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Meeting Notes
     

	Date: May 3rd 2012
	Time: Tuesday,

10:00 a.m. – 11:30 a.m.

	Location: 
ADE IT: 1ist Floor MCESA SCRUM Area


	

	Meeting called by
	ADE / MCESA

	Type of meeting
	Informational/planning

	Facilitator
	ADE

	Scribe
	David Plouff

	Attendees
	Al Dullum – MCESA PM
Ken Martinez – MCESA Services Tech

Jean Bandes – MCESA Business Services Tech Operations Manager
	David Plouff – ADE, ODCT PM
Marina Stover – ADE, Lead Technical Writer




	Agenda Items

	Agenda (Discussion)
	Present the draft of the Interim Support Model currently in place for MCESA ODCT – discuss, vet and refine the draft 
· Interim support model -The interim support model is the process that is to be followed from the date that this document gains final approval until the short-term support model is implemented.

· Short-term support model - The short-term model is the process that will be implemented once the draft of the short-term model is approved, and once MCESA and ADE draft an SLA on the short-term model.

· Long-term support model - The long-term model is the process that will be implemented when the REILize Decision Support System has been implemented on the AELAS platform. 



	Review of Short-term Support Model:
Added in multiple customer touch points for communication on support tickets via Remedy

· Canned responses can be automated incorporating end user email addresses

Added MCESA L2 Support - Remedy Interface contact points to support model

· Remedy licenses (2) on order for ADE use

· Remedy license will require an email address – Question: Can ADE create a generic email address for utilization of the Remedy license by L2

· David to check with Network Services: Dan Peckhardt on feasibility

Confirmed with MCESA ITS: Jean Bandes- Remedy tickets are being created as issues are submitted to MCESA Support Group mailbox

· Team concurs that Remedy template needs to be at a individual level for tickets versus District level – this is to assist in metrics for the REIL suite of tools

MCESA ITS/ ADE Support L2 (Jean and Marina) will conduct knowledge transfer and understanding sessions on remedy Template incorporating Support Information Request Form (SIRF)

· Al to schedule session time @ MCESA

Team agrees - Nomenclature for Remedy support ticket EMAILS should include in subject line:

 “Your Incident 000001…”
1. Has been escalated to L2

2. Deescalated to L1

3. Resolved

4. Is under review

Team concluded 2nd pass at support model



	

	

	Decisions / Next Steps
	· ADE team and MCESA team to meet next week to further refine and vet draft on interim support model, discuss and define escalation points to Level 2 support, 

	
	

	
	

	Action items 
	Person responsible
	Deadline

	· check with NS – Dan P. on email address for generic use in remedy license
· Remedy version currently in use
· Phone # for MCESA ITS – into documentation draft

· Revised draft of support model
	David
Jean

Jean

Marina
	In progress
By next session

5/4/12
In Progress

	
	

	Follow-up from Prior Meeting (If applicable)
	Person responsible
	Deadline

	· NA
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