[image: ]
Change Pack
Communication Detail
	Comm Reference:
	3143 - RT - PO

	Comm Title:
	Update to query handling process

	Comm Date:
	23/02/2023


Change Representation
	Action Required:
	For Information

	Close Out Date:
	09/03/2023


Change Detail
	Xoserve Reference Number: 
	n/a

	Change Class:
	Internal System Configuration

	*ChMC Constituency Impacted:
	All ChMC Constituents (as well as non ChMC Constituents)

	Change Owner: 
	Customer Change Team
uklink@xoserve.com 

	Background and Context:
	In order to standardise the toolsets used to handle both customer raised incidents and customer raised queries (as these are currently handled separately), we are to carry out internal configuration to our backend systems to align our processes accordingly.


Change Impact Assessment Dashboard 
	Functional:
	n/a

	Non-Functional:
	n/a

	Application:
	n/a

	User(s):
	All users that raise queries with the CDSP

	Documentation:
	None

	Other:
	n/a



	Files

	File
	Parent Record
	Record
	Data Attribute
	Hierarchy or Format
Agreed

	n/a
	n/a
	n/a
	n/a
	n/a


Change Design Description
	
This change pack is for information only and highlights the potential visible changes to customers as a result of internal streamlining of processes, however, please review the below accordingly to ensure potential impacts to your systems/processes are understood prior to the implementation date. 

Any query raised by customers post implementation of this initiative will mean that: 

1> The email address that communicates with the customer in relation to their query will be changing from customerqueries@xoserve.com to xoserveprod@service-now.com. 

2> Customers who raise a query will receive a different prefix on their logged reference that they are used to seeing. We’re moving from ENQ-##### to QRY-##### (# denotes a numerical value).

Please Note: The email address above is already used in responding to customer incidents, so this is to include customer queries within the same toolset so they are aligned. 

For the avoidance of doubt, the process / routes for raising queries that customers currently use are not changing.

Planned cutover date for the above amendments is planned for the 13 March 2023 and will provide notification pre and post implementation on the Xoserve Website.



Associated Changes
	Associated Change(s) and Title(s):
	n/a


DSG
	Target DSG discussion date:
	Click here to enter a date.
	Any further information:
	n/a


Implementation
	Target Release:
	13/03/2023

	Status:
	n/a






Industry Response Detailed Design Review
«RangeStart:HDS»

Change Representation 
(To be completed by User and returned for response)
	User Contact Details:
	Organisation:
	«h1_organisation»

	
	Name:
	«h1_name»

	
	Email:
	«h1_email»

	
	Telephone:
	«h1_telephone»

	Representation Status:
	«h1_userDataStatus»

	Representation Publication:
	«h1_consultation»

	Representation Comments:
	«h1_userDataComments»

	Confirm Target Release Date?
	«h1_targetDate»
	«h1_userDataAlternative»



Xoserve’ s Response 
	Xoserve Response to Organisations Comments:
	«h1_xoserveResponse»



Please send the completed representation response to uklink@xoserve.com 

«RangeEnd:HDS»
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*Assumed impacted parties of the proposed change, all parties are encouraged to review
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