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1. Ensure high client satisfaction

2. Resolve cases quickly and efficiently in 
multiple time zones

3. Increase collaboration and communication 
between internal support, professional services, and 
client

4. Continuously improve our processes
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• Support Cases are created through a Client or Business Analyst 
(BA) sending an email to:

support@spatialdimension.com



● Centralized platform for tracking 
projects, customer requests, etc

● Assign and prioritize tasks, set 
deadlines, and track progress

● Collaborate with team members and 
stakeholders in one place

● Streamline communication and 
reduce email clutter
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● Before creating case:

○

● Support will conduct an Initial Edit
of the support case in Fogbugz 

● Cases are reviewed on a first-come, 
first-served basis

● Escalation notifications if case is not 
reviewed (edited) within an hour
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● Lets client or BA know there is a 
support person assigned to the case

● Opens up a line of communication 
with the assigned case number
○ Prevents duplicate cases
○ Prevents email clutter
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• Support will send the client or BA an Initial Reply.
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Assigned to support person or team based on issue:

General IT Issue

BA Problem

GIS Specific Issue

Data Team Issue

Dev Team Issue
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The client is at ease knowing that we are looking at 
their case.

A support person has committed to investigating 
the issue further.

The Title, Project, Milestone and other fields of the 
case are set correctly.

The support person may, in the course of 
resolution, contact the client for more information 
and/or feedback via email
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The support individual or team works the case
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The support individual or team works the case

● Provide client or BA with feedback on the case 
including a detailed description of what 
caused the problem.

● Client or BA will be left with no doubt that the 
issue was resolved. The feedback will include 
what the issue was and how it was resolved.
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Client or BA confirms closing the support case

● Confirmation from client or BA is needed to 
close the case in Fogbugz.
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Duplicate cases arise when multiple emails are sent to Support without 
the case number of the original case in the subject line.
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Contact us via support at:

support@spatialdimension.com

Centralized 
Communication04

● Client/BA & support have same info

● Additional support has access

● Easy update/status info

Prioritization03
● Ability to track with case number

● First come, first serve

● Guaranteed hour response

Transparency02
● Information on case

● Updates and progress being made

● Person assigned & any other support

Tracking &
Case History01

● Information in one place

● Not losing track of important details

● Reduce email clutter

mailto:support@spatialdimension.com
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1. Ensure that a Support Contract (SLA) is in place before logging 
a case.

● If any questions, contact your account manager.

2. Log a support case by sending an email to:
● support@spatialdimension.com

3. The more details, the better:
● Detailed email about the case:

○ URL
○ Steps to replicate error/issue
○ Screenshots
○ CC relevant contact persons

4. Emails include support case number in the subject line of the 
email

● Any communication should include the case number 
and it is easiest to use the Initial Reply email.

mailto:support@spatialdimension.com
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heather.judd@spatialdimension.com

www.spatialdimension.com

mailto:heather.judd@spatialdimension.com
http://www.spatialdimension.com/
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