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Hello,

The Customer Service Centre (CSC) has received an electronic enquiry that requires the expertise in
your section to respond to the customer.

The CSC has informed the customer that their enquiry is complex and that your section will respond
to their enquiry.

The CSC has created an interaction record in CRM and pending your response to the customer
enquiry this record will be closed.

Please reply to the customer’s enquiry and carbon copy (cc) the CSC into your response. Your
response to the CSC is important as it enables the CSC to close the customer’s interaction and
update the number of unresolved enquiries in the monthly end to end report. Or click on the hyperlink
link below to enter the date and time the enquiry is resolved which then completes the end to end
process.

Enquiry
description:

Query on boundary of Area 74 for Starlink services, are you able
to assist?

Referral reason:

Email Address: 

Interaction
hyperlink:  

Line area expertise required

If your area is not responsible for this type of enquiry please notify the CSC immediately by
reply email and suggest an appropriate line area. Your response to the CSC is important as it
enables the CSC to refer on the enquiry to the appropriate line area, improve the CSC’s referral
process and update the area responsible for an unresolved enquiry in the monthly end to end report.

For your  information

You can help us improve the service we provide our customers. The CSC’s goal is to answer
as many enquiries as possible at the first point of contact because customer satisfaction surveys
show response time has a significant impact on satisfaction level. If you consider the response to
this complex enquiry was straight forward and it would be reasonable for CSC staff to provide the
response on behalf of your line area, you can make this happen by providing information
(Q&A/script) to the CSC. This information (Q&A/script) will be included in the CSC’s resource
library and used to respond to future enquiries, please ensure you have your managers support for
a proposed change. Please send new information (Q&As)/scripts to Julie Lyons.

You can help us keep the information we provide our customers up to date. The Resource








