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	System Type
	QIS
	Name of Requester
	Shem Bularon

	Request Date
	July 17, 2024
	Name of  Engineer
	IT Dev

	Approved by
	
	Approval Date
	


	Task
	

	Identified Issue or Feature request
	(1) Update the Single Digits Evaluation Form (CallCenter only)

	Goal
	(1) Separate Troubleshooting and Resolution categories. (Pls. refer to the attached the Excel form with the new scores for each category.)
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(2) Add a checkbox under Issue Resolution: Was there a troubleshooting guide available for the Agent to follow?
[image: image2.png]CaseResolution
Was the issue Resolved?

Was the call/ticket escalated?
Repeated caller with the same issue?
Systom issue or Outoge?

Was there a troubleshooting guide available for the
Agent to follow?

Customer Satisfaction
Is this @ customer complaint?
@0

Yes, state the reason why.

Suggested Action Plan

Yos.

Yos.

Yos.

Yos.

No

No

No

No

No

1f Mo, an email notifcaton il
o> beenite

selma_cardos@calltekinc.com





(3) With the added checkbox under Issue Resolution, if No is selected, an email notification should be sent to selma_cardos@calltekinc.com.
(Email Notification body: )
Hi Selma,

Please note that the assessment for [Agent's Name] (case #[case #], assessment ID [assessment ID]) indicated that no troubleshooting guide was available. Please review this case and take appropriate action.

Thank you,
(4)  Update the QIS Guidelines under Troubleshooting and Resolution (pls. refer to the attached Word file)


	Root Cause and Findings
	

	Fix implemented
	

	Regression Test Performed
	

	Side effects of Fix 
	

	Solution Acceptor Comments
	


