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Tags Support Model

CSA

End Users

Tags Help 
Desk

EU Self-Help

SP 1st Line

SP1

BT
Tags Help Desk

SP 3rd Line

All Web-sites/IVRs to reflect

Code of Practice

SP-Specific 1st Line support

CSA – Training & Tools

Compliance – CoP & GC22

SP-Specific - 2nd Line support

Scope = any Tag/Migration 

related issues

OOH Support (min)

= Mon – Fri, 9-5pm

BT – 3rd Line support

Scope = Genuine Tag issues only

SP/CP calls only (not End users)

Opening hours = status quo
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SP 2nd Line

SP Web-site

Ofcom Web-site

Ofcom IVR

3rd Party
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