
Ceragon NOC Services  - Incident Management Process

C
u

st
o

m
er

C
e

ra
go

n

2nd Line (Back Office - BO)1st Line (Front Office - FO)

Dispatch 
FS

Email

MoM

Monitor 
Network

SalesForce 
Ticket

Customer 
Complains

HelpDesk

FO   
Troubleshoot

ing

Field Service 
Needed

Yes

Field Service 
Request

FS go to site

Problem 
solved

Yes

Close Ticket

No

No
BO 

Troubleshoot
ing

Field 
Service 
Needed

Yes

Problem 
solved

Yes Close Ticket

No No

Bug Found

Yes

Vendor/SLA 
Contract

Bug Fix

NO
Engineering/

Planning 
required

Yes Engineering/
Planning 
Function

Change 
Management

Implement 
Changes 

triggered by 
Incident

Customer 
Responsibili

ty?
No

Escalate to 
Customer

Yes

Investigate 
and fix

Emal

Customer 
Support 
needed?

No

Yes


