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1.0 Purpose 
 
To specify work instructions for providing technical support.  
 
2.0 Scope 
 
These work instructions encompass the Technical Support Call Flow of the Technical Support Engineer 
team.  
 
3.0 Responsibility 
     Chief Operating officer  
     Escalations Manager  
     Technical Support Manager  
     Support Services Manager  
     Technical Support Engineers  
 
4.0 Definitions 
FTP             File Transfer Protocol 
Raditek          Raditek 
TS Engineer     Technical Support Engineer 
 
5.0 Reference Documents 
 
6.0 Technical Support Call Flow Work Instructions 
6.1 Customer Initiates Call: Customers who encounter a problem, or who have questions regarding Raditek 
products contact Technical Support. Customers typically contact Technical Support by:  
     Calling the support line  
     Sending email to the support email address  
     Faxing in a description  
 
6.2 Collect Customer Information 
For each non-sales related phone call enter the following information into Scopus:  
 Mandatory 
                           Optional 
 Select a user (user id) 
                           Received 
 Serial# 
                           Priority 
 
                           Severity 
 Category 1 and 2 
 Disruptions 
 Short description field 
You can enter this information into Scopus at anytime while the call is open.  
Provide the customer with a call reference number for any calls that require follow up.  
Note: Call reference numbers are automatically generated by and are located in Scopus.  
 
6.2.1 Exception 
It is not necessary to collect all customer information for all calls. For example, a call that requires an RMA 
must 
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include all of the customer's information. Alternatively, a question about specifications does not require all 
the customer's information.  
 
6.3 Solve the Problem or Choose Next Step 
Determine the nature of the call and try to solve the problem.  
     If you solve the problem, and it does not require any further attention, skip to 6.11.  
     If you determine that a customer requires a replacement part or on-site assistance, skip to 6.5.  
     If you determine the problem to be a bug, skip to 6.10.  
     If you are unable to solve the problem, skip to 6.4.  
 
6.4 Escalate the Call 
Escalate customer support calls to the Technical Support manager if you unable to solve the problem. The 
time you spend investigating a problem before escalating a call depends on the problem's severity. Use the 
Escalations Work Instructions as a reference to determine time and severity guidelines.  
Although you are no longer responsible for the call, you may elect to follow up with the customer or the 
Escalations Engineer.  
 
6.4.1 Exception 
Management, sales, other employees of Raditek, or a customer may identify special circumstances which 
dictate that a call be escalated.  
If someone outside of the TS Engineer team requests an escalation, you and the Technical Support Manager 
determine if the problem requires full escalation status. If the call does require attention, the assign a 
severity level to the problem, and start the escalations procedure. Otherwise, the call follows the normal 
call flow procedure.  
 
6.5 Check Warranty and Support Agreement 
If you determine that a customer requires a replacement part or on-site assistance check their Warranty and 
Support Agreement status in Scopus to determine what level of support they are entitled to receive.  
     If the customer is owns a Cooperative Support agreement or the product is still under standard warranty,  
     skip to 6.6.  
     If the customer owns a Premium Support agreement, skip to 6.7.  
     If the customer's contract or the product's warranty has expired, skip to 6.8. Provide customer with 
support using the Cooperative Support agreement as a guideline.  
 
6.6 Prepare Returned Material Authorization 
If the problem is an obvious hardware failure begin the RMA process.  
   1.Verify part type.  
   2.Verify part number.  
   3.Serial number or Raditek qualified sold.  
   4.Verify contact and address.  
   5.Complete the RMA screen on Scopus.  
   6.Execute shipment (SHIPME button).  
 
Refer to the RMA Procedure for additional information.  
6.6.1 Shipping Time Frame  Shipping time frame requirements are outlined in the Warranty and Support 
Agreement.  
 
6.6.2 Confirm that RMA Solved or Did Not Solve the Problem 
If necessary, follow-up with the customer after you submit the RMA. Follow-up calls ensure that the 
customer received the part and that it solved the problem or not. If the part solved the problem, close the 
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call. If the part did not solve the problem continue working with the customer, starting at step 6.3 of the call 
flow procedure.  
 
6.7 deleted  
 
6.8 Customers with Expired Support Contracts 
If you discover that a customer does not own a support agreement  
     Provide Cooperative Support service.  
     Give a verbal notification that their support contract has expired.  
After you assist the customer, inform the Installed Base sales team that the customer's contract has expired 
and you have provided them with support. The Installed Base sales team will follow up on this issue.  
 
6.8.1 Exceptions 
Management, sales, or other employees of Raditek may identify special circumstances which dictate a 
customer bedenied support. If a customer calls and is tagged to be denied support, inform the customer of 
this action and refer the call to appropriate management personnel.  
Note: A customer cannot be denied service without the COO approval. 
 
6.9 Non-Business Hour and TS Engineer Unavailable Calls 
During non-business hours or when the TS Engineers are unavailable to take calls, Raditek uses an 
answering service and pagers to field incoming support calls. 
The answering service takes incoming calls and gathers the minimum information required for every call 
(6.3), then calls the technical support pager. Then, the TS Engineer holding the pager is responsible to call 
the answering service or reassign the call to a different TS Engineer.  
 
Collect the information from the answering service and contact the customer.  
After you contact the customer, follow the basic call flow procedure (6.3).  
 
6.10 Report Bugs 
If a customer calls and you discover that the problem is a bug, do the following:  
   1.Open BURT.  
   2.Verify that the bug is not already in the database.  
   3.Write a summary of the bug.  
   4.Write a complete description of the bug.  
   5.Include information from the call.  
   6.Note severity level of bug.  
   7.Execute, submit, and get bug number.  
   8.Notify customer that the bug has been submitted.  
   9.If bug solution solves customer problem, log call.  
 
6.11 Close Call 
 
Close the call after you have solved or escalated the problem. To close a call you must enter the following 
information 
into the call log in Scopus:  
 
     Problem Type  
     Cat1  
     Cat2  
     if Cat2=Bug the Bug# fields  
     Down Time  
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