
Help/Support Process Template - DRAFT

Role Responsibility Name Alternate (Name)
Tier 1 Support Person responsible for the all aspects of the course.  All 

calls are initially funneled through this person.  If Tier1 
Support is unable to resolve a particular issue, calls are then 
filtered to the appropriate Tier 2 Support person

Tier 2 Support
Registration Person responsible for handling issues related to registration 

of the course (signing up, logistics, pre reqs)

Deployment Process Person responsible for the deployment of the course, 
including the introduction of new software

Tech Support Team available in person, via phone or virtually to handle 
any technical issues related to the access or use of software 
applications or training applications

Instructional Support Person available to assist TOT before an during the delivery 
of training

Content Support POC for the submission of mistakes that are related to 
training content

Tracking Person responsible for tracking the status of people who are 
supposed to attend training (no set date, signed up, in 
progress, completed)

Maintenance Responsible for ongoing maintenance of network and 
systems
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