Persona: Elia Expectations

Position: Technical Support Expert e Prepared Client (Analyzed Problem)

: , e To solve problem through remote support
Scenario: Request for assitance - needs to analyze

problem - needs to decide if he needs to fly there

Client: Prepared Client with little technical knowledge,
time sensitive problem
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A. defines what is the
problem

B. solves problem

C. gives final instructions

A. set up appointment
B. establishes call in MS
Teams

o stable connection e knows what the

« finding timeslot for problem is
appointment  gives good solution for
client

e time zones

o E-Mail e Microsoft Teams Video
e Microsoft Teams (Mobile)
(Desktop) o E-Mail (Desktop)

e Technical Support e Technical Support

Expert Expert
e Client e Client
Area to improve « online
e Eye on Site
e instruction/task list for
offline fix




