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Summary (describe in a paragraph the context and reason for process): 

Process Name: Triage process 

Process Ref: INV-TRI01 

Process Owner: Tracy Bannister 

Process Owner Role: Network Resolution Operations Manager 

Document Status: Draft / Peer Reviewed / SME Reviewed /Approved

Document Classification: Internal 

n a discrepancy is raised and passed to the investigation teams the first process completed is Triage to asses the issue and the next steps. 

Version History 

Version Number Date Issued Author Updates since last version 
0.1 03/08/21 Fleur Langley-Knight Initial version 
0.2 15/09/21 Fleur Langley-Knight Controls added 
1.0 04/10/21 Fleur Langley-Knight Summary page and version updated 
1.1 29/04/2022 Duncan Hughes Review process and controls 
2.0 05/05/2022 Duncan Hughes Process approved 

Review History 

Reviewer Role Last Date Reviewed Version(s) Reviewed 
Louise Liptrott T2 manager 02/08/21 0.1 
Tracy Bannister Network Resolution 05/05/2022 1.1 

Operations Manager 
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Process Notes 
(Detail any notes to supplement specific process stages) 

Free format notes can be added here with reference to stage in process 

Triage checklist on the dynamics workflow: 

Start date Tier 2 — Triage 
Check if the Branch have any system issues (Dropdown — Yes or No) 
Is the amount below £500 
Check if 2 or more write offs in 12 months 
Check unresolved losses in 12 months total over £500 
Should the amount be written off 
Findings overview 
Triage write off decision (Dropdown — Yes or No) 
Status Reason Tier 2 Triage — Move to Tier 2 Analyst 

Discrepancy Found 
Clear Account 

Controls 
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Glossary
(Include abbriviations / terms / acronyms used in process flow, along with a description to aid understanding) 

Terms Definition 
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{Insert Reference of Process}: { Insert Name of Process and 
(Version Number in brackets)} 
(Insert Description of Process in italics) 
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Time lag or delay: 
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Channels 

Showchannel icons on the activtyboxwhere the channel 
is used or the activity f low that joi ns it to the next activity. 

They can also be used to link to customer outcomes or 
communications to show the method by which the 

core mu nicat ion was sent. 

Past Office Branch 
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Telephone  SelfSeivice licek 
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Process Reference: INV-TRIO1 Process Name: Triage 
Brief Process Description: The Triage step is to assess the case and confirm if a full investigation is required 
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in Dyra miss d amics Yn Process Ref:INV-FULL01 
ProcessName: Full Investigation 

Rework case to 
correct omissions/ 
errors and assign to 

Triage 

Version: 2.0 


