
Answering a Helpdesk call
When a user contacts the helpdesk via the phone or via email, first of all identify if the person has a post-sales problem with an existing installation, a pre-sales problem, or an installation problem.
Post-sales problem

· If it is a post-sales problem, we need to determine whether the caller could log the call with our helpdesk, or contact the Xerox helpdesk. 
Pre-sales problem

· If there is a pre-sales software bug then the helpdesk call needs to be logged against the company name making the sale (ePrint, Xerox, Canon, Danwood etc) because the end customer will not yet be in our Helpdesk database.

Installation problem
· If a Xerox Analyst is on site and needs help on the phone with installation or configuration, we should log the call against the Xerox Country and try to help. But if the Analyst is simply logging a post-sales problem on behalf of their customer, they should be directed to their Xerox Helpdesk.
This document will outline the process that will ensure that customers are directed to the correct helpdesk and, if we need to log a call, all the required information is entered into Bridgetrak 
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Identify the caller, or email sender
As soon as possible, inform the caller that you would like to find their details in our Helpdesk database. It is important to get this information as early as possible.

Click the “Find Contact” button in Bridgetrak.
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Enter part of the Customer Name or Contact Name and click “Search.  Find the customer name in the list, and highlight the Customer Name with no Contact Name, then click “Select”.

It is important to make sure that the correct record is selected. The record with no Contact Name is the one for the company. All Helpdesk calls need to be logged to the company, not the contact at that company.

Check the Support Expiry date
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Helpdesk support of post-sales problems is for existing customers with valid support contracts only. If the support contract has expired, explain to the caller (or reply to the email) that “they do not appear to have a valid support contract”. 

Post sales issues can only be logged in Bridgetrak for existing customers with a valid support contract. Pre-sales problems need to be logged against the company selling our software, e.g. Xerox NL, Xerox UK, Danwood
If the customer does not have a valid support contract, go to page 21
If the customer does have a valid support contract
Find which helpdesk they should be calling
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Click on the “Assets” tab and double-click the product the customer is having problems with.
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Check the “Vendor” channel. If it is Xerox, then the helpdesk call must first be placed with the Xerox Helpdesk. 
Xerox Helpdesk Numbers

	Country
	Xerox Helpdesk Number

	
	

	Austria
	01 207 9000

	
	

	Belgium Flemish
	02 713 14 53

	
	

	Belgium French
	02 713 14 52

	
	

	Denmark
	70 111 441

	
	

	Finland
	09 6937 9696

	
	

	Ireland
	1890 925 050

	
	

	Luxembourg
	480123

	
	

	Netherlands
	0206 563620

	
	

	Norway
	815 00 074

	
	

	Sweden
	0771 577 055

	
	

	Swiss German
	043 299 9003

	
	

	Swiss Italian
	043 299 9005

	
	

	Swiss French
	043 299 9004

	
	

	France
	0820 045 045

	
	

	UK
	0870 241 1975 or 0870 900 5501

	
	

	Germany
	0180 500 4392

	
	

	Italy
	199 112088

	
	

	Spain
	912 702 530

	
	

	Portugal
	207 026 2320


· All new calls from Xerox customers need to be placed with the appropriate Xerox Helpdesk. Inform the called of the correct phone number or send it in the email reply, and do not log the call in Bridgetrak.

· If a Xerox call has been escalated to us from the Xerox Helpdesk, we need a record of the Xerox Helpdesk number in the “User Field” tab. See Page 15 for details. 

Creating a Helpdesk Issue
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Click the “Issue Hx” tab to see if a Helpdesk Issue has already been created, or click the “New Issue” to create a new one. Double-click an existing issue to open it.
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In the New Issue window enter the same Customer name. 

[image: image7.png]BridgeTrak Issue Management System (BridgeTrak Helpdesk (SQL Server)) - ePrint Direct Ltd

Fle Edt Vew Toos Modues Setup

Window Help

e @ o

Setup Customer.

Laceneral |gcmms || ser Fgs | 2 omments | _btssuo | - Jassets | | atechmerts | 1 |

B

=2 & o

4

Customer Functions

I 5ave Customer

© addContoet

Customer Code: 201

Support Begins:

200472005

@ EmaiConact)

Customer Name:

[Oriversiy of Phmouth

Support Expiatior:

T9/04/2008

Issue Report

Address 1

Addess2
»lsue

Ciy:

Issue Management - New lssue

7 Dot

3 User Flds | | Desc/Resolution

Attach

| @ik | Rrate | 0 |

Issue Number:
State / Province:

Received:
Zp/ Posta Cade: I
Couriry Py
Categor

Item:

Entered By: [P

0770272006 145340

Customer

Customer:

Uriversiy of Pmouth

Contact:
Phone:

b Douglas
[Name.

Asioned To
St
CallTne:
Wk Tie:

Time Spent

I

00000718 Step

00000000 | Stat

00000719

Dept

Francis Reis
Phil Richards

Dough

T T

Resolion-

Days Hous Mins

Resalved:

Resalved By

0070070000 06:00:00 sz

o
© Pem " Temp

Paul Clark

Open Red Alets: 1 Al Open: 41





When the correct Customer name is displayed, hit the Tab Key and find the correct Contact name from the drop-down list below it. 

