SA/802 ETools Communications Plan
October 3, 2011

ETools Communication Plan
IEEE-SA and IEEE 802 EC

This communication plan is to serve as a guide to customer communication efforts and for the process and handling of customer issues/complaints/feedback.  It is a living document and will be updated periodically as needs change. The communications plan explains how to convey messages, information and requests from the “right” communicator, to the appropriate audience, through the right channels, at the right time.
The goal of this plan is: To improve communication between IEEE-SA and IEEE 802® EC with regards to the current ETools (Mentor, myProject, IMAT) thereby increasing transparency and improving relationships.

This plan serves two efforts:

1. Customer  Issue/Feedback Management

2. Customer Communications Management

In both processes, the SA Key Contact (Christina Boyce) and the 802 EC Key Contact (Jon Rosdahl) are responsible for keeping their respective groups informed.  For the SA Key Contact that may include the SA Senior Management Staff, SA Staff Liaisons, the entire ETools user community, and the SA Governance Boards, their committees or adhocs.  For the 802 EC Key contact, this may include all 802 EC Members, 802 contracted vendors/suppliers, and 802 participants who utilize the SA ETools (although this last group will most likely receive communication from the SA Key Contact as part of the entire ETools user community.) 

1. Customer Issue/Feedback Management

This process will be used when a customer:

· is experiencing any problem (bug) with an SA provided/supported ETool

· requires more information about functionality (training)

· has identified an enhancement opportunity

· has identified a possible bug

Issue/Feedback Submission Process

STEP 1: Report the issue

Any user who identifies an issue or requires feedback with regard to eTools must send an email to myproject-admin@standards.ieee.org the Subject Line must include the ETool affected.  The body of the message must include:
a. Page title or URL
b. Description of the Issue/Feedback

c. Possible resolution and proposed priority
Sending an email enters a TICKET into the SA Ticket system which is monitored by the SA Key Contact daily (Mon-Fri; 7:30am ET – 5pm ET).

STEP 2: Confirmation and Resolution of Ticket 
The SA Key Contact will confirm receipt of the ticket within 1 business days to the submitter of the ticket (and all cc’d) with the following information:

a. Ticket # assigned

b. Expected turnaround time on issue resolution (if applicable)

STEP 3: Resolution of Ticket

The SA Key Contact will address the issue by:

· Providing support requested by user

· Providing update on change

· Providing update on bug fix

· Identifying a work around to resolve immediate issue

· Other

The goal of this step is to resolve the user issue with the highest level of service and support of the issue reported.

STEP 4 (802 Issues Only): Log Ticket in Shared Issues List
To ensure transparency, the SA Key Contact will create an MS Excel spreadsheet of all issues reported by identified 802 EC Members.  This report will be shared with the 802 Key Contact monthly or upon request.  This report will be referred to during monthly (minimally prior to plenary and interim call meetings) SA & