
CRM - Escalation and Notification Process
Process Owner: Business Center

DRAFT
6/02/04

CRM - Call 
Handling Process

Log in System and 
run a list of WO 

assigned to 
business area

System

Review details of 
call and estimated 
completion time 

frame

Accept the 
WO/new case and 
reassign if needed

Monitor WO and 
update customer, 
update WO/case

WO 
Complete?

Update customer 
on status as 

required

No

Escalation 
Required?

No

Yes Notify 
management

Assign other/add'l 
resources as 
appropriate

Log in application 
and run a list of 

new cases

Interfaced applications

D

Close WO and 
send random 

customer survey
Yes

High Priority/
Emergency?

No

High Priority/
Emergency 

Process
Yes

D1

C1


