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Dispatching cases to Local IT

Copy and paste the following information into Remedy 7:

1. Contact Name:2. Primary Phone for Contact *or* Primary
Contact Method, whichever works the best:3. Current Location:4. Is
this a Cisco Asset?

5. Model:6. Is this your only machine you can work on?7. What
operating system is on the computer?8. Is this a Cisco-imaged
machine?

Once you have determined that you must hand offa case to Onsite
Support, you must then dispatchto the appropriate Assignment
Group.
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Choosing Correct TheaterFor the U.S.:

SJ and MilpitasGFS-LIT-AMER-US-SANJOSE

All other US and outside SJ locationsGFS-LIT-AMER-US

All Canada locations - GFS-LIT-AMER-CANADA

Most of the dispatching problems can be avoided by simply asking
the exact locationof the client while you are speaking to them.

Just because it shows the clients location as SJ in the
directory, it does

not mean that is where they are at this particular time. ie:
(They could be inRTP for training).

Location means.

State/Province, Building, Floor and Cube number.

This MUSTbe stated in the Case Notes.

RememberIf its not documented , it did not happen!!

Also, NEVER yank or reopen a case that has been assigned to LIT.
If you want to updatethe case notes, that can be done without
reassigning the case to yourself.

When this happens, see me or another Lead. This process involves
posting in the daily U1Chat to advise the dispatchers the clients
issue has not been resolved.
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Choosing the Correct Urgency

A case should be coded as a U1 if ALL of the following are
true:

1. The client's machine is completely inoperable.

2. The client is at a U.S. Campus Location, as described
below:

You verify that the client is at a Campus or Remote Site by
checking the


http://workspace/Livelink/livelink.exe?func=ll&objId=21017023&objAction=Open

3. No workaround exists (i.e. client has another computer or
otheravailable solution.)

For Remote Sites (U.S. only), U2 Local IT support is only
available if themachine is completely inoperable.

All other cases are the normal U3 priority.

http://workspace/Livelink/livelink.exe?func=ll&objId=21017023&objAction=Openhttp://workspace/Livelink/livelink.exe?func=ll&objId=21017023&objAction=Open
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Cases in Deskside Queue

1. When a client calls in to GTRC and their case has been
assigned to aLocal IT tech--there are only 2 ways of handling
this.

a. If there are absolutely no notes in the case from the
assignedtech, indicating that no work has begun, you are permitted
totake ownership of that case, onlyif you are going to resolve it.
You

MUST send an email or a WEbex message to the owning tech
asnotification. Also document it in the case notes that you have
contactedthe local tech. I do not advise copying the message into
the case notes.Just document the contact. If its not documented, it
didnt happen! Youmay also contact a Lead to notify one of the
dispatchers. (My preference)

b. If you see in the case notes that the first contact attempt
hasalready been made or any attempt or work thereafter, DO NOT work
thecase. Refer the client to the owning tech and post the case
number inthe Daily Chat to let the CCOM dispatchers know the client
is calling in.
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2. NEVER, EVER assign a case directly to a Local IT tech---even
if the clientinsists. You may document the client's request in the
case notes and also theSummary line. The CCOM dispatcher will see
it. ie, client requests dispatch tolocal tech, Donna Hoffman.

3. DO NOT EVERgo back and change the Urgency of a case once it
hasbeen created or dispatched. If a client calls in to you after it
has been dispatched,refer to the U1/U2 dispatching process for
escalating U3 deskside cases. Again,NEVER CHANGE A CASE URGENCY no
matter how much the client begs.

4. If a client or local IT technician calls to have a case
created for work that was

already completed. PLEASE CREATE THE CASE and send it to the
appropriateAG for dispatching. This will document that the work was
done and help withfuture cases. Remember, LIT techs can not create
cases or reassign cases todifferent AGs, they only update cases or
work their own cases. CCOMdispatchers can only reassign cases back
to the GTRC-StdApps AG.

Cases (continued)
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Mandatory U1/U2 Dispatching Process

When a client constitutes a U1 or a U2, enter into the case
notesthat you are posting the case to the U1/U2 (P1/P2) chat. DO
NOTFORGET to go to the chat to report it. Always assign the proper
urgencyto the case BEFORE saving the case.

1. The U1/U2 Daily Chat is not for technical or procedural
questions

to be asked by a GTRC analyst. This chat was created for the
solepurpose of posting all high urgency cases and U3 cases that
clientsare requesting to escalate. This is causing a heavy burden
on thedispatchers who need to monitor and then respond to thequeue.
The things required for a posting are:

a. Case number, Case Urgency, Location of client (SJ or AMER

only), and the Problem - the simpler, the better for
dispatchers.

Example:

INC000012345678, U2, SJ, laptop will not boot.

No need to write a book!
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Mandatory (continued)

1. ALL U1's and U2's MUST, MUST MUST BE REPORTED IN THEDAILY U1
CHAT!!!!!! These MUST be warm handoffs!!

2. Ifa client calls back regarding an existing U3 case that is
assigned to LIT

and the client is now hard down and qualifies for a U1 or U2
status (oncampus), this can be posted in the U1/U2 chat if it has
been more than 4hours since the case was assigned to the deskside
AG or the status haschanged since the case creation.

i.e. : INC000012345678, U3, SJ, laptop was running slow at
casecreation, client hard down now, laptop will not boot,
requestingescalation.
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Mandatory (continued)

3. Remember the time difference when posting SJ cases first
thing in themorning. 10:00 am EST is when we can first post an SJ
U1/U2 case.Please allow time for the dispatchers to respond to
you--they do have upto 11 mins. to reply to our U1 posts.

