SOP Template: Remote Troubleshooting and Diagnostics
Procedure

This SOP details the remote troubleshooting and diagnostics procedure, encompassing the systematic approach to
identifying, analyzing, and resolving technical issues from a remote location. It includes protocols for establishing secure remote
connections, using diagnostic tools and software, communicating effectively with on-site personnel, documenting findings and
solutions, and escalating unresolved problems to higher technical support levels. The procedure aims to enhance resolution
efficiency, minimize downtime, and ensure consistent service quality through standardized remote troubleshooting practices.

1. Purpose

To provide a standardized procedure for remotely troubleshooting and diagnosing technical issues to ensure service continuity
and minimal system downtime.

2. Scope

This procedure applies to all support and technical staff responsible for providing remote assistance and diagnostics to end-
users or on-site personnel.

3. Responsibilities

¢ Support Technician: Conducts remote troubleshooting and maintains documentation.
¢ On-site Personnel: Acts as liaison and assists in executing recommended actions.
¢ Technical Team Lead: Provides guidance and handles escalated issues.

4. Procedure

1. Initiate Service Ticket
o Receive and log the incident via helpdesk or support system.
o Assign a priority based on impact and urgency.

2. Preparation for Remote Session
o Contact end-user or on-site personnel to schedule the session and confirm availability.
o Verify remote access permissions and inform all stakeholders.
o Obtain client consent for remote access as required.

3. Establish Secure Remote Connection
o Use authorized remote access tools (e.g., VPN, RDP, TeamViewer).
o Authenticate using company-approved credentials.
o Ensure secure network practices are in place (e.g., encrypted channels).

4. Diagnosis
o Collect preliminary information (error messages, logs, screenshots, user descriptions).
o Utilize diagnostic utilities and software for deeper analysis.
o Communicate findings and next steps to end-user or on-site personnel.

5. Issue Resolution
o Implement solutions or workarounds as appropriate.
o Verify functionality is restored with end-user confirmation.

6. Documentation
o Record all actions performed, findings, and final resolution in the support ticket.
o Log any changes made to configuration or system settings.

7. Escalation (if unresolved)
o Escalate to senior support or the appropriate specialist with all relevant documentation.
o Inform the end-user or on-site personnel of the escalation and expected next steps.

8. Session Closure
o End remote session securely, ensuring user's system is left in a stable state.
o Request feedback from the user (if applicable).



5. Communication Protocols

¢ Maintain clear, concise, and professional communication throughout the process.
¢ Provide regular updates on troubleshooting progress.
¢ Confirm major actions before execution and upon completion.

6. Tools and Resources

¢ Authorized remote access software (e.g., Secure VPN, Remote Desktop, TeamViewer)
e Diagnostic utilities (e.g., Event Viewer, Device Manager, log analyzers)
¢ Incident/ticket tracking system

7. Documentation and Records

e Service tickets must be updated with details of each troubleshooting session.
¢ Allfindings, solutions, and communications should be included for future reference.
¢ Confidential information should be handled in accordance with company policy and data protection regulations.

8. Escalation Matrix

Level Role Criteria for Escalation

1 Support Technician Unable to resolve within 30 minutes or lacking required privileges/expertise.
2 Technical Specialist/ Team Lead Issue requires advanced expertise or cross-departmental coordination.

3 Senior Support / Management Major outage, persistent unresolved issues, or escalated client complaints.

9. Revision History

Date Revision Description Author

2024-06-24 1.0 Initial Release [Your Name/Title]
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