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Core Business Process: IT Support and Troubleshooting

Objective: To provide effective and efficient IT support that resolves technical issues,
minimizes downtime, and ensures smooth operation of organizational systems and technology.

Step 1: Incident Reporting and Logging

1. Create Reporting Channels:
o Provide multiple channels for users to report IT issues (e.g., email, helpdesk
software, phone, chat).
2. Log Incident Details:
o Record essential information, including:
m User’s name and contact details
Description of the issue
Time and date of the incident
Affected systems or devices
Error messages (if applicable)
3. Categorize and Prioritize:
o Assign priority levels based on the severity and impact of the issue:
m High Priority: Critical systems down, widespread user impact
m  Medium Priority: Non-critical system issues, localized impact
m Low Priority: Minor inconveniences, minimal user impact

Step 2: Initial Assessment and Diagnosis

1. Verify the Problem:
o Confirm the issue by replicating the problem or gathering additional

information from the user.

2. Check Knowledge Base:
o Consult documentation, past incident logs, or FAQs for similar issues and

solutions.

3. Identify Possible Causes:
o Use diagnostic tools or techniques to pinpoint the root cause (e.g., hardware

failure, software bug, user error).
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Step 3: Troubleshooting and Resolution

1. Implement Quick Fixes:
o Apply known solutions for common issues (e.g., restarting devices, updating
drivers, reconfiguring settings).
2. Escalate When Necessary:
o If the issue is complex or outside the scope of the initial support tier, escalate
to specialized teams or external vendors.
3. Test the Solution:
o Verify that the implemented solution resolves the issue without causing
additional problems.
4. Communicate with the User:
o Inform the user of the resolution and confirm their satisfaction with the
outcome.

Step 4: Monitoring and Follow-Up

1. Monitor Resolved Systems:

o Keep an eye on affected systems to ensure the issue does not recur.
2. Follow Up with Users:

o Check in with users to confirm long-term satisfaction and functionality.
3. Document Resolutions:

o Record the steps taken to resolve the issue for future reference.

Step 5: Preventative Maintenance and Improvements

1. Identify Trends:
o Analyze incident logs to identify recurring issues or patterns.
2. Implement Preventative Measures:
o Take proactive steps to prevent similar issues, such as updating software,
patching vulnerabilities, or replacing aging hardware.
3. Update Knowledge Base:
o Add new resolutions and preventative tips to the internal knowledge base for
faster future troubleshooting.
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Step 6: Reporting and Continuous Improvement

1. Generate Reports:
o Create regular reports summarizing:
m  Number and types of incidents
m Resolution times and success rates
m User feedback
2. Evaluate Performance:
o Assess the IT support team’s effectiveness based on key performance indicators
(KPls) such as average response time and first-call resolution rate.
3. Train Staff:
o Provide ongoing training for IT staff on emerging technologies and
troubleshooting techniques.
4. Refine Processes:
o Use feedback and performance data to improve support workflows and tools.

Conclusion: A structured IT support and troubleshooting process ensures timely resolution of
technical issues, enhances user satisfaction, and supports uninterrupted operations. Regular
monitoring, documentation, and improvements drive long-term efficiency and reliability.



