iWeb Helpdesk Management System
 

1) Front Desk Management (FDM) :

· Customer Registration Module

· Product Registration Module - For Registering the Product Purchase with Customer and Product Auto-Fill feature

· Query Registration Module - For registering all types of queries such as Hot Leads, Dealer Inquiries, General Queries etc with the Customer and Product Auto-Fill.

· Technical Case Registration Module - For registering the Complaints/Technical Cases. Product and Customer and Warranty Details Auto-Fill enabled.

· Technical Case Follow Up - Level 1 - For recording follow-ups and level 1 Technical Cases including Customer Follow ups, Agent Follow ups and Front Desk Manager Case Notes.

· Technical Case Escalation - Level 2 (SDM - Service Desk Management) - For selecting / allocating the Service Center and SLA terms specifications.

· Technical Case Cancellation Process - For canceling any Technical Case, i.e. on basis of customer inputs or Contract terms etc

 

2)Service Desk Management (SDM): {L2 and L3 Levels}
· Service Co-ordinator Follow-up - With the Customer, Engineer, Stores particularly for non-scheduling of Service Call on account of various reasons like Customer Availability, Parts Availability, Asset Relocation etc.

· Scheduling - For OSP Service Call.

· Allocation - Allocating the OSP for the Service Call

· Service Call by OSP - Service Call Report Entry

· Escalation to Level 3 - For Recording Completion Status or Escalating Incomplete Status to Level 3. If in-complete to re-schedule.

· Close Technical Case - For Closing the completed calls.

· Cancel Case - For Canceling any open case with necessary reasons.

· Customer Feedback Survey - Done by the Service Coordinator to close or re-open a completed call.

· Re-Open Technical Case - For re-opening a closed case.







