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Detailed Implementation of E-Learning Standards

Professional Skills Training Institute
Standard 1.3.3: Technical Support Instructions for Users
Section One: Integrated Technical Support System
1. Support Channels
Available Channels:
« Electronic Support Platform
e Direct Help Line
e Dedicated Email Support
« Electronic Ticketing System
e Help and Support Forum
2.Service Levels
Request Classification:
e Critical Level: Inmediate Response
« High Level: Within 2 Hours
e Medium Level: Within 24 Hours
e Low Level: Within 48 Hours
Section Two: Problem Resolution Procedures
1. Escalation Steps
First Level:

e Receiving and Classifying Requests
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 Solving Simple Problems

e Documenting Taken Actions

« Following Up on User Satisfaction
Second Level:

« Handling Complex Problems

« Coordinating with Technical Teams

 Analyzing Problem Causes

« Providing Permanent Solutions
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