
Caller:
VISA

Rep: How can I help you?
Since there is no charge for
customer service, the process
ends once service is provided.

End process.

Customer Support Contact Flow
Rep: Thank you for calling Deneba Software;
this is <YOUR NAME>.
Can I have your product serial number please?

If
record exists,

observe support “incident”
field for the support status for

the product
license.

If
a record does

not exist,

Action: Rep searches
customer database for
ID or Serial number

Register product
to customer. Proceed.

click on the history tab and
create a new job record.
Proceed with the following:

Determine
if paid or free support

 Check for days left in support
clock or if pre-paid incidents
or credits exist.

If
free support applies,

proceed.

If  free
support clock ran out, or

there are no pre-paid
incidents,
proceed.

 Create a new order for a
support incident and enter
payment information.

Rep: Which credit
card will you be
using today?

Rep: Ask necessary
questions to make a
determination.

Customer provides
information.

If
the incident is resolved

with this contact the process
ends here.

End process

If it is
determined the user is

reporting a bug, there is no
charge for the

incident.

Rep enters a
bug report.

Rep: What is the nature
of this call?  Is it
customer service or
technical in nature?

Caller:
Service.

Caller:
Technical.