Creating a new Contact
If the contact name is not on the drop-down list, type it in the Contact field and hit Enter
[image: image8.png]2) The ContactPaulClrk doss ot et Woud you ke t add s cotact o the custoes Universty o Pymout





Click “Yes”
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Enter the contact details for the new customer, and click OK. 
Make sure that the following minimum information is entered:
· The contact name

· The phone number or mobile (cellular) number

· A valid email address to keep the customer updated on the progress of the issue

Selecting an existing contact
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If the correct Contact name is in the drop-down list, click the “Open” button next to the name, then click the “Open Contact” button.
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Check with the caller that the Phone and email details are correct.
Priority of helpdesk calls
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In the Priority field, enter to correct priority code:

· Red Alert: This is a problem that will affect all our customers immediately and will have major significant impact. A Red Alert problem fix takes precedent over any other problem fix.  
· No Work Around: A problem that can’t be resolved without a bug fix. 
· Work around: A problem that can be worked around by explaining a procedure to the customer. A work around does not fix the issue because another customer may face the same problem.
· Feature Request: The reported problem is caused because the software is not able to do what the customer would expect it to do. This may be something that is missing form the software that a normal customer would expect, or if could be a request for a “nice to have” feature that would enhance the product. All feature requests need to be logged.
Entering the call details
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Select the Category that describes the problem best or select “Other Issues” if there is no clear and obvious choice.
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Select the product that has the issue.
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Assign the Issue to the person responsible for sorting out the problem.
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Set the Status to “New Call”
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Enter a brief summary of the problem as reported by the user.
Sales Channel
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Set the Location field to the channel the product was supplied through, and country code where applicable.

Details of the issue
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Click on the “Desc/Resolution” tab and enter the details of the Issue. 
Start the detailed notes with the date in the format DD/MM/YY followed by your initials.

User Fields
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In the “User Fields” tab enter the details of the call:

· Application: Leave this blank. This field was used to log the user’s Windows application that was used when the problem was seen (an example of this would be “Microsoft Word” if there was a problem creating a PDF, from Word) but a better place for this information is in the “Desc/Resolution” tab
· Operation System: The Windows version where the problem showed up

· OS Language: The Language version of Windows. Some customers may have installed an English version of Windows but have chosen to switch their display to another language. In this case, leave the OS Language blank and enter this information in the “Desc/Resolution” tab.
· Support Feedback: Not used, leave blank

· Software version: it is essential that the version of the software that has a problem is recorded here. If this information is not available at the time of logging a new Issue, the caller must be informed that no work can be carried out until this information is known.
· Xerox Call Ref No: All helpdesk calls from Xerox customers should be placed first with the Xerox Helpdesk. If the call has been escalated by Xerox, we must have the 
· Xerox call reference number. 

Helpdesk Call Number
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Click on “Save Issue”. This will generate a new Issue Number. Click on the “Issue” tab to display the Issue Number. Inform the caller of this “Helpdesk Issue Number”.
Email call details
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Click on “Email Contact” to send the person who raised the issue and confirmation email.
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Click on the “Send” button
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Outlook will display a warning message. Click on the “Yes” button to send the email.
Saving an email associated with a Helpdesk call
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If the Issue is being raised from an email, the email must be stored separately in a sub directory of S:\Customer. In the email, click on “File / Save As”
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Set the Message “Save as type” to “Outlook Message Format”
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In S:\Customer, find the correct customer directory, or create a new one by clicking the “New Directory” icon
[image: image28.png]) Universy of Pymouth

)

My Recent
Documents

My Network.
Places.

File pame:

Save as type:

RE Remote Printer Assistant.msg

Outlook Message Format (%msq)





When the correct Customer directory has been found or created, find or create a sub directory for the new or existing Issue. The sub directory format should be “CallRef XXX” where XXX is the Call Reference number
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Save the email in the correct CallRef sub directory.

If the customer does not have a valid support contract

· Find the customer entry in Bridgetrak. See page 2 for details.

· Do not open a new call in Bridgetrak. Click on the “Comment” tab and enter notes on the call in the following format:

07/02/06 PC (DD/MM/YY Your Initials)

Call from Mr User who needs help in evaluating RemotePrinter. I informed him that they do not appear to have a valid support contract, and that someone will call them back as soon as possible. Email sent to Paul to call him. His number is 01707 123456

· Explain to the customer that you can only take calls from customers with valid support contracts, that one of our sales team can contact them if they wish to purchase a support agreement.

Non contract customers and non technical issues

Non contact customers may need a sales call to offer a service contract. For this, we will not use Bridgetrak, but assign a Task to the person who should call the customer back.

This can also be used for non technical issues.
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In Outlook, click on “Tasks” the “New”
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Fill in enough information to identity the customer and contact him and click on the “Assign Task” button. 
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Fill in the “To” field and the “Due date” you would like the selected person to call the customer back, and then send the Task request. This will end a Task Request by email, and keep you informed on the progress of the Task.
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