
Support Process - Business Hours

Customer requires support

Manual creation 

ticket in ZoHoDesk

​Phone request ​Email/Portal/Online

Auto creation 

ticket in 

ZoHoDesk

Inside Business Hours?
Support Process - 

Out of Office Hrs

Support Process - 

Out of Office Hrs
​No

Assess content ticket/

request

Take action

Knowledge to resolve 

ticket within SLA?

​Yes

​No

Able 

to resolve Issue or 

address query / request 

within resolution 

timeframe?

​No

Communicate 

outcome to customer

Close ticketEnd

​Yes

Priority 1 or 2 ticket?

No

Inform Client Services 

Manager and Account 

Manager

Yes

Inform wider local 

support team, account 

manager + client 

services mngr 

No

Priority 1 or 2 ticket?Yes

Management Escalation 
Process

Resolve issue / 

perform request / 

answer query

Impact assessment – 

single or multiple 

customers/products

Able 

to resolve Issue or 

address query / request 

within resolution 

timeframe?

Yes

Yes

No

Priority 1 or 2 

ticket?

No

Priority 1/2 Incident Review

Account Management Process

MMX Support Structure


