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Reception Services pass call to:
Salem Help Desk (business hours) or

Duty Operations (after hours)

Document SC01

Operations person gets client full name, phone number, email address,
description of fault, service ID number, and client's fault priority.

If call is suspicious, Operations person ends call and phones client to
ensure request is genuine

Duty Operations person answers call, otherwise call escalates to other
staff

Telephone Remote Fault
Diagnosis process SC03

TV Repair Process
SC10

Operations person notifies Account Manager if major client and notifies faults staff of restoration time required and
escalation requirements, then starts repair process:

Client has fault with Salem services

Major Event process SC25

Operations person finds out client location, notes time and confirms priority
level and response time required  then creates ticket in Fault Tracker

system and gives no. to client

Type of fault?

Sound system Remote Fault
Diagnosis process SC04

Telephone Sound system

TV Fault Diagnosis
process SC02

Internet Remote Fault
Diagnosis process SC06

TV Internet

Operations person closes-off fault in Fault Tracker system

Operations person notifies client or Account Manager (for major clients)

Client test OK?
No

Yes

Sound System Repair
Process  SC13

Internet Fault Repair
Process SC14

Fault cause?

Operations person responds to client with likely fault cause, restoration plan and likely timeframe

Is clear

Still not  clear

Telephone Onsite Fault
Diagnosis process SC08

Sound System Onsite Fault
Diagnosis process SC07

Internet Onsite Fault
Diagnosis process SC09

Major Event

Salem fault?No

Yes

Explain to client that
fault is non-Salem and
then note client fault
ticket no. to bill client

on

Telephone Repair
Process SC11

Client calls:
Business Hours: 06-327 0230 or 06-327 0238

After Hours: 0800 327 023

Operations person notes restoration time and enters in Fault Tracker system

Salem Communications Fault Restoration Process Overview

Process Notes
Relevant Customer Service Levels
(in order of relevance)

SL01 - Incident Response
SL02 - Service Restoration
SL03 - Escalation of Incidents
SL04 - Fault Resolution
SL05 - Commence Fault Resolution
SL14 - Compliance with Security Policies
SL26 - Service Reliability
SL48 - Notification of Hazards

Business Hours
8am to 5pm Mon-Fri

The Fault Tracker system  can be accessed
under the "Operations" menu in the Intranet
home page.

Process Parties

Client
Operations staff




