Customer support calls
Details of telephone calls for Tuesday morning to the IT Customer Support Centre

Support levels

There are two levels of support provided by the Customer Support Centre. Level A indicates the repair is to be responded to within 4 hours from the time of requesting support. Level B indicates the repair is to be responded to within 8 hours. This is referred to as the response time. Contract hours run from 8 am to 6 pm.

The following have Level A contracts. The rest of the callers have Level B contracts.

White & Co

Blue & Co

Support departments

There are three departments where the calls can be resolved. They are Technical, Software and Sales. All calls should be passed to one of these departments unless the Customer Support Centre can fix the problem.

List of calls received
· Mr Lloyd of White & Co, Cardiff, phoned at 9.00 am. The address is 10 North St, and the telephone number is 029 123 123. He cannot get the server to boot. The postcode is CF01.

· There has been a phone call from Black & Co of 3 High St, Oxford, OX1. Mr Smith (telephone number 01865 123 123). The call was taken at 9.15 am. The reported problem was that one of his workstations could not connect to the network.

· There has been a telephone call from Newcastle. Mr Dunster, on 0191 123 123, has asked for support as they have a dot matrix printer that is not working. The address is 9 Middle St, and the postcode is N1. Mr Dunster works for Blue & Co (call received at 9.30 am).

· 9.45 am, Mr Smith from Oxford called again. He has another workstation that will not connect to the network.

· Mr Lloyd has phoned again (10.00 am). He wants to know what’s happening to his call. He quoted a reference number T1.

· Mr Williams from Red & Co, Liverpool has asked for a new scanner cable to be provided. The address is 1 Market St, and the postcode is L1. He can be contacted on 0151 123 123. The call was logged at 10.15 am.

· At 10.30 am, Ms Dixon phoned from Orange & Co to say that there was a problem with their equipment. Ms Dixon gave the address as 4 Station Rd, Birmingham, with the postcode B1. 
A support call was logged. When asked about the type of equipment, it was identified as a freezer, which is not supported by her IT contract. The call was cancelled. Her contact telephone number is 0121 123 123.

· At 10.50 am, a call was passed to the call centre to be logged. The call was received by the Sales Department ten minutes previously. Sales said that they had received a call from Bristol. The company was Yellow & Co of 5 South St, BS1, telephone 01179 123 123 (contact Mr Evans). They want to report an application software problem.

· 11.00 am, Mr Lloyd telephoned to say that the server was now working and that the call could be cancelled. 

· At midday, Green & Co of 2 Park St, Glasgow, postcode G1, phoned to ask for urgent support. They need the Technical Department to contact them urgently to arrange an immediate repair to their server. The call must be passed to the Technical Department without delay. Fraser Wilson is the customer contact on 0141 123 123. Their entire network is not working.

