SOP: Remote Troubleshooting and Diagnosis
Workflows

This SOP details remote troubleshooting and diagnosis workflows, encompassing systematic procedures for
identifying, analyzing, and resolving technical issues from a distance. It covers initial problem assessment, remote access
protocols, diagnostic tool usage, communication guidelines with end-users, escalation processes, and documentation
standards to ensure efficient and effective resolution of technical problems while minimizing downtime and maintaining
security.

1. Scope

This Standard Operating Procedure (SOP) applies to all personnel responsible for diagnosing and resolving technical
issues remotely for users, systems, or devices.

2. Responsibilities

¢ Support Staff: Conduct troubleshooting, communicate with end-users, follow documentation and escalation
protocols.

¢ Technical Leads: Provide guidance on complexissues and assist in escalations.

¢ End-Users: Cooperate with support staff and provide relevant information.

3. Workflow Steps

1. Initial Problem Assessment

o Receive and review incident report or support ticket.

o Confirm user identity and contact details.

o Collect preliminary issue information:
= Device/system details
= Problem description and error messages
= Recent changes or updates

o Prioritize the issue based on severity and impact.

2. Remote Access Protocols
o Obtain user consent prior to accessing any device or system.
o Verify use of secure, approved remote access tools (e.g., VPN, RDP, secure remote desktop
software).
o Follow organizational security and privacy guidelines.

3. Diagnostic Tool Usage
o Select appropriate diagnostic tools based on the reported issue (e.g., log analyzers, system
monitors, network testing tools).
o Run diagnostics non-invasively to minimize disruption.
o Review findings and compare with known issues or documentation.

4. End-User Communication Guidelines
o Keep the user informed throughout the process; explain steps being taken.
o Use clear, jargon-free language.
o Provide estimated timelines for resolution.
o Instruct user on any required actions and confirm successful completion.

5. Escalation Processes
o Ifthe issue cannot be resolved within the agreed timeframe or is outside skill level, escalate to the
next support tier.
o Document all troubleshooting steps taken prior to escalation.
o Notify both the end-user and senior support regarding escalation status.

6. Documentation Standards
o Log all actions, findings, and communications in the service management system.
o Record root cause and final resolution details.
o Mark ticket as resolved upon issue confirmation and user satisfaction.

4. Security and Compliance

¢ Adhere to data protection and privacy policies when accessing user systems.
¢ Never collect or store sensitive information without explicit authorization.



¢ Regularly update remote access and diagnostic tools to address security vulnerabilities.

5. Review and Continuous Improvement

¢ Conduct periodic reviews of the SOP for relevance and effectiveness.
¢ Update procedures after incident postmortems or in response to recurring issues.

6. References

¢ Remote Access Policy
¢ Information Security Policy
¢ Incident Management Procedure
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