[bookmark: _GoBack]KBO Template: Call Resolution Procedure
[bookmark: CaseGuideName]Procedure name:	Enter a short but descriptive name for the article.
[bookmark: description]Description:    	Type in a one-to-two sentence description of what the procedure is intended to accomplish. 
Business area:    	  	Geographic  restriction:   	
[bookmark: EffectiveDate]Effective date:  	     	Modified date:        
Wraps calls about:		
	
	
	
	
[bookmark: Subject]Call subject details: 	Provide more detail, such as the wrap codes, about the subject matter the procedure addresses. 
[bookmark: BeforeOpen][bookmark: ResolutionProc]Resolution procedures:	Describe the procedures to follow to answer the customer's questions about the subject. Generally this would be a numbered list of steps or actions to take.
[bookmark: CaseOpen]When to open a case:  	Describe the point(s) at which the agent determines that s/he cannot resolve and must open a case.  Include a link to the applicable case guide.
[bookmark: BusinessRule]Business rule reference:	Name the business rule, if any, that governs how to resolve this type of call
    
KB Metadata
Article type:      	 
Primary article category: 	
Add’l article categories	List any additional article categories that this article could be listed under. Use the article category list above.
[bookmark: Keyword]Keywords:      	List three to five keywords to assist the user in searching for this article    
[bookmark: TaxonomyLabel]Add’l Taxonomy Labels:	List any additional taxonomy labels that can assist in classifying this article (using the Call Center KBO taxonomy)
[bookmark: RelatedArticles]Related articles:	Provide the links to all articles related to this KBO article, including process overviews, other resolution procedures, business rules, case guides, product descriptions, etc. 
[bookmark: ExternalLinks]Related external links: 	Provide links to other resources in SharePoint that refer to the topic of this article
Applies to these users:  		
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