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MY ACCOUNT – EXCHANGE A DEVICE 

Exchange A Device 

There are three types of exchanges that can be done via My Account – even exchange, upgrade 
exchange and spare exchange.  From the Manage Devices menu, select Exchange Device and a list of 
your devices will appear.  

NOTE – With an even exchange or an upgrade exchange, when you receive the new device you 
will have the ability to activate the replacement on line via My Account as well. That option is 
discussed in the next section of this guide. 

 

NOTE:  If message forwarding is activated on a device, the forwarding must be removed prior to 
ordering shipment of a replacement device.   If exchange to a spare will retain the same pager 
number, forwarding will be retained on the new device.  If the exchange involves a number 
change, forwarding will be removed upon activation of the new device.  

 

NOTE:  Spok Mobile only service (no paging device) is not eligible for device exchange and will 
not display in the Exchange Device list for selection.   Spok Mobile w/Device service is eligible 
for EVEN Order Exchange or LIKE Spare Exchange only, but phone number selection is NOT 
allowed.  Spok Mobile service must be removed in order to process a pager number change.  

 

 Depending on the size of your account, it may be more convenient to use the Search options (located 
at the top of the page) or the Sort options for the following columns: Device Number, Capcode, Serial 
Number and Holder Name.  
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Sort By Device Number 
Clicking on Device Number will sort all device numbers by area code. 
 
Sort By Capcode 
Clicking on Capcode will sort all capcodes for the devices in numerical order. 
 
Sort By Serial Number 
Clicking on Serial Number will sort all serial numbers for the devices in numerical order. 
 
Sort By Holder Name.  
Clicking on Holder Name will sort all Holder names in alphabetical order 
 
You can select a specific device by clicking on the device telephone number to display the exchange 
selection screen as illustrated below. 
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Once you have confirmed the device is correct, the next step is to determine which type of 
exchange you need. If you select the first or second category of exchange/swap, Spok will ship the 
new replacement device to you. Remember to ship back the old, broken, out-of- service device to 
Spok so that we may update your account records. If your organization participates in our spare 
device program, you may select the last option and utilize spare devices from your stock to replace 
old, broken or out of service devices. 

 

Depending on the specifics of your contract with Spok, the exchange options displayed above may 
vary.  

 

Finally, you’ll need to select the reason for the exchange transaction from the drop-down menu 
illustrated below and Click Continue to proceed.   
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Even Exchange 

For an Even Exchange, the following window will be displayed to indicate device cost, if applicable, and 
any existing device reference information.   A similar device will be delivered with the same pager 
phone number and options as the existing device.   

 

You may click the Add/Edit Device Reference link to update the device reference details for the 
new device at this time then click Continue to proceed.  
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The Shipping/Payment Information fields will display to allow selection of a saved shipping address or 
to enter a new address and to enter a payment method if one is required at the time of order.  If your 
account has an existing credit card on file, you will be offered the Quick Pay option.   

 

 

NOTE: Only physical addresses will be displayed, no post office boxes will be displayed.  

 

The user must either select an existing shipping address or create a new one by selecting ‘Add New 
Shipping Address’.   
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Once the Shipping address and payment information (if required) has been entered, click the 
SUBMIT ORDER link at the bottom right corner.    You will be prompted to Continue:  

 

 

 
Click YES to submit the order.   A confirmation screen will display with the Order # as shown below: 

 

 
 

Click on the “Click HERE to print a return label” to access the Return Label Instructions and the Device 
Return Form. You may print the summary of the exchange transaction page to retain for your records. 
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Upgrade Exchange 
 

The second category of exchange is for an upgrade; typically, this will include an increase in 
monthly airtime charges as well as a new device that will be shipped.  During this upgrade 
exchange process, you will be prompted to select the new type of service (numeric, alphanumeric 
or two-way) as well as the type of coverage (local, statewide, regional or nationwide), usage plan 
and/or optional features and device maintenance.  You will also be prompted to either keep your 
current number during the exchange or to assign a new pager number for the new device.  
 

NOTE – Message Forwarding MUST be removed from the device prior to ordering.  Message 
Carbon Copy may remain on the device during the exchange.   
 
 

Spare Exchange 
 

The final category of exchange is using a spare device if your organization qualifies for and 
participates in the spare device program. Once Spare Exchange option and Swap Reason has been 
selected, click Continue to proceed.  A list of your available spares will appear as shown below.    
 
To select one, click on its capcode or serial number.  Devices that are the same type as the existing 
device will be indicated with “LIKE” in the exchange column.  Upgrade/Downgrade options are 
indicated as “UNLIKE”.   
 
Remember, when performing a spare exchange transaction, the new into service device will be 
sent a test page to complete the transaction so remember to put a battery into it and that it’s in 
the “on” position. 
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If a LIKE spare device has been selected, the following window will display to confirm the selection.   
Click Submit to complete the transaction.   
 

 
 

You may be allowed to select/modify the Domain (for text messaging devices) and Device 
Reference (holder and up to 2 device reference fields may be available as shown below) for the 
new device.  
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The following confirmation screen will display upon successful activation:  
 

 
 

If an UNLIKE spare device has been selected, the device detail screen like the one below will display 
where you may be directed to select from available Coverage, Usage Plan, Optional Features, 
and/or Device Maintenance options.  You will be prompted to either keep the existing pager 
number for the device or have a new pager number assigned.   
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The last section of the screen may allow for additional selection/modification of Domain (for text 
messaging devices), Device Reference (holder and up to 2 device reference fields may be available 
as shown below) and Information Services for the new device.   
 

 
 

 

Once all available selections have been made, click SUBMIT ORDER to continue.  You will be 
prompted to confirm the exchange to the spare device:  
 

 
 

Select NO to remain on the Swap to Spare screen.  Select YES to activate and send a test page to 
the device. The following confirmation screen will display the new pager phone number assigned to 
the device.  
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