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Technical and Operational Issue Handling Plan for Trainees
First: Reporting Channels
Trainees may report any technical issue through the following channels:

] Contact form on the official website
L] Official technical support email
. Customer service number (WhatsApp / Call)

To ensure faster resolution, trainees are requested to provide the following information:

e Full name
e Course name
e Clear description of the issue

e Time when the issue occurred
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e Screenshot (if possible)
e Device type (Computer / Mobile)

e Browser name

Second: Initial Response

24 Confirmation of receipt will be sent within a short timeframe.

@ The issue will be categorized according to its type, such as:
e Registration or account creation issues
e Login or password issues
e Online payment issues
o Difficulty accessing the live session (Zoom)
e Training materials not appearing

e Technical issues related to streaming or audio

Third: Technical Diagnosis
The support team will:
e Review the trainee’s account and related data
e Reset passwords when necessary
e Verify payment and subscription status
e Ensure access permissions to sessions or course content are activated
o Test system compatibility, browser settings, and technical requirements

If the issue requires deeper technical intervention, it will be escalated to the specialized
team.

Fourth: Resolution & Follow-Up
e Implement the appropriate solution and inform the trainee
e Follow up directly to confirm the issue has been resolved

o Document the case in the support system for future reference
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e Monitor for any recurring issues to prevent repetition

Fifth: Preventive Measures

To minimize future technical issues, the following actions are taken:

Regular system updates

Testing live session links before each course

Reviewing payment and registration systems

Sending technical guidelines to trainees prior to the program start
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