SOP: Remote Troubleshooting and Problem Diagnosis
Steps

This SOP details remote troubleshooting and problem diagnosis steps, covering initial issue identification, remote
access setup, systematic testing and analysis, communication protocols with users, documentation of findings, and
escalation procedures. Its objective is to efficiently resolve technical problems from a distance, minimizing downtime and
ensuring accurate problem resolution through structured and consistent methods.

1. Initial Issue Identification

1.

2.

3.

Receive and verify the reported issue from the user via established channels (e.g., helpdesk ticket, email,
phone).
Gather essential information:
o User's contact details
Affected system/device
Description of the problem
Time and frequency of occurrence
Any recent changes (software updates, new installations, etc.)
Confirm and clarify the problem with the user to ensure mutual understanding.
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2. Remote Access Setup

1.
2,
3.
4.

Obtain necessary user consent for remote connection.

Confirm system/network meets requirements for remote access.

Initiate secure remote access using approved tools (e.g., TeamViewer, Remote Desktop, VPN).
Verify connection and test basic functionality (keyboard, mouse, system responsiveness).

3. Systematic Testing and Problem Analysis
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Reproduce the reported issue, if possible.
Review logs, system alerts, and relevant configurations.
Check recent changes and updates that might correlate with the issue.
Consult knowledge base or previous tickets for similar issues and solutions.
Apply step-by-step troubleshooting:

o Isolate components (hardware/software/network)

o Test possible causes systematically

o Implement corrective actions as needed
Test to verify resolution after each step.

4. Communication Protocols with Users
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Notify the user of troubleshooting steps and actions being taken.

Maintain clear and regular communication regarding progress and expected timelines.
Request user feedback and confirmation when the issue appears resolved.

Provide summary and instructions for any follow-up actions required from the user.

5. Documentation of Findings and Actions

1.
2.
3.
4.

Record all troubleshooting steps performed and their results in the ticketing system.
Document resolved problems and solutions for future reference.

Attach relevant logs, screenshots, or files as supporting evidence.

Mark the ticket as resolved or pending, as appropriate.

6. Escalation Procedures

1.

If the issue cannot be resolved remotely within the defined time frame or expertise:
o Escalate to next-level support (e.g., specialist, Tier 2/3, management)
o Provide detailed documentation and summary of actions taken

2. Inform the user about the escalation and expected next steps.
3. Monitor progress and assist escalation team as needed.



Note: All remote work must abide by company policies and data privacy regulations.
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