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Basic IT support

support ticket recieved

Analyze the
support ticket Resolve ticket

Ticket solved?

Close the
support ticket

ticket archive

ticket closed

Notify employee

Receive feedback

Can solve the problem?

Update the
support ticket

Is it a known issue?
Is it easily solvable?
Check FAQ.
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Expert IT support

Ticket solved?

Close the
support ticket

ticket closed

Analyze the
support ticket Resolve ticket

Notify employee

Receive feedback

Need additional information?

Get additional
information

Until no further
information is
needed

The problem cannot
be solved

Notify employee

Update the
support ticket

Can the problem be
reproduced?
Brainstrom.

Employee

support ticket created

no

yes

yes

no

yes
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no

no

Lubomir Hruban

Lubomir Hruban
This part should be merged.
This means that all these 
tasks and messages have to
be implemented & maintained 
separatelly, -1
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Result: 11


