Triage Walk-in



Input(s) to the process:

-------------------------------------------
· Customer information
· Nature of visit
Output(s) from the process:

-------------------------------------------
· Customer notification

· Helpdesk ticket
· Information routed to appropriate department

Process end state(s):

-------------------------------------------
· Request was completed.

· Request was forwarded to appropriate department

Assumption(s) and General Note(s):

-------------------------------------------
· Customer information could refer to who and where.
· Nature of visit could refer to what, why, when, and where.
Supporting Document(s):

-------------------------------------------
· ITS Confidential phone list
Event(s):

-------------------------------------------
· A request for service was received by the TSS department via walk-in.
Process Steps:

-------------------------------------------
	STEP
	DESCRIPTION
	TECHNOLOGY
	JOB TITLE

	1 
	Greet Customer
Welcome customer, smile, introduce self, and provide departmental information.  
Note: 

· This greeting varies depending upon the staff member answering the phone.

	
	Technology Support Services Staff

	2 
	Analyze Reason for Visit
Listen to the customer to determine nature of visit.  Ask for additional information such as who they are, what the request or problem is, where the request or problem is occurring, when the request or problem occurred, and why the problem occurred.  
Determine priority for request.
Determine who is responsible for request.

Based on the priority of the request and who is responsible establish if staff can complete request.
If request can be completed by staff, continue with step 3, Complete Request.

If request cannot be completed by staff, skip to step 4, Determine Need for Helpdesk Ticket.

Note: 

· The priority varies depending upon the staff member analyzing the request.
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	3 
	Complete Request
Perform actions required to fulfill customer request.  Examples of actions frequently performed are creating a Helpdesk ticket, sending an email, making a phone call, or providing information.
Some staff make a note to complete request at a later time.

Note:
· There can be a delay in the completion of step 3.  The completion of the request may happen at any time during the process.
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	4 
	Determine Need for Helpdesk Ticket

Determine whether there is a need to create a Helpdesk Ticket.
If there is a need to create a ticket, continue with steps 5, Conclude Call and 6, Create Helpdesk Ticket, (in whichever order is appropriate).

If there is no need to create a ticket, continue with only step 5, Conclude Call.
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	5 
	Conclude Visit
Thank customer for visit and end conversation.
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	6 
	Create Helpdesk Ticket
Create a Helpdesk ticket for recording or tracking purposes.  

Note:

· Directions for completing this step are laid out in the Create Helpdesk Ticket process.
· There may be a delay in the creation of the Helpdesk ticket.
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	7 
	Identify Whether Request was Completed
Determine whether staff assisting customer was able to complete request or if request needed to be routed
If staff person assisting customer was able to complete request, process is complete.
If staff person assisting customer was unable to complete request continue to step 8, Route Request.
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	8 
	Route Request
Route request to appropriate department or individual for service.  Routing can be performed, in person, via Helpdesk ticket, email, written note, phone call, physical mail, instant messaging, or text messaging.
Note:

· This step can be completed by routing internally or externally. 
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