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Workaround record
and removal plan
Record the temporary solution, control its side effects and plan how to stop using it when the underlying problem is fixed.
Worked example: manual customer enquiry entry. All names, dates and results are fictional.
1 Define and approve the workaround
	Workaround title
	Manual entry of website enquiries into the CRM

	Reference and version
	WA 001 | Version 1.2 | Updated 18 September 2026

	Project or process
	CRM launch | Customer enquiry handling

	Status and dates
	Removed | Started 7 September | Closed 18 September 2026


Problem and reason for the workaround
Issue INC 241: the website form accepts enquiries, but the CRM import fails. Staff cannot assign or track new enquiries. Manual entry keeps responses moving while the supplier fixes the import.
Workaround scope and intended result
Two trained customer service staff enter new UK website enquiries from the restricted form register. Each enquiry must reach the CRM once, within four working hours. This covers new enquiries only; it does not fix the import.
	Responsibility
	Name and agreement

	Workaround owner and cover
	Alex Morgan, Customer Service Lead; cover: Jamie Reed.

	People carrying out the steps
	Priya Shah and Sam Bell, Customer Service Advisers.

	Approval and remaining risk
	Alex Morgan approved on 7 September 2026. Accepts slower processing while entry and duplicate checks remain in place; review daily.


2 Apply the workaround
Before starting
Use the restricted enquiry register and named CRM accounts. IT pauses the failed import and records the last successful enquiry ID. Arrange a second adviser to check entries. Keep source submissions unchanged.
Record the steps in the order they must be carried out. Include enough detail for the named cover person to follow them.
	Step
	Action
	Who
	Expected result or check

	1
	At 09:00 and 13:00, open the restricted register and identify unprocessed enquiries.
	Adviser
	Each item has a unique enquiry ID.

	2
	Search the CRM for the enquiry ID. If it exists, link the record and do not create another.
	Adviser
	No duplicate entry is created.

	3
	Enter the required fields and enquiry ID. Save the CRM record and add its link to the register.
	Adviser
	Required fields match the source.

	4
	Check each new record against the form. Mark it checked and record initials and time.
	Second adviser
	All fields checked; errors corrected.

	5
	At 16:00, reconcile received, entered and outstanding totals. Assign any exceptions.
	Team lead
	No unexplained gaps or duplicates.


Extra time resources and cost
	Extra work or cost
	Amount and frequency
	Owner or funding

	Manual entry and checking
	90 staff minutes per working day; maximum 40 enquiries per day.
	Customer Service Lead

	Daily review and reconciliation
	15 staff minutes per working day; covered by existing team capacity.
	Customer Service Lead


Tell people and provide support
The team lead briefs advisers before first use and gives the service desk these instructions. Keep this record in the team workspace. Report exceptions through INC 241.
Limits on continued use
Over 40 enquiries a day or any enquiry waiting over four working hours requires the team lead to agree extra cover or an alternative before the next batch.
3 Risks issues and reviews
A risk might happen. An issue has already happened. Record side effects caused by the workaround and link to existing registers where useful.
	ID and type
	Risk or issue and impact
	Control or action
	Owner and due date

	R1
Risk
	Duplicate entries could cause conflicting replies.
	Search by enquiry ID; second adviser checks entries. Remaining risk: low with checks.
	Priya Shah
Every batch

	R2
Risk
	Local exports could expose customer details.
	Use the restricted register; no local exports. Remaining risk: low with named access.
	Alex Morgan
Before use

	I1
Issue
	Staff absence caused a 30 minute backlog on 8 September.
	Jamie cleared the backlog that day. Confirm cover each morning. Status: resolved.
	Alex Morgan
8 Sep


Monitoring and warning signs
	Check or measure
	Who and how often
	When to act

	Reconcile enquiry IDs and received, entered and outstanding totals.
	Team lead at 16:00 daily.
	Any mismatch: pause the affected batch and investigate.

