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Introduction

Global Issue Tracking system is a workflow-based system which will be used to
track all type of support tickets. It is a Company & global scope-based system
which helps Organization to implement system in multi locations. This System
will help to track ticket details, status, follow ups on emails, MIS Dashboard and
MIS reports will be useful to have overall visibility.

Also, it is fully validated system with all documents readily available which will be
a great factor to achieve compliance globally.

It has an Interface with Microsoft Team, BOTS which makes system automated

This system is accessible by three type of users.

Normal User — This user will raise ticket

in the system

Concerned authority- This user can view and

forward tickets to concerned support team
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It is a cloud ready tool to go live quickly

Problems facing by client before
providing tool

Based on the brief current process stated above, the following
challenges are experienced in the overall management processes:

01
User is not
getting
updates on

his request.
Which leads
on series of
mails and
phone calls

02

Escalation
matrix is not
clear for
requested
service.

03

From LT
team who is
working on
the request

is not visible.

04

Performance
of individual
is not
quantifiable.

05

On
reoccurrence
of
issue/proble
m, historic
data is on
manual
records,
which takes
lot time to
get resolved.

Sarjen has provided workflow-based tool under Hforce Platform

which client is already using.
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Outcome after implementing this tool

Automate the service request from user end to particular
team/individual

Segregation of request tickets

Option to change assignments (reroute request to other
member)

Improvement in response time from L.T Team (due to single
source of request)

Manage Segregation of Duties (SOD)

Harmonize the process across the sites
Transparency on escalation matrix

Manage the Mitigation Controls and its monitoring through the
systems

Visibility across plants/sites should be available as per assigned
role & escalation matrix.
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Contact us

Corporate Office:
6t floor, Arista, Anandnagar Road, Ahmedabad 380015
Tel.: +91-79.66214899

Mumbai: UK: USA:

6, Krishna Kunj, Plot no. 79 College Road, Harrow 1009 Slater Road,
100, Dr. Ambedkar road Greater London, HA1 1BD,

(Sion main road), Sion (E), UK Durham, NC 27703
Mumbai 400022 AR GEEE Tel.: +1-847.307.5937

Tel.: +91-22.24303318

@ sarjen@sarjen.com @ www.sarjen.com
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