
Core Business Process:

Handling Customer Inquiries and Support Tickets

Objective: To ensure efficient and effective resolution of customer inquiries and support

tickets, enhancing customer satisfaction and fostering long-term loyalty.

Step 1: Inquiry and Ticket Reception

1. Provide Multiple Channels:

○ Offer customers a variety of channels to reach support, such as email, phone,

live chat, social media, and a dedicated support portal.

2. Acknowledge Receipt:

○ Automatically acknowledge inquiries and support tickets with a confirmation

email or message, including a unique ticket number and estimated response

time.

3. Log the Inquiry:

○ Record all inquiries and tickets in a centralized customer relationship

management (CRM) or helpdesk system for tracking and management.

Step 2: Categorization and Prioritization

1. Categorize Tickets:

○ Assign categories based on the nature of the issue (e.g., technical, billing,

general inquiry).

2. Prioritize Tickets:

○ Use predefined criteria to assign priority levels (e.g., high for critical issues,

medium for standard issues, low for informational requests).

3. Route to Appropriate Team:

○ Direct tickets to the relevant team or individual for efficient handling.

Step 3: Initial Response

1. Set Response Time Goals:



○ Define response time targets based on the ticket’s priority level.

2. Provide an Initial Update:

○ Communicate with the customer to confirm that their inquiry is being

addressed and provide any initial troubleshooting steps if applicable.

3. Gather Additional Information:

○ If needed, request further details or clarification from the customer to better

understand the issue.

Step 4: Issue Resolution

1. Analyze the Problem:

○ Investigate the root cause using tools, logs, or consultation with subject matter

experts.

2. Develop a Solution:

○ Apply a resolution tailored to the specific issue, ensuring it adheres to company

policies and procedures.

3. Test the Solution:

○ Validate that the implemented solution resolves the issue without causing

additional problems.

4. Resolve and Close Ticket:

○ Inform the customer that the issue has been resolved and provide a summary of

the solution.

Step 5: Escalation Management

1. Identify Escalation Criteria:

○ Define triggers for escalation, such as unresolved issues after a specific time or

complex problems requiring higher-level expertise.

2. Escalate to Senior Support:

○ Forward the ticket to senior staff or specialized teams, including all relevant

details for a seamless handover.

3. Communicate Status Updates:

○ Keep the customer informed about the escalation process and expected

resolution timelines.



Step 6: Follow-Up and Feedback

1. Confirm Resolution:

○ Contact the customer to ensure their issue has been fully resolved to their

satisfaction.

2. Request Feedback:

○ Encourage customers to rate their experience or provide suggestions for

improvement.

3. Document Insights:

○ Record feedback and any lessons learned to enhance future support processes.

Step 7: Reporting and Continuous Improvement

1. Generate Performance Reports:

○ Track metrics such as first response time, resolution time, ticket volume, and

customer satisfaction scores.

2. Identify Trends:

○ Analyze data to detect recurring issues or areas needing process refinement.

3. Refine Training and Tools:

○ Use insights to update training programs and invest in tools that improve

efficiency and accuracy.

4. Update Knowledge Base:

○ Add new solutions and FAQs to the company’s knowledge base for faster

resolution of similar issues in the future.

Conclusion: A structured approach to handling customer inquiries and support tickets ensures

timely and effective issue resolution. By maintaining clear communication, leveraging data

insights, and continuously improving processes, businesses can enhance customer satisfaction

and strengthen loyalty.


