Report DO and District-Wide Outage

Input(s) to the process:

-------------------------------------------
· Outage information
Output(s) from the process:

-------------------------------------------
· Phone call
· E-mail (Helpdesk and/or personal account)
· Personal visit

· Helpdesk Ticket

Process end state(s):

-------------------------------------------
· Information has been disseminated to the appropriate group.

Assumption(s) and General Note(s):

-------------------------------------------
· “System-Wide” or “SW” describes an outage that directly affects two or more customers.
· The outages are Information Technology (IT) related (i.e. network, power, phones, etc.).
· Notification e-mails are sent using the Helpdesk e-mail account with a Helpdesk signature.
· Per the Technology Leadership Council’s vote, any outage notifications sent to the colleges are only to be directed to the Helpdesk User’s Groups.  These groups will then relay the information to their campuses. 
· If in the event that the staff person does not know what to do or whether they can complete the task, ask questions of peers or supervisor.
Supporting Document(s):

-------------------------------------------
· ITS Confidential phone list
· Prioritization Standards Grid
· TSS Routing Guidelines
· ITS Systems/Services Grid
Event(s):

-------------------------------------------
· Information is received by the TSS staff via pertaining to a possible system-wide outage.

Process Steps:

-------------------------------------------
	STEP
	DESCRIPTION
	TECHNOLOGY
	JOB TITLE

	1 
	Gather and Analyze All the Pertinent Information
Information includes who they are, what type of outage is being experienced, where the outage is occurring, when the outage occurred (or will occur – including an estimated time to resolution/repair), and why the outage occurred, if known.  

Obtain additional needed information.  Information can be gathered via email, phone call, visiting the customer, or research by staff.


	
	Technology Support Services Staff

	2 
	Establish Whether the Information Pertains to a Scheduled SW Outage

Determine if information regards a future/scheduled SW outage.

If the information pertains to a scheduled SW outage, continue with Step 3, Determine Who the Scheduled SW Outage Will Affect.

If the information does not pertain to a scheduled SW outage, skip to Step 5, Verify If a SW Outage Currently Exists.


	
	

	3 
	Determine Who the Scheduled SW Outage Will Affect

Establish which customers would be affected by the SW outage using the ITS Systems/Services Grid.


	
	Technology Support Services

Staff

	4 
	Notify the Affected Customers of Scheduled Outage

Contact the customers who will be affected by the scheduled SW outage, via e-mail.  Notifications are sent immediately after receiving & verifying the information and again on the day prior to the scheduled SW outage, if possible.

Update the helpdesk web page with outage information and any applicable details.

Once this step is complete, skip to step 11, Update the Affected Customers of Issue Resolution.
Note:

· In the instance the customer was not aware of the scheduled outage notification; relay the information to that person.  No additional mass notification is needed. 

· If the SW outage is at the campus-level only and will occur entirely during non-business hours, typically no e-mail is necessary and only the web page is updated.

· If the outage affects the District Office building only use: dl-dist@memo.maricopa.edu
· Per the Technology Leadership Council vote: If the outage affects any College campus use: dl-helpdesk-users-group@memo.maricopa.edu.  College Helpdesks are responsible for disseminating the information to their campuses.


	
	Helpdesk Staff

	5
	Verify if a SW Outage Currently Exists
Check the following resources to establish the validity of the initial report:
· Duplicating the efforts to recreate the problem
· Checking the system ourselves

· Big Brother System: 

                   http://www.dist.maricopa.edu/bb/
                   http://bigbrother.dist.maricopa.edu/bb/
· Contacting peers

· Contacting an administrator of the system or service using the ITS Systems/Services Grid
Determine if a SW outage currently exists.

If a system-wide outage currently exists, continue to step 6, Notify 2nd Tier Support of SW Outage. 
If a SW outage does not currently exist, skip to step 12, Handle the Info. Using Established Processes.

	
	Technology Support Services Staff

	6
	Notify 2nd Tier Support of SW Outage

Using the ITS Systems/Services Grid, contact a responsible system administrator to ensure that they are aware of a SW outage.  

Obtain any possible information that might be relayed to affected customers. 


	
	Helpdesk Staff

	7
	Determine Who the SW Outage Affects
Establish which customers will need to be notified using the ITS Systems/Services Grid.


	
	Technology Support Services Staff

	8
	Notify the Affected Customers of Current Outage
Contact the affected customers in the order of email, phone, or personal visit.
Update the helpdesk web page with outage information and any applicable details.

Note:

· If the outage affects the District Office building only use: dl-dist@memo.maricopa.edu
· Per the Technology Leadership Council vote: If the outage affects any College campus use: dl-helpdesk-users-group@memo.maricopa.edu.  College Helpdesks are responsible for disseminating the information to their campuses.


	
	Helpdesk Staff

	9
	Determine if the SW Outage Still Exists

Approximately every 15 minutes, re-check all available resources listed in step 5, Verify if a SW Outage Currently Exists, to establish if the SW outage still exists.

If the SW outage still exists, continue to step 10, Update the Affected Customers.

If the SW outage no longer exists, skip to step 11, Update the Affected Customers of Issue Resolution. 


	
	Technology Support Services

Staff

	10
	Update the Affected Customers
Re-contact the affected customers in the order of email, phone, or personal visit every 2 hours.
If applicable, send an end-of-shift update to the TSS department detailing any unresolved outages.

Update the helpdesk web page with outage information and any applicable details.

Note:

· Even though Step 9, Determine if the SW Outage Still Exists, is performed every 15 minutes, the update to the affected customers only needs to be sent every 2 hours.
        Return to Step 9, Determine if the SW Outage Still Exists 


	
	Helpdesk Staff

	11
	Update the Affected Customers of Issue Resolution

Re-contact the affected customers with a final status report indicating the final resolution to the outage.

Update the helpdesk web page with outage resolution information and any applicable details.

Once the final status report has been sent, the process has been completed.

Note:

· There will be a time delay between Step 4, Notify the Affected Customers of Scheduled Outage, and this step.


	
	Helpdesk Staff

	12
	Handle the Information Using Established Processes
Based upon the method of delivery of the initial report, follow the established processes:

- Complete Phone Call Request
- Complete Helpdesk Ticket Request
- Complete Helpdesk E-mail Request
- Complete Walk-In Request
- Helpdesk Voicemail Message Request
Once the information has been reclassified, this process has been completed. 

 
	
	Technology Support Services

Staff
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