Draft Sample Outage Notification Chart

(CCWG 02/08/06)

Definition of Terms
Outage – The interruption or delay of a market service.
Critical Process – Type of business process affected by the outage.
Systems – ERCOT processes or system(s) affected by the outage.
Timing – Duration of the outage.
Phases – Communication phase – 
I.
Initial notification (identification that service is not available, but technical or business analysis not yet available); 
II.
Follow-up notification, multiple updates depending on the duration of the outage (progress reports and reporting of impacts to other systems); 
III.
Notification regarding end of outage (service is restored, but root cause analysis may not be complete); and 
IV.
Summary of lessons learned and any mitigation action taken by ERCOT (root cause analysis complete, but mitigation actions may be pending).
Escalation – Escalation of notifications based on duration of outage and cross-system impact.
Notice Content – Dependent on communication phase, duration of outage, and complexity of outage (in principal, each notice should inform audience of progress of service restoration and anticipated duration of the outage).
Audience – Email distribution lists (see http://lists.ercot.com ) to which ERCOT will send notices.
24X7 or Business Day – Basis of timeline for distribution of notices.
	Critical Process
	Affected Systems
	Duration of Outage
	Timing of Market Notification
	Phases of Notice
	Escalation 
	Notice Content
	Audience
	24X7 or Business Day

	Communications
	TML
	< 15 minutes
	ERCOT logs outage and post instance to webpage.
	Business Day

	
	
	> 15 minutes


	ASAP
	I – initial notification
	None
	Minimal
	Notice Release Retail & Wholesale list servs and Primary and Secondary contacts
	24X7

	
	
	> 15 minutes


	Hour 2
	II - Follow Up 
	None
	Standard Content
	Same as previous
	24X7

	
	
	> 15 minutes


	Hour 12
	II - Follow Up 
	None
	Same as previous + updates
	Same as previous
	24X7

	
	
	> 15 minutes


	Hour 24
	II - Follow up and initiate daily conference calls
	Yes
	Same as previous + conference call information
	Same as previous + Subcommittees
	24X7

	
	
	> 15 minutes


	Hour 48
	II - Follow-up
	Yes
	Same as previous
	Same as previous + TAC
	24X7

	
	
	> 15 minutes


	End of Outage
	III - Final
	Same as previous notice
	Service Restored
	Same as previous 
	Business Day

	
	
	> 15 minutes


	End of Outage +  7 days 
	IV – Lessons Learned & Mitigation Action 
	Same as previous notice
	Same as previous + lessons learned and mitigation actions; additional follow-up communications
	Same as previous 
	Business Day

	
	
	> 15 minutes


	End of outage + time for completion of root cause analysis
	IV – Lessons Learned & Mitigation Action 
	Same as previous notice
	Same as previous + lessons learned and mitigation actions; additional follow-up communications
	Same as previous 
	Business Day
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