ICLIP Help Ticket Flowchart

START: Is it related to an YES Call or Chat
Need to place an »_active fire or C2C for »  the Help
ICLIP Help Ticket an active fire? Desk

NO

Call, Text, or Email
the Help Desk.

Include the following
elements in your ticket

y

If sending email, type
"ICLIP Ticket" in the
first line of your email

Help Desk Structure

Tier 3 IROC Devs On Call

Tier 2 IROC Help Desk
24x7x365

Tier 1 llA Help Desk

1. Tell/Type: "ICLIP Ticket"
2. Phone Number for you
3. Identifying Number of the
problem, from ICLIP

Review the confirmation
email, ensure criticality
level is correct

If it's wrong - contact
the help desk and SMEs
to correct it

A 4

Tier 2 Help Desk will call you
back if they need more info.
If your ticket is high priority,
they'll call you within 60
mins

Watch for updates and

resolution on your
ticket
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