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Policy:
Describe case flow between tiers
Purpose:
Define acceptable process and time for case handling
Scope:
Customer Support.
Responsibilities:

CSE – Customer Support Engineer
Customer Support Engineer works with customer complaints

Definitions:

CS Engineer – Customer Support Engineer

SME – Subject Matter Expert

CRM – Customer relationship management

CS Priority – Customer Support Priority

Tier Level of Customer Support – Tier 1 to Tier 4

Procedure:

1.0
Case picked up by Tier 1
1.1 Tier 1 CSE picks up case via Q, phone, email, chat or VidyoChat
1.2 T1 CSE will assume case ownership 
1.3 T1 CSE will indicate that they are starting work on the case.
1.4 T1 CSE will check coverage entitlement
1.4.1 If no entitlement, customer will be notified.

1.5 T1 CSE will evaluate and gather info up to 30 minutes
1.6 T1 CSE will asses if case is S1/S2

· If case is S1/S2 proceed via S1/S2 Process description.docx
· If case is RMA/ARMA/DOA, will send for RMA approval and follow CS RMA Process.docx

1.7 If case is regular RMA/ARMA/DOA, will send for RMA approval and follow CS RMA Process.docx

1.8 If the case is addressed within 30 min – T1 CSE will note an action item for the customer or close the case (see case_closure_process.docx)
1.9 If the case is not resolved within 30 min – T1 CSE will request advice from T2 or T3 and work the case for up to 30 more minutes.

1.10 If the case is not resolved within 60 min – T1 CSE will move to T2 Q and update priority of case if needed
2.0
Case picked up by Tier 2
2.1       Tier 2 CSE will pick up case from T1 and assume ownership of case.
2.2       T2 CSE will indicate that they are starting work on the case.

2.3       T2 CSE will investigate and add additional data for up to 30 minutes

2.3.1 If the case is addressed within 30 min – T2 CSE will note an action item for the customer or close the case if resolved (see case_closure_process.docx)
2.3.2 If the case is not resolved within 30 min – T2 CSE will request advice from T3 and work the case for up to 30 more minutes.

2.3.3 If the case is not resolved within 60 min – T2 CSE will move to T3 Q

2.3.4 Advise customer about moving to T3

2.3.5 Summarize case and migrate to Tier 3 and update priority if needed.
3.0  
CAse picked up by tier 3
3.1
Tier 3 CSE will pick up case from Tier2
3.2
T3 CSE will pick up case from T2 and change ownership of case.

3.3       T3 CSE will indicate that they are starting work on the case.

3.4
T3 CSE will review the case notes and determine if all data is present to continue work
3.5
T3 CSE will investigate and add additional data 

3.6
If the case is addressed within 45 min – T3 CSE will note an action item for the customer or close the case if resolved (see close_case_process.docx)
3.7    If the case is not resolved within 45 min – T3 CSE will consult with SME/QA/RND.

3.7.1
If T3 CSE can resolve or additional work is needed - continue working as long as needed.

3.8
Move to QA with updated priority if needed and update customer:
· bug was identified

· Environment needs to be reconfigured
· Unable to identify the issue, migrating to Tier4/QA
5.0
Customer Updates

5.1
Tier 3 CSE will update case when QA updates case on:

· Requests for further info/data

· RND finds

· Product Scheduling

· GA notification

5.2
Tier 3 CSE will request updates from QA or Product when customer requests an update and will communicate:

· RND status change

· Product Scheduling

Effectiveness Criteria:

· Duration of case handling between each tier and agent
· Case age report
· Dashboard SLA and Reports

· CS case idle time 

References:

A.
[Standard, law or regulation]

Paraphrase what this standard, law or regulation says.

B.
[Other Procedures, documents, etc]

Paraphrase what this reference is about.

Forms/Records:

	Form #
	Record/Form/Activity Name
	Satisfies Clause

	Required by Standard

	XXXXX
	Record
	

	Other Forms/Records

	XXXXX
	Record
	

	XXXXX
	Record
	

	XXXXX
	Record
	


Process Map:

[ID] [Procedure Name] [Revision]
page 1 of 4

page 2 of 4

Vidyo Proprietary Information



