



Process Flow for Handling E-mail Service Interruptions at HQ
 

Proposed Steps:
 

Once we know there is a possible e-mail service interruption, the following steps will take place:
Step 1:   ODIN NOMAD Program Manager (Mike Riddick/Mary Mahlbacher) notifies all ITCD by forwarding original NOMAD Notice, sending pre-written e-mail, making a phone call, or conducting a physical visit. 
Step 2a:  ITCD notifies Director, HQ Operations (Chris Jedrey) 
 
 Step 2b:  HQ NOMAD Project Manager (Sam Ramos / Elaine Bowman) notifies the IT Notice team (Mike Riddick/Mary Shouse) to send a standard pre-written IT POC Notice. 
 
 Step 2c:  HQ NOMAD Project Manager notifies the Telecomm Manager (Mike Barrett/Jeff Anderson) to send out a standard pre-scripted IT POC voice broadcast.
 

NOTE: The IT Notice and voice broadcast will tell IT POC’s that we are experiencing problems with e-mail, the impact is undetermined, the issue is being worked, and a follow up notice will be sent when we have more information. It could also offer the option to check the NOMAD Status Web page at https://www.odin.lmit.com/nomad/nomadstatus.cfm for updates.
 

Step 3:  ODIN CSM (Matt Veillette) makes contact with the Administrator's Suite/Staff
 

Step 4:   ODIN NOMAD Program Manager works with Agency NOMAD team to gather information such as the root cause, the impact, any additional information, and reports to the HQ NOMAD Project Manager.
 

Step 5:  HQ NOMAD Project Manager determines when there is sufficient information for an IT Notice / voice broadcast and determines whether it should be addressed to IT POC's or all employees.
 

NOTE: This notice might include suggestions for a work-around such as using Outlook Web Access (OWA).
 

Step 6:  ODIN NOMAD Program Manager reports to the HQ NOMAD Project Manager when issue is resolved and provides any pertinent information that may need to be passed on to IT POC’s.
 

Step 7:   HQ NOMAD Project Manager notifies IT Notice team to send out a follow-up IT POC Notice.
Step 8:  IT Notice Team sends IT POC Notice, followed by an FYI Notice to close the loop.
 


