Question directly Question To PC I _
to IS/DA Question To HELPDESK
|

Is a question DA knows
for you? the answer

No ‘ No

Question Associated to
a phase-1, phase-2 ?

Take the call and
answer
(with help if needed)
If it is phase-2 related,
CC prop-history

lNo

Yes Forward it to
HELPDESK

Answer and
close the call

Assign the call

Do you know who

should take this call? Send it to

the right person

Senditto CS lead or to
CS/IS if already identified.

Question Associated to
a phase-1, phase-2 ?

[duplication, TAC compliance

Forward it to and changes always to the CS Lead] Send it to
HELPDESK No CS lead,reply and
Check expertise close call

list

There is a
good match and the
person is available

Assign the call

All interesting questions should be posted in the BB
(be aware of proprietary issues, check with Team lead If in doubt) \

Ask the
Team Lead

In case of doubts contact the Help Desk lead
or the AWT team lead.

Tracking system:

The CS lead should assign calls to CS/IS only. It

is responsibility of the CS/IS to reply to the GO. Q & A in the prop-history
If needed he/she can ask team members with proper expertise .
to provide input for the answer. Q & A in the Helpdesk database
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