.”  We will respond to contact requests by the next business day.

We are glad to have you as a new partner.

Best Regards,

	Rosemary Mulvaney
	Mark Tarby

	Clinical Director
	Vice President

	Customer Advocacy
	Customer Advocacy
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	Customer Advocacy Attachment A


IMPORTANT INFORMATION WHEN REPORTING PATIENT EVENTS

When contacting Customer Advocacy for assistance with evaluating or troubleshooting a patient event, providing the following information will help to expedite the investigation process.

· Description of event

· Date of event 

· Time of event 

· Equipment: model number; serial number for devices and lot number for IV Safety Set (Disposable)

· Medication or fluid infusing

· Medication/fluid concentration 

· Intended programming 

· Effect on patient from event.  For example: vital sign changes, patient required additional medications to counteract the event, etc.

· Is all associated equipment available for investigation (examples: disposable set, syringe if syringe or PCA module, programming module, etc.)?

· Is data set available (device event log review only)  

· Clinical contact in case additional patient info is needed
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