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Operations Support Manual


[bookmark: _Hlk524082388]This Operations Manual is available to all employees of You Break It, We Fix It and provides a guide to the most common company policies and procedures that all staff are to follow.
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You Break It, We Fix It is an IT company that specialises in repairing and resolving hardware, software and network related IT issues. 

We strive to ensure that our clients are happy with the products and services we provide by providing 24-hour technical support and training over the phone, in person and electronically. 

All staff members of You Break It, We Fix It are required to follow The Operations Support Manual and consult with other staff to resolved difficult technical issues. 

Our priority is to ensure that clients’ logged technical issues are satisfactorily resolved with minimum disruption to the client and that logged issues are correctly prioritised and responded to as per the guidelines in The Operations Support Manual. 
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At You Break It, We Fix It, we have an excellent incident management process that ensures that all recorded IT tickets get actioned according to their urgency, level of agreed service and organisation hierarchy. We then submit these tickets to the tech best skilled to resolve the issue.

Levels of urgency:

Priority 1 = Critical – Business work is affected
Priority 2 = Urgent – Individual and others work is affected
Priority 3 = Important – Individual work is affected
Priority 4 = Service Request

Level of agreed service:

Gold Service: 15 minute call time maximum, unlimited calls allowed per week
Silver Service: 10 minute call time maximum, 20 calls allowed per week
Bronze Service: 5 minute call time maximum, 5 calls allowed per week

If we can’t fix your issue immediately and need to escalate this is the expected response time

	If escalated
	Gold
	Silver
	Bronze

	Critical
	1-2 hours
	1 day
	3 days

	Urgent
	1 day
	2 days
	5 days

	High
	2 days
	4 days
	10 days

	Service Request
	1 day
	5 days
	10 days
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The following pre-recorded script is used to inform the client that the call may be recorded:

“Welcome to You Break It, We Fix It, your call is important to us, so to ensure that that our staff provide you with the best possible service this phone call will be recorded as part of our best service policy. If you do not want this call to be recorded, please inform your operator once you call is answered.”

When receiving an incident establish a relationship with the end user.  Use the following script when contact with a user begins:

“Good morning/afternoon, you’re speaking with “name” from You Break It, We Fix It, how can I be of assistance to you today?”

Client answer

Authenticate the client
“Please provide a detailed description of the issue, including your IP address, location, name and company name (if applicable). This will assist us in identifying your IT issue and level of service and will help us to resolve your IT issue in a timely manner.”

Inform client of their current level of agreement and the time it will take to rectify if the issue cannot be fixed immediately.

Immediately commence logging the incident – record with client level of agreement in the name field.
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Ask the customer to provide you with the following information:

· Name, title/role, business and company name, department (if a large organisation)
· Staff ID number, phone extension, email
· Computer ID number and IP address
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Enter the following information into the Job Card  https://ict30115.brambling.cdu.edu.au/incident2/
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You Break It, We Fix It offer customer support to our clients for a range of computer hardware, software and other IT related issues. We specialise in overhead projection units and can assist with most types of printers. We are also able to provide training and assistance on a range of different computer software including Microsoft Office Suite, MYOB and Adobe Creative Cloud.
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· Desktop Computers
· Laptops
· Printers & Scanners
· Smart Phone and Tablet Devices
· Projection Units
· Servers
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· Microsoft Office Suite
· Adobe Creative Cloud
· MYOB Accounting Software
· Cloud Server Software
· Windows, Apple and Linux 
· Phone and Tablet Apps
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Common support issues resolved by You Break It, We Fix It, include problems with software operating on desktop computers and laptops, printer connectivity issues, print quality and printer jams, installing and setting up overhead projection units that are accessible by laptops, tablet and mobile phone devices, internet connectivity and cloud server connectivity and access and user issues in relation to Software such as Microsoft Office. 
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Printer has a paper jam.

· What is the Printer Id number located on the side of the printer?

