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General Issues

1 Types of Issues
1) Hardware issues
if)  OSissues

iii)  Application issue
iv)  Connectivity

1.1 Hardware Issue (Pilot Phase - Operational)
i) Operators need to made trouble shooting with their own.
ii)  Service desk team collects the issue/device details from the case owner/user along with OEM case id which
is mandatory (user will get service desk incident id too, so that he will able to track case status), so that service
desk proceeds for necessary follow-up and update to the uyser once issue fixed.
ili)  Service desk ensure that the engineer’s visit and solution is provided on a timely basis.
iv)  Get the confirmation from the caller with the OEM engineer present and close the internal ticket after the
resolution, operators will share service report of OEM to service desk, so that team can close case positively.

. IRDGE — T = T T B

ITEM MODEL Toll frec.a numbers for
complaints
. 180030008465 &

Lenovo Desktop Think Center AMT-M-1982-A89 18004194666
MFP Samsung SCX 4728FD 1800110011 & 180030008282
Laser printer HP HP Printer 400 1800 425 7737
USB HDD 500 GB Seagate go flex 18004254535 & 8004401392
Switch D-Link D Link 24 port DES1228/ME 18002330000
E-PEN ' Hi-Tech 080-25274224
UPS Uniline Uniline Smart Power UPS 500 VA /

2 KVA 18001022011
Digital Camera - Make: Model- DSC-W710/B Off-site Support (Visit Service
Sony Centre)
Kriloskar Genset 5 KVA DG Set 18002333344

Note:-

1-  Service desk team will consider tickets on priority for pilot phase.

2-  Apart from pilot phase tickets will take time according to the problem.

3-  Customer induced case cases will not be covered into warranty support and repair will be on chargeable
basis.

4-  Hardware will be repair through authorized service center only:.

5-  Lenovo Desktop / Uniline UPS can be repaired for complete state.

6-  CIPA Hardware- HCL Systems - Toll Free - 18601801425

7-  CIPA Hardware - Acer Systems- 1-800-11-4100,6677 & 180030002237

1.2 OS[ssue

i) Operators need to made trouble shooting with their own.

ii)  If they are not able to fix problem then field operator will coordinate with service desk.
iiiy  Service desk will provide remote support accordingly.




iv)  Service desk approval is mandatory before restage the machine.
v)  Make it ensure that unofficial software/application must be removed from the system.

1.3 Application Issue

i) Operators need to made trouble shooting with their own.

i) Raise incident to service desk along with proper problem description/screenshot and get case id they will
resolved issue accordingly besides update to case owner.

iii)  Automatic SMS will send to case owner once issue will be fixed.

1.4 Conrectivity Issue

i) Operator has to raise complaint with respective ISP (BSNL) toll free number and same has been shared with
service desk for further resolution.

ii) Service desk team collects the issue/device details from the case owner/user along with OEM case id whic
is mandatory (user will get service desk incident id too, so that he will able to track case status), so that servic
desk proceeds for necessary follow-up and update to the user once issue fixed.