	Review queue age, daily volume and staff cover.
	Team lead at 09:00 and 13:00.
	Over four working hours, over 40 a day or no checker: arrange cover or pause.

	Check access and sharing of customer data.
	All users during each batch.
	Unexpected access: stop and contact IT support immediately.


Review and extension record
Record a decision to continue, change or stop. Any extension needs an owner, reason and new review date.
	Review date
	Decision evidence and actions
	Next review and owner

	10 Sep
	Continue. No missing or duplicate records. Supplier fix in testing.
	11 Sep
Alex Morgan

	16 Sep
	Tests passed. Begin removal; keep the manual route available during live checks.
	18 Sep
Alex Morgan


4 Permanent fix and emergency rollback
Permanent fix
	Item
	Details

	Fix and reference
	CHG 088: supplier update to the CRM import mapping.

	Owner and progress
	Taylor Chen, IT Support Lead. Supplier update tested and approved on 16 September.

	Target and dependencies
	Deploy 16 September after testing. Depends on supplier release and service owner approval.


Emergency rollback
Use this plan if the workaround fails or creates unacceptable problems. Define a safe fallback; the original broken process may still be unusable.
Stop conditions and decision maker
Any user stops the affected batch for suspected incorrect data, unexplained totals or unexpected data access and tells Alex Morgan. Alex decides the fallback with Taylor Chen; staff do not resume until cleared.
Safe fallback and preparation
Pause manual entry while enquiries remain in the restricted source register. Keep the failed import paused. Preserve the entry log and enquiry IDs for investigation. Replies already sent cannot be recalled; Alex arranges corrections where needed.
	Step
	Rollback action
	Who and confirmation

	1
	Pause the affected entry batch and tell both advisers and the service desk.
	Alex confirms the pause.

	2
	Keep source records and logs. Identify affected CRM records; flag them for review without deleting enquiry history.
	Taylor and Alex confirm scope.

	3
	Correct records through the approved CRM process. Reconcile IDs and arrange replies or extra cover for waiting customers.
	Alex checks the queue and agrees safe resumption.


If rollback cannot be completed
Escalate to Taylor and the service owner under INC 241. Keep new enquiries in the restricted queue and review within one working hour. Do not restart the import or manual entry until authorised.
5 Planned removal and closure
Use this plan when the permanent fix is ready. Remove the workaround only when the agreed checks show that the replacement works.
Conditions for removal and approval
Taylor confirms that test enquiries reach the CRM once, with all required fields. Alex approves removal on 16 September after CHG 088 is approved. The team checks the first two live import cycles before ending routine manual entry.
	Step
	Removal action
	Who and completion check

	1
	Agree the last manual enquiry ID and switch time. Tell advisers to pause entry during the switch.
	Alex records the boundary.

	2
	Reconcile manual entries against source IDs and clear exceptions. Configure the import to exclude records already entered.
	Taylor and Alex confirm no gaps or duplicates.

	3
	Deploy the approved fix and restart the import. Check each record in the first two live cycles against the source.
	Taylor records test results; Alex accepts.

	4
	End routine manual entry. Remove temporary edit access and retire the instructions. Retain logs under the normal retention rules.
	Alex confirms access and instructions updated.

	5
	Check totals and queue age for two working days, then close this record if all checks pass.
	Alex records evidence and closure.


If the permanent fix fails during removal
Taylor pauses the import and records the last successful ID. Alex reconciles the queue and may authorise the checked manual process for unprocessed IDs only, if its controls remain safe. Otherwise use the emergency fallback.
Closure checks
☑ Permanent fix verified and normal working confirmed.
☑ Temporary steps, access and instructions removed or updated.
☑ Outstanding records reconciled and required evidence retained.
☑ Affected people told to stop using the workaround.
☑ Remaining issues and actions assigned to named owners.

Closure confirmation and evidence
Alex Morgan, 18 September 2026. Evidence: INC 241 reconciliation log and CHG 088 test record. No missing or duplicate enquiries across two working days. No open actions. Lesson: add an import failure alert to future CRM releases.
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