
Trend analysis sheet
	Trend symptoms

During the last three weeks, several calls have been received from a customer, requesting support for their laser printers. The problem statements have indicated that the paper is not being fed correctly from the paper tray. There has been more than one printer with the same problem, and the fitting of new feed rollers has improved, but not always rectified the fault. There have been no previous calls from this customer for this type of problem. There are no other customers reporting this type of problem. 

Possible cause or causes

Preventative action
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2:



	Trend symptoms

Four customers have requested support. The symptoms indicate hardware failures and relate to ICT systems and peripherals. In all cases, the failure has resulted in a complete failure of the unit, either with loss of power or loss of communication. The customers are all located within a 1-mile radius and the faults were reported within a period of one hour.

Possible cause or causes

Preventative action
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	Trend symptoms

From an analysis of customer calls, the following statistics have been obtained:

· Hardware calls – 32%

· Software calls – 15%

· Application support – 31%

· Other – 22%

Fixed on site – 22% 

Fixed off site – 78%
Fixed by first phone call – 54%

Analysis has indicated that there is a “top ten” of repeat requests. The top three are a) How to recover lost files, b) Internet connection problems and c) Failure to connect to a network.
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