
Support Call is Received/Email Support 
Request is Received/Web Support Request is 

Received

Trouble Ticket is Created

Qualify the Call
Can Issue be Resolved 

Remotely without 
Escalation?

Level 1 Resolution
Resolve Issue Remotely
Work Issue to successful 

Resolution.

NO

Escalation to Level 2
Problem is Escalated to Level 2 

Technician for Resolution.

Can Issue be Resolved 
Remotely without On-Site 

Visit?

NO

Escalation to On-Site Service Call
Problem is Escalated to On-Site 

Technician for Resolution.

Qualify the Call
Has Issue been Resolved 

Remotely?
NO

Can Issue be Resolved 
Remotely without On-Site 

Visit?

Level 2 Resolution
Resolve Issue Remotely
Work Issue to successful 

Resolution. Update the Request 
with complete details of activities 

performed. 

NO

On-Site Service Performed
Technician arrives On-Site and 

Works Issue to successful 
Resolution. Update the Request 

with complete details of activities 
performed.

Can Issue be Resolved 
during On-Site Visit?NO

Equipment Removed for Lab Work
Technician Replaces Equipment 

with Spare and Removes 
Equipment for Lab Repair. Update 
the Request with complete details 

of activities performed.

Can Issue be Resolved 
during Lab Repair?

Close Trouble Ticket
Update the Request with complete details 

and close the Service Ticket in ConnectWise.

NO

Level 3 Escalation
IT Manager Decision Point. Update 
the Request with complete details 

of activities performed.

Caller 
Identification
Obtain Profile 
Information 

(Client Name, 
Location, Phone, 

etc.)

Issue 
Identification
Identify the 

Issue. Document 
the request 
clearly in 

ConnectWise