4. If a client is in SJ, it does not get dispatched to AMER. Be
aware of thecountry the client is located. If there is no location
listed in the case, itmakes it difficult for dispatching! This will
delay the client getting help,which makes for an unhappy client!
This also makes for an extra phonecall by the client. You will also
receive an email from me from the qualitylist.
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Dispatching Refresh CasesDo not touch the original U4 Refresh
cases. They stay with the Refresh orIMACOORD team.

A. When a client calls for Refresh assistance from a LITDeskside
Technician, a new case willbe created using the following
Categorization:

If a client is going to a Tech Center for Refresh assistance,
the case is still created with a U4Priority with the normal
deskside questions.

Categorization Urgency AssignmentGroup

Operational Category Tier 1 Fix U4 Dispatch to the

proper AG withthe normal

desk questions

Operational Category Tier 2

Operational Category Tier 3

Product Name self serve refresh

Model/Version

Product Category Tier 1

Client ServicesProduct Category Tier 2 Computing

Product Category Tier 3 Personal Computing
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Dispatching Refresh CasesDo not touch the original U4 Refresh
cases. They stay with the Refresh orIMACOORD team.

B. When a client calls for a request to return an EOL laptop PC,
a new case will be created usingthe following Categorization:

Categorization Urgency AssignmentGroup

Operational Category Tier 1 Modify U4 Dispatch to theproper AG
with

the normaldesk questions

Operational Category Tier 2

Operational Category Tier 3

Product Name laptop

Model/Version

Product Category Tier 1 Client Services

Product Category Tier 2 Computing Services

Product Category Tier 3 Personal Computing
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Dispatching Refresh CasesDo not touch the original U4 Refresh
cases. They stay with the Refresh orIMACOORD team.

C. When a client calls for advice on completing the Refresh
process and you resolve theissue without sending the case to
deskside, you will create a case using the following:

Categorization Urgency AssignmentGroup

Operational Category Tier 1 Fix U3 Verify with theclient that
the

issue isresolved. You

will then resolvethis case.

Operational Category Tier 2

Operational Category Tier 3

Product Name self serve refresh

Model/Version

Product Category Tier 1 Client Services

Product Category Tier 2 Computing

Product Category Tier 3 Personal Computing
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Dispatching Refresh Cases (continued)
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Tech Center Case DispatchThe Cisco Tech Centers are available to
clients located in San Jose and RTP. We

should encourage clients at these sites to visit the Tech Center
if they require LITsupport. However, this is not mandatory as
deskside support is also available.Advise the client, this is first
come, first served. There are no appointments. Ifclient is hard
down, I would not advise visiting a Tech Center.

The Tech Centers in San Jose are now open in buildings C, 1, 12,
and 23.

The Tech Centers in RTP are located in Building 3 (Lake) and
Building 7 (Valley).

If a client agrees to visit the Tech Center, the case will be
routed to the followingAssignment Groups and Individuals.

ONLY if the client states they are going to a Tech Center.

Site

Assignment Group

Individual

RTP GFS-LIT-AMER-US-CTC-RTP Jill WraySan Jose
GFS-LIT-AMER-US-CTC-SJ Timothy McGrew


	
8/3/2019 Deskside Dispatching

15/18 2006 Cisco Systems, Inc. All rights reserved. Cisco
ConfidentialPresentation_ID 15

Tech Center Case Dispatch (continued)

GTRC case routing should be handled via a 3-step process:

1) Assign the case to the appropriate Assignment Group.

2) Assign the case to the appropriate Individual listed above.
It MUST be assigned tothe correct Individual!

3) Add the following comment to the worklog Client will be
visiting the TechCenterin San Jose or RTP. (pick the appropriate
location)

If the client would like local tech support, please follow the
normal LIT dispatch process.

Hours of Operation:

San Jose 8:30 a.m 6 p.m.

RTP 8:30 a.m 6 p.m.

Clients MUST be signed in to the Tech Centers by 5:30 p.m. NO
client will beable to sign in after 5:30 p.m. There are no phone
numbers in any of theTechCenter locations for a client or GTRC to
call the techs.
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AllMcCarthy Ranch (1, 2, and 3) and Sycamore( 02 and 03)
buildings on the SJ

campus, now have Local IT support.

All cases go to the GFS-LIT-AMER-US-SANJOSE Assignment Group for
local techsupport. There is now 1 LIT tech assigned to this
building. However, clients still havethe option of going to any one
of the Tech Center locations.

If the client reports their location as being in theSC-Freedom
Circle (SCLFC) building

or theSC-Freedom Circle 2 (SCLFC2) building in Santa Clara,
these clients stillMUST go to any one of the SJ Tech Centers
located on campus.

SJ-PLUMERIA DR. (SJCPLM01) also must still go to one of the SJ
Tech Centers.

AG for both Freedom Circle and Plumeria Dr.:

GFS-LIT-AMER-US-CTC-SJ = Timothy McGrew

with a Note added that Client will be visiting the SJ Tech
Center.
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Q and A
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