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Communicate in the Workplace

2.2 Requests are referred to appropriate personnel

2nd-Level Help Desk Process

Refer to the diagram here and follow the flowchart to answer these questions.

	1. What shape in a flowchart is used to indicate a:-

a. DECISION 
b. PROCESS
c. TERMINAL (begin or end)
	Hint: Use Word’s Autoshapes to draw these shapes

	2. What are the THREE decisions a dispatcher can make?
	

	3. In this system, what is a job request called
	

	4. What is the difference between what an ALALYST does and an EXPERT ANALYST does under this system?
	

	5. When might a client receive a visit from an ANALYST?
	

	6. When would an Expert Analyst Team be consulted?
	

	7. What does it mean to “Closeout a ticket”?
	

	8. List the FOUR situations that have to happen for a ticket to be closed.
	1. 

	9. What is the difference between the processes followed by VIP and regular callers?
	


Create your own flowchart
Use the Autoshape features of Word to design a flowchart showing the procedure for Creating a flowchart in MS Word. The procedure has been written out in the correct order below, You simply need to design the flow chart.
One additional shape is the shape used for 
Creating a flowchart in MS Word 

1. Start

2. Create / Open document 

3. View Drawing toolbar

4. Click Autoshapes ( Flowchart

5. Drag Flowchart box onto screen

6. Choose a shape

7. Draw shape on the page

8. Are more shapes required? Go to step 5

9. Are connectors required? Add connectors
10. Is text required? Add text

11. Add colour

12. Save document

13. End 
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