
Are you experiencing 
an issue while using 

IROC?

Is the issue a lack of a  
functionality/enhancement 

that could be added to ICLIP 
to improve the overall 

experience?

Is something not working 
properly with existing 

functionality within ICLIP?  

Does the knowledge 
base have relevant 

information?
No

Contact the IROC Help 
Desk. 

Escalation

Resolution Change Management

Escalation

Throughout All Tiers: Communication 

Protocol

- Each time your ticket is escalated, you 
will receive the following information 
via a call or email:
- Current status
- Who is handling the issue now
- Expected next steps

- Once the ticket is resolved or closed, 
you can expect to receive:
- Final resolution summary
- Any relevant workaround or 

documentation
- Information on change requests if  

applicable

Change Management

Ongoing Development Required

Not a bug, but system 
limitation. Refer to Change 
Management for feature 

suggestion. You are 
informed . Ticket is 

closed.

Yes

Change 
Management 
Committee 
reviews the 

enhancement 
idea

Determines that issue is 
due to system limitation. 

Refer to Change 
Management  for feature 

suggestion. You are 
informed. Ticket is closed.

Issue potentially resolved 
temporarily; root cause 

found. Ricky is notif ied, a 
story is created and added 

to the backlog. You are 
informed. Ticket is closed.

Resolution

Determines that T3 
involvement is required. 
Escalates to T3 with full 

context. You are informed 
of  further escalation.

Tier 3 (T3) ? Advanced Technical 
Support / Development

Responsibilities: 
- Handle complex or system- level issues
- Perform root cause analysis
- Liaise with T2 and Change Management
- Manage technical backlog/stories

Issue is resolved, no 
deeper cause found. You 

are informed of  resolution. 
Ticket is closed.

Resolution

Tier 2 (T2) ? ICLIP Specialists

Responsibilities: 
- Handle ICLIP-specif ic and moderately 

complex issues
- T2 calls you to troubleshoot. If  unable to 

reach, sends an email requesting a callback. 
T2 investigates and proceeds with one of the 
following outcomes:

Tier 1 (T1) -  Frontline Support

Can assist with issues such as:
- Password resets 
- Simple/rudimentary issues 
- Basic troubleshooting 

T1 can not resolve the 
issue. Escalates to T2.

YesNo

What type of issue are 
you experiencing? 

Choose the option that 
best describes your 

situation.

View the ICLIP 
Knowledge Base to 
continue exploring. 

Issue 1 Issue 2

Communicate with an ICLIP 
Subject Matter Expert 

(SME) or Supervisor to add 
the suggestion to the 

Changement Management 
Board.

Yes

Contacting the Help Desk Flowchart 
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