SOLID Applications Ltd.
Customer Service Helpdesk

Professional Support Services

Customer Services Department.

Customer Service Helpdesk

resolved.

Helpdesk - Logging the Call

If you have a problem or query:

Call0121 544 1400 & Ask for the customer helpdesk.
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quality of service we deliver to all our customers.
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You will be given a call log number for reéeice (see image below).

The details of you call will be taken then passed to our customer services department.

We endeavour to respond to all customer hotline calls within 30 minutes.

All calls to and from our customer services department are monitore@it@ble true on going analysis of the
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www.solidapps.co.uk

p The SOLID Applications Ltd Customer Service Helpdesk, which is manned continually throught
normal working hours, provides you with a direct line to the fully qualifiegiegers in our

Each incoming call is logged and monitored to enable on going analysis. We endeavour to resolve calls in the shon
possible time by telephone to ensure that our customers are able to continue working with the minimum delay
When a situation cannot be resolved over the telephone, the helpdesk analyst has the option to initiate a web bas¢g
support tool (Helpdesk Express) to view and interact with the customer online, or schedule a site visit by an

Applications Engineer. Atlaimes Customer Service Helpdesk queries are monitored until they are satisfactorily
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Old Market Place
Market Street, Oldbury

West Midlands, B69 4DH
Tel: 0121 544 1400
v Fax: 0121 544 1600

info@solidapps.co.uk

Solution Partner
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fact sheet i

Customer Service Helpdes

Helpdesk - Confirmation e -mail

The SOLID Applications helpdesk systeamdsconfirmation emails when calls are logged.

Helpdesk - Updating the Call

All actiors for a call are recorded in the helpdesk system such as Helpdesk Express web sessianajls)land CAD
data sent to diagnose the problem. If the problem has to be escalated tepady, the 3 parties log number and call
history are appended tohie SOLID Applications call log for a full escalation/audit trail.
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