IT Essentials: Unit 11 Help Desk Case Scenarios
Role Play #1 

Customer: 

Novice/Meek and Mild

Business Impact:
Moderate/Severe

Problem:

Doesn’t have printer cable plugged in tightly

Symptom:

Can’t print from laptop in hotel business center

Scenario:

Customer has a major presentation in 30 minutes

Knowledge Center professional: Thank you for calling the xxx Knowledge Center, this is (name), may I have your name, please?
Customer: This is (name). I’m getting ready to go into a very important meeting and need to print a document, but I can’t get it to print.

Acceptable solutions:

· The Knowledge Center professional may attempt to reach a “business solution” by walking the customer through saving the document onto a disk and attempt to print from another machine or the customer can email the report to the Knowledge Center professional to print, then fax or courier the document to the customer’s location.

· The Knowledge Center professional may solve the issue using the IMPACT methodology. 

· The Knowledge Center professional may escalate the issue using identified Help Desk 2000 Best Practices only after going through the first four elements of the IMPACT methodology.  The Knowledge Center professional must effectively manage the request’s business impact. 

Role Play #2

Customer: 

Novice/Yeller.

Business Impact:
Can’t print report necessary for important meeting in 15 minutes.

Problem:

Printer is not installed.

Symptom:

Customer complains that the computer won’t print.

Knowledge Center: Thank you for calling the xxx Knowledge Center, this is (name), may I have your name, please?
Customer (interrupts the greeting):

This is (name) and I’m trying to print a report I need for a very important meeting in 15 minutes!

Acceptable solutions:

· The Knowledge Center professional may attempt to reach a “business solution” by walking the customer through saving the report onto a disk and attempt to print from another machine or emailing the report to another user in the area for printing purposes.

· Walk the customer through the “add printer wizard”.

· Identify if the customer is attempting to use a different printer than normal and escalate the issue to a secondary person using identified Help Desk 2000 Best Practices.

Role Play #3

Customer:

Sniper.

Business Impact:
Minimal.

Problem:
Training - customer doesn’t know how to create new sections for different headers/footers within a Word document.

Symptom:
Customer reports that every time a new header is added to the document,  all the headers change. 

Scenario:
Customer is also attempting to use supervisor’s clout in order to expedite a solution.

Knowledge Center: Thank you for calling the xxx Knowledge Center, this is (name), may I have your name?

Customer: This is (name) at the ABC office and I’m trying to revise this document in Word for my boss.  Every time I add a different header it changes the rest of the headers in the document.  You need to come up here right now.  If I don’t have this fixed in the next few minutes I’m going to be in so much trouble.  My boss is the VP of Sales and he’s not very patient when it comes to I.T.  When can you be here?
Acceptable solutions:

· The Knowledge Center professional may offer to call the VP and explain that there is a problem that is being worked on that’s affecting the report deadline. 

· The Knowledge Center professional can walk the customer through adding section breaks and turning off the “same as previous” function in the headers to solve the customer's issue.

· The Knowledge Center professional may use a combination of the above solutions to calm the customer and solve the issue.

· The Knowledge Center professional may use appropriate escalation procedures to deal with the training issue, but must also deal with the management influence factor.

