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This Section Is Completed by Submitter of Change Request Only:
	Submitter Name: 

Jennifer Frederick on behalf of AMWG
	Submitting Company Name:  

AMWG
	Phone Number:  

512-320-7912

	Date of Submission:

5/23/2013
	Affected Business Process: 
Reports for AMWG Data Monitoring Requirements 

Requirement 6
	Submitter’s E-Mail Address: 

jennifer.frederick@directenergy.com 

	AMWG Issue cross-reference number: 001

	
	Market Guide or other Market Impact (Y/N):

N

	Detailed Description and Reason for Proposed Change(s):
Report on number of help desk tickets created by the SMT Help Desk.  
· Modify the current JDOA report to be a market facing report.  (current report attached below)
Reported Monthly by Ticket Type. As Ticket Types are modified the report should reflect those changes.  


	NOTE: Requester must complete above fields and include a redlined example of modifications to each impacted implementation guide.  This must be included at the time the request form is submitted.
Please submit this completed form via e-mail to AMWG Leadership and RMS Chair.


For AMWG Leadership Use Only:

	AMWG Recommendation:
Approve
	Recommendation for Emergency (Y/N):N

	Date of AMWG Recommendation:
05/29/2013

	Detailed Description and Reason for Revision: 
Provides insight into the types of calls coming into the SMT Call Center.  


	RMS Decision:

	Emergency (Y/N):

	Date of RMS Decision:


	Summary of RMS Discussion: 



Insert Applicable Documentation Here: 
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Weekly Summary

		

		Help Desk Ticket Report
Help Desk

		Period: mm/dd - mm/dd		Week		MTD		% Escalated

		Total  Calls

		Total Tickets

		User Types

		TDSP

		REP

		Residential

		Non-Residential

		Ticket Types

		Meter Not Found

		Web Site Access Issues

		Information

		Registration

		HAN Provisioning

		Usage Reports

		TDSP Defects Reported

		Disconnects/Erroneous

		Friends and Family

		Web Site Access Issues Sub Categories

		Registration Error- Email/Browser

		Temp Password Not Working

		Username or Password Invalid

		Invalid Request Error

		Not Receiving Initial Temp Password

		Username Already Exists

		Website Down

		Average time to resolve a ticket





Ticket Types

		Smart Meter Texas
Help Desk - Request Types

		Count		Issues Reported / Questions		Resolution

				Meter not found		Tickets for users claiming meter was installed over 60 days ago were directed to the Portal team; others were advised of timeline required prior to meter data appearing in the Portal.

				Information - General		Answered general questions such as user did not know how to find ESIID, etc.

				Password user name or password invalid		Forgotten user names or incorrectly typed passwords

				Usage data questions		Answered usage data questions, e.g., how to access data, why isn't data realtime?, etc.

				Registration assistance		Walked user through registration process

				Registration error- Email/Browser		Receiving error 500 when attempting to register, customer was using Mozilla, advised to try Internet Explorer instead

				Not receiving initial temp password		Walked through password reset process

				Web site down		Assigned to Portal Support queue for resolution

				HAN Provisioning		Assigned to Portal Support queue for resolution

				Temp password not working		Temp password was entered incorrectly

				Invalid request error		Received invalid request error when attempting to register

				User name already exists		Informed customer they would need to use another user ID

				Disconnects/Erroneous		Call unable to be continued or never initiated due to customer disconnect, bad cell phone reception and like issues

				TDSP Defects Reported		TDSP reporting defects for level 2 action

				Friends and Family		Provided info on Friends and Family Feature

						Reporting Period:  mm/dd/yyyy - mm/dd/yyyy






