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	Executive summary 
	This document aims to formalise the procedure related to the SSN maintenance and more specifically to follow up of the helpdesk calls that result to Contact Sheets. 

	Action to be taken
	As per paragraph 4 

	Related documents
	


1.  INTRODUCTION 

The purpose of this document is to formalise the procedure to follow up on helpdesk calls that result in Contact Sheets to be drafted by EMSA calling for their resolution.

The objective of the follow up procedure is to ensure that all calls related to system faults, bugs and inconsistencies are resolved and to inform the call initiator of the progress of the call resolution.

2.  OVERALL APPROACH

The streamline process for the helpdesk call initiation/response/resolution is the following:

a. Call Registration and Logging. This activity entails the reception or elicitation of information concerning each call in cases of indirect (e.g. e-mail) and direct (e.g. phone call) communication paths respectively. It also entails the assignment of a unique number to the call along with the call reception time. All data relevant to the specific call will be entered in the call management tool. The call reception time-mark is considered as the start of the helpdesk service response time. 

b. Initial Analysis and Call Classification. The information provided by the issuer of the call, especially in cases of indirect communication, will be analysed and examined for completeness and comprehension. Clarifications may be requested from the issuer of the call for this purpose. Based on this activity’s findings, the call will be classified to the appropriate severity service level, so as to define the expected priority (high, medium, or low). 

c. Following the receipt and registration of the call, this call will be processed in the context of incident management process performed by helpdesk services staff. 
· Incidents Analysis. Incident management will commence with an analysis of the incident (Call) using information available at the call record in order for this incident to be properly categorised and prioritised. Clarification may be also requested by the issuer of the call in the context of this activity.
· Incident Investigation and Diagnosis. Information collected in the context of the previous activity will be further analysed in order to identify the incident’s cause. If possible, in cases of trouble calls, staff responsible for incident management will try to reproduce the incident in order to get a complete understanding of the conditions where the incident occurred.
· Call Resolution. Upon the completion of resolution actions (these may include the suggestion of a work-around, the provision of support instructions, the resolution identified in the context of incident management, the resolution provided by problem management, etc.), the issuer of the incident is accordingly informed by email.
d. In the context of incident management the call will be either directly resolved that is if the resolution does not require a bug fix or a modification to the SSN applications or an ‘Action’ may be assigned. An action suggests that a Contact Sheet is drafted by EMSA for the incident resolution and usually entails the modification to the SSN applications or the update to the SSN documentation. The issue will be handled in the context of the Contact Sheet analysis/estimation/resolution procedure.
e. Staff responsible for helpdesk services must monitor the progress of assigned actions (follow-up of assigned actions) against the time limits specified for the call in order to identify delays. The issuer of the call will be kept informed on the progress of the call resolution by email while EMSA’s Officers concerned with the project will be informed on cases that resolution requires their assistance/feedback by email and the weekly helpdesk report. 

f. Following the call resolution depending on the nature of the resolution:

· A solution will be forwarded to the issuer and an update will be performed in the call management tool so that the solution is logged, and the change of the Call status from ‘open’ to ‘resolved’. Before setting the status of the call to ‘closed’, a proactive activity takes place. This activity concerns the communication with the resolved incident/ problem or fulfilled request originator in order to obtain feedback on the solution. 

· In case that a Contact Sheet is required for the resolution of the incident, EMSA is alerted by email and the weekly helpdesk report while the issuer is informed that the call resolution is under consideration by EMSA. 

The issue is further analysed and EMSA will finally draft the Contact Sheet for the resolution of the incident. Meanwhile the issuer of the call is informed that a Contact Sheet has been drafted. The version of the SSN applications in which the Contact Sheet will be implemented is also reported to the issuer. 

The status of the call is updated from ‘Open’ to ‘In Progress’. Following the implementation of the Contact Sheet and the release of the new SSN version, the development team specifies the modifications to the new version and the corresponding Contact Sheets in the Software Patch Release form that is communicated to all the participants Member States. 

The status of the call is set to ‘Resolved’.

Following the testing of the new release the originator will be requested to provide his/her feedback to ensure the incident is resolved.

g. Upon ensuring that the originator has been satisfied, the status of the call is set to ‘Closed’ and the call is deleted from the list of pending ones. 

3.  ISSUE TRACKING SYSTEM  

Currently the communication between the helpdesk and the Member States for the service calls registration/resolution and follow up is done primarily by emails. 

To improve the follow up on calls procedure ESMA suggest that all the calls are logged and managed by the helpdesk personnel using Jira (a 3rd party issue tracking tool by Atlassian Software Systems).

A report that consolidates all the calls reported to date is produced on a weekly basis. The report in the form of an MS Excel spreadsheet contains, amongst others,  for each call the following information;

· Call originator details.

· Applicable SSN version.

· Time/date the call is opened/resolved/closed.

· Current status.

· Proposed solution.

· The contact sheet to implement their resolution is produced. 

EMSA proposes to make this report available to all the SSN participants via the EMSA Web site for download and consultation. The SSN participants will get a weekly update on the helpdesk calls and will be able to follow up their resolution. 

4. ACTION REQUIRED

The Member States are invited to note the above proposals and take appropriate decisions. 
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