· What type of document where you printing when the printer jammed?

· Was a different type of paper used? Such as a paper with a higher GSM or were you printing on envelops or printing booklets?

· Have you followed all the instructions displaced on the printer’s LCD screen? 

· Is the paper jam visible?

· How soon do you require this printer to be fixed? Do you have a backup or spare printer you can use?

This issue becomes escalated once it is clear that a technician is required on-site to dislodge the paper jam by dismantling the printer. Some paper jams can be resolved over the phone as it might be a simple paper jam and the staff member using the printer may no be aware of how to remove the paper from the machine.
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Microsoft Outlook is coming up with an error message which states that archive file has reached its capacity.

· What is the computer Id number, it should be located on a sticker on top of the hard drive of your desktop computer or on a sticker on the bottom of your laptop computer?

· Is Outlook still able to send/receive emails? 

· Have you or anyone else in your office had connectivity issues with your server or cloud based server?

· Are you able to save other documents to your server or cloud server? Such as on the computer drives that you have access to?

· Have you or any other staff members had internet connectivity issues recently?

· Has there been a recent power outage that has affected your office/area?


The issue in this case would most likely be escalated depending on the responses from the customer, for instance if a power outage had occurred and the company had an onsite server they may be able to just reset the server and fix the issue without having to escalate the problem. If the power outage has caused a power surge that had short circuited the main server or another server used to store archived files, then the server may need to be fixed or replaced by a technician. If it was a cloud based server or an onsite server it also may have reached the storage limit/space of the server, if it is an onsite server it may need more gigabytes added to it or another server installed, with a cloud based server on a subscription it may need to have the subscription level increased to allow for more storage space. Alternatively, the company could go through their server and archived files and delete what they no longer require.
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Slow internet connection, unable to connect to the internet.

· What is your IP address or the IP address you are connected to?

· Is your internet connection ADSL or NBN?

· Is anyone else in your office/area experiencing the same problem? 

· When did your internet first stop working/slow down and how long have you had this issue?

· Have you made any significant changes to your internet usage such as switching to a cloud based server? Have you exceeded your internet limit for downloads/uploads?

· Have you contacted your internet provider?

Other points of contact are recommended such as contacting your internet provider if the client has gone over their data limit for the internet usage as they may have to upgrade their plan to the next level that offers them more data or for an immediate fix purchase additional data blacks. The issue can only be escalated if it is an issue that can be fixed by You Break It, We Fix It, if it cannot be fixed by us such as no internet connection due to ABN installation then the customer must contact their internet provider.
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· Ask the customer for their name, their job title the companies name, the department they work for and a customer Id or computer or Id number if they know it/have one, IP address if known and location. Record these details into ITFix in the new incident screen. 

· Ask the customer to provide you with a detailed description of the incident they are reporting. Determine what level this incident is to be initially logged at by factoring in the customer’s service agreement level, the person who is inconvenienced by the incident and the type of incident e.g. forgotten password, requires a password reset, basic service agreement with the company, issue is inconveniencing a junior employee. 

· If possible, see if you can assist the customer in resolving the issue over the phone as the client may just require instructions or information on how to fix something. If it is a simple problem, you may even be able to (time permitting) access the customer’s computer remotely and fix the problem. 

· If the incident needs to be logged so that another staff member such as a field technician can assist or if it needs to be escalated to a manager/supervisor, record this information into ITFix and use ITFix to reassign the incident to the correct person, then inform the customer of what is going to happen. 

· Give the customer an estimated time on when the job is to be actioned. (This time frame is determined by the information collected and analysed in the second step). 

· Finally provide the customer with a job number for the reported incident either verbally or by sending an automated email after the job has been logged in ITFix. 
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[bookmark: _Toc524082341]Service Level Agreement (SLA)

Service Level Agreements are important here at You Break It, We Fix It as they help us to determine the urgency of the reported incident and help us to prioritise all reported incidents. Companies subscribe with You Break It, We Fix It and pay a monthly subscription, the subscription level determines the time frame that their reported incidents will be actioned by You Break It, We Fix It.
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	Severity Level 
	Definition

	Priority 1 - Critical 
	e.g. Hospital emergency department computers have shut down and they cannot access critical patient information and therefore cannot correctly treat incoming patients.


