9.2.6.2 GIS WORP Process


	Process Owner:
	PMO

	Document Owner:
	PMO

	Author:
	Bev Nelson

	Effective Date:
	01/01/2003

	Revision Date:
	10/11/2004

	Purpose:
	To define the purpose of WORP as well as how and why documentation is added to WORP

	Roles & Responsibilities:
	Purpose of WORP

WORP is used in a couple of different ways.

1. The helpdesk uses it to determine:

· Which Remedy Queue to route tickets to

· Application support hours information

· Escalation procedures

· Troubleshooting tips

2. Support teams can use it to:

· Reference/confirm escalation procedures

· Document/reference troubleshooting tips
· Document related team processes
PMO/Business/Support Team

To determine if a WORP page is necessary, a remedy ticket should be generated to the support team requesting a decision on whether a WORP page is required.  General guidelines dictate that a WORP page is associated with a Remedy Queue and contains the following information.

· Contact Procedures and On-call

· Escalation Procedures

· What We Do (what is supported)

· What We Don’t Do (what is not supported)

· Troubleshooting Tips

If a WORP page is needed, the folder location is identified (e.g., systems, ops, network, etc.) and a page is created using a StorageTek required template.  The template is provided by the Remedy support person assigned to the ticket.  The format needs to be maintained but additional sections can be added.  

A Page Owner, Remedy Queue and Support Hours are identified at the time the page is created.  The Page Owner is usually given update permissions (it can be someone else).  The person (or persons) granted update access is responsible for populating and maintaining the WORP page.  The WORP page is updated by clicking the Last Updated link on the page to be modified.  
If the 'update designee' needs help populating and/or updating a page, he or she can review other WORP pages and/or open a Remedy ticket requesting additional information.  


Change History

	Version
	Date
	Change Definition

	1
	1/01/03
	Initial document.

	2
	
	

	2.1
	10/11/04
	Converted document into standard template.  Date of initial document is estimated, but not known.
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