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FIRST EXERCISE: THE BASKET BRIGADE
It has been decided so support low-income households during the Christmas period. The directive is that families with an income inferior to £13,200 pa and at least one kid under 18 will be eligible to receive a basket with food, sweets and goodies. 

The scheme has been communicated and people are started to call to get details about it. To assess the success of the operation and support the call centre Agents during the initiative, a SmartScript will be made available.
Script process flow:
[image: image6.emf]
Questions details:
	Question name
	Question
	#
	Answer

	LG TESTQ 1
	Is your gross income for the family less than £13,200 pa?
	1
	Yes

	
	
	2
	No

	LGTESTQ Info0
	Sorry, you are not entitled to claim a School Clothing Grant.
	NA
	NA

	LGTESTQ Info1
	Please be aware that, to participate to the Basket Brigade Scheme, you will be asked to provide feedback, and that your address details will be collated when you visit the County Hall.
	NA
	NA

	LGTESTQ02
	Do you have any children?
	1
	Yes

	
	
	2
	No

	LGTESTQ03
	How many children do you have?
	Integer
	NA

	LGTESTQ04
	How old are your children?
	1
	At least one child under 18

	
	
	2
	All children above 18

	LGTEST Info3
	Please come to the County Hall today. The address is :

LGTown County Hall

7 Central Place

Ipswich IP1

Our opening hours are 09:00am to 05:00 pm.

Please have a copy of your child’s birth certificate and a proof of ID with you.
	NA
	NA


Add the process in the list of LOVs with Department, Service Area, Process and Sub-process having a value of 90 each. 

SECOND EXERCISE, part 1: THE REGISTRATION PROCESS
A following new registration process is put in place for people who’ve just moved in the Council boundaries. This registration entitles them to a number of Services once they have been fully registered.
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Questions details:
	Question name
	Question
	#
	Answer

	LG EXO21
	Do you live within the council boundaries
	1
	Yes

	
	
	2
	No

	LG EXO22
	May I have your name please? 
	NA
	Find an existing question that collects the contact details in Contact Central

	LG EXO23
	May I have your address? 
	NA
	Use an existing QAS question

	LG EXO2 INFO1
	As you do not live within the Council boundaries, there is no need to register with us.
	NA
	NA

	LG EXO2 INFO2
	Thank you for registering with us. You may call us to check the progress of your registration. Please quote number <<SR_NUMBER>> when you do so
	NA
	Amend the existing final question so that it displays the exact text


THIRD EXERCISE, part 2: PROCESS MODIFICATION

Modify process LG1012231001 so that the Contact gets registered before the brochure is sent
THIRD EXERCISE: IMPORT AND EXPORT
Export the script you’ve created during Exercise 3, then reimport it.
FOURTH EXERCISE: SERVICE LEVEL AGREEMENT
Create the following Service level Agreement: 

· Name: standard Business hours
· Opening times: 

· Monday to Friday, 08:30am to 05:00pm
· Saturday: 08:00am to 04:00pm

· Sunday: closed

· Response time: 3 hours

Associate the SLA against the modified process LG1012231001 as default SLA.
Escalation: 
Use 3 Positions that are parented up or create 3 parented Positions if none exist.
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