	Priority 2 – Urgent
	e.g. The Chief Minister is unable to send or receive important email communication due to a problem with Microsoft Outlook.


	Priority 3 – Important
	e.g. Araluen Art Centre and having issues with their projector and are unable to screen a film on this evening due to he projector not working properly.


	Priority 4 - Service Request
	e.g. Bellette Media require their printer to be serviced and new ink cartridges to be delivered.
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It is important to escalate a reported incident if you cannot resolve it, the incident may require an onsite visit from a field tech or may be a more complex issue that may need someone with more experience or expertise in a particular field to diagnose the issue. 

	Level of Support
	Point of Escalation

	Level 1
	If an immediate resolution for the issue is not known escalate to your supervisor or manager.


	Level 2
	If a resolution is not found within 1 hour, forward to your supervisor or another member of staff with more expertise.


	Level 3
	If no resolution can be found within 5 hours forward to another staff member with more expertise, if they cannot find a solution then forward it to your supervisor.
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You Break It, We Fix It, provide support to a range if clientele from varying businesses and organisations in and around Alice Springs. We support some NTG Government Departments, the Alice Springs Town Council and Araluen Art Centre to name a few. Our support to our client’s ranges greatly from simple printer services and ink cartridge replacements to resolving major system failures on important computing systems used in Hospitals and at the Alice Springs Police Station.
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· NTG Government
· Alice Springs Town Council
· Araluen Art Centre
· Small Local Businesses
· CAMMA Radio Station
· Bellette Media Agency 
· Imparja Television Station
· Woolworths Alice Springs
· North Side, East Side & Flynn Drive IGA’s
· Medium Local Businesses
· Real Estate Agencies
· Povey Stirk Lawyers
· Deloitte Accounting Agency 
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You Break It, We Fix It provides its clients with training and advice on all technology hired or purchased through You Break It, We Fix It. We like to ensure that the client chooses the correct product to suit their needs, is happy with the product and that the product becomes an essential business tool to the client. 

Our staff consult with the client with each step, including during the purchase/hire. They are available to answer any product questions by phone and are able to come out to provide initial product demonstrations and product training workshops. We also provide the customer with a login so they can access any information on their product through our product manual intranet website.
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· You Break It, We Fix It Store Room, archived hard copy user manuals for all equipment sold/hired to customers and for all equipment used by You Break It, We Fix It.

· You Break It, We Fix It computer network, Business Drive - Internal Office Equipment – Manuals (Internal Equipment Only)

· You Break It, We Fix It computer network, Business Drive – Equipment Sales & Hire – Manuals (Sales & Hire Equipment Only)

· You Break It, We Fix It company intranet www.youbreakitwefixit.com.au/intranet/manuals (accessible by clients through an external login)

· Located with equipment e.g. side pocket of printer hired out to customer

· Available on the product manufactures website
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Customers are automatically sent an email containing a link to an online survey after their logged incident has been closed off in ITFix. Once the customer has completed the survey the company gets sent an email notification which informs us that a survey has been completed. After the survey has been completed we can login to the survey provider’s website using the company login and view the survey results.

At the end of each month, the survey results are presented to the managers and then discussed during the monthly staff meeting. This allows the company to plan and implement any improvements on policy and procedure that may need to happen based on the survey results.

You Break It, We Fix It - Operations Manual		Page 12 of 12

	School
	Service Industries
	Team
	Information and Communication Technology

	Operation Manual d
	ICTSAS305
Provide ICT advice to clients
	Current issue date
	Version number
	Page No

	
	
	25/9/18
	2018.1
	12



