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Process and Documentation

Raise ticket 1. Check related 
tickets

Fixed?

2. Try suggested 
fixes

3. Speak with Peer 
for assistance

Fixed?

5 - Summarise & 
escalate

Fixed?
4 - Write notes & 

update client
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No

No

Yes

Yes

Yes

Close ticket
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documentation

Fixed?
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3 - Escalate

4 - Write notes & 
update client
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Yes

Close ticket

Typical Escalation Process Suggested Escalation Process



Process and Documentation
Working Issue 

Now

Preliminary 
Troubleshooting 

(15 Mins)
Resolution? Resolved~ Notification to 

Client

Review Related 
Tickets and 

Internal 
Documentation 

(15 Mins) 

Review Suggested 
Fixes and 

Document 
(15 Mins)

Initiate Peer 
Review/Vendor 

Support
(15 Mins)

Summarise 
Ticket, Update 

Notes and 
Escalate

Yes

No

Resolution? Resolution? Resolution?No No No

Yes

Times are recommended, not to exceed 1 hour – Level 1

Working Issue 
Now

Research/Peer 
Review (30 mins)

Resolution? Resolved~ Notification to 
ClientYes

Update Internal 
Documentation if 

required

Notify Team 
Lead and 

discuss next 
steps (30 mins)

Vendor Support 
(15 mins)

No

Designated 
Tech Update 

Client (hourly)

Preliminary 
Troubleshooting 

(15 mins)

Level 1 Team

Escalation 
Team

Times are recommended, not to exceed 2 hours – Escalation

Review Related 
Tickets and 

Suggested Fixes 
(30 Mins)
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KPIs (Suggested)

Customers seek quick, hassle-free 
issue resolution. Aim for >65%.

Ensure closed tickets remain closed. 
Aim for <2% reopens.

Reopened Rate

First Time Fix  (FTF)

Average Time to Resolution – On L1

Resolution speed is crucial for 
customer satisfaction. Aim for <2 
hours.

Tickets Escalations

Measure escalations to identify 
training needs. Aim for <20% 



KPI’s
Example Scorecard: Example Dashboard:
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Acountability and Adoption 

Train your team on new processes. 
Provide examples and repeat 
regularly.

Training Peer Accountability

Have the escalations team 
confirm L1's use of Insights. If not 

used, return it to L1.



Acountability and Adoption 
Working Issue 

Now

Preliminary 
Troubleshooting 

(15 Mins)
Resolution? Resolved~ Notification to 

Client

Review Related 
Tickets and 

Internal 
Documentation 

(15 Mins) 

Review Suggested 
Fixes and 

Document 
(15 Mins)

Initiate Peer 
Review/Vendor 

Support
(15 Mins)

Summarise 
Ticket, Update 

Notes and 
Escalate

Yes

No

Resolution? Resolution? Resolution?No No No

Yes

Times are recommended, not to exceed 1 hour – Level 1

Working Issue 
Now

Research/Peer 
Review (30 mins)

Resolution? Resolved~ Notification to 
ClientYes

Update Internal 
Documentation if 

required

Notify Team 
Lead and 

discuss next 
steps (30 mins)

Vendor Support 
(15 mins)

No

Designated 
Tech Update 

Client (hourly)

Preliminary 
Troubleshooting 

(15 mins)

Level 1 Team

Escalation 
Team

Times are recommended, not to exceed 2 hours – Escalation

Review Related 
Tickets and 

Suggested Fixes 
(30 Mins)



Acountabilty and Adoption 

Train your team on the new 
processes. Give examples and 
repeat regularly.

Set up individual KPIs for your team 
and consider gamifying with 

leaderboards.

Individual KPI’s

Training

Trust but Verify

Randomly sample and QA check 
your tickets.

Peer Accountability

Work with your escalations team 
to get them to confirm L1 have 

used Insights, if not, pass it back. 
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Summary and Next Steps

Review your 
process and 

update

Define 3 or 4 
KPIs and start 
to track them

Setup your peer 
and KPI 

accountability 
and monitor Train your team 

on the new 
solution, 

processes and 
KPIs

Start getting 
the most out of 

Insights

5

4

1

2

3

Process

KPIs

Accountability

Training

Success



Assisted Onboarding?
If you would like additional help with 
onboarding Insights

Included with Onboarding:

 Initial review call
 Assistance in developing your 

processes
 Assistance in defining the KPI’s, 

accountability and reporting
 Assist in training your team
 Follow up call after 6 weeks to 

ensure all is going well
 Plus, additional meetings and calls 

as needed.

Please email onboarding@darklabs.ai
for further information

We offer a fixed price 
onboarding program:

£2,000 GBP + VAT
$2,600 USD
$3,900 AUD

mailto:onboarding@darklabs.ai


Thank you

If you have any questions, please email 
hello@darklabs.ai


	By DarkLabs
	Best Practice Topics
	Slide Number 3
	Process and Documentation
	Process and Documentation
	Slide Number 6
	KPIs (Suggested)
	KPI’s
	Slide Number 9
	Acountability and Adoption 
	Acountability and Adoption 
	Acountabilty and Adoption 
	Slide Number 13
	Summary and Next Steps
	Slide Number 15
	Slide Number 16

