SOP Template: Remote Troubleshooting and
Diagnostic Protocols

This SOP defines remote troubleshooting and diagnostic protocols to ensure efficient and accurate identification
and resolution of technical issues. It covers procedures for initial issue assessment, use of remote diagnostic tools,
communication guidelines with end-users, data collection and analysis, escalation processes, and documentation
standards. The goal is to minimize downtime and improve problem-solving effectiveness through standardized remote
technical support practices.

1. Purpose

To provide standardized remote troubleshooting and diagnostic procedures to support efficient, consistent, and effective
technical issue resolution.

2. Scope

This SOP applies to all technical support staff providing remote support for hardware, software, and network-related
issues.

3. Initial Issue Assessment

1. Acknowledge the support request within the agreed response time.
2. Gather initial information:

o User details (name, department, contact information)

o Description of the problem

o Error messages or symptoms

o Impact and urgency
3. Verify user identity for security purposes.

4. Use of Remote Diagnostic Tools

1. Obtain explicit user consent before remote access.

2. Select and launch approved remote diagnostic tools (e.g., remote desktop, command-line utilities).
3. Maintain clear communication with the user throughout remote sessions.

4. Follow organizational security protocols at all times.

5. Communication Guidelines

Use clear, non-technical language with end-users.

Inform users of each step being performed.

Set expectations regarding resolution timelines and next steps.
Document all communication and instructions provided to the user.

6. Data Collection and Analysis

1. Collect relevant logs, screenshots, and configuration files, ensuring data privacy.
2. Analyze collected data to identify root causes.
3. If necessary, replicate the issue in a controlled environment.

7. Escalation Process

1. Ildentify issues beyond initial support tier's capabilities.

2. Document troubleshooting steps taken before escalation.

3. Escalate to the appropriate team or specialist, providing all related information and documentation.
4. Maintain communication with the user regarding escalation status.

8. Documentation Standards



¢ Record every troubleshooting step, tool used, and relevant findings in the ticketing system
¢ Document solutions and recommendations for future reference.

e Mark incidents as resolved only after user confirmation and verification of resolution.

9. Review and Continuous Improvement

1. Conduct periodic reviews of resolved cases for quality and process improvement.
2. Update SOPs as necessary based on new tools, technologies, or recurring issues.

10. References

e Company Remote Access Policy
e Data Security Guidelines
¢ Incident Management Procedures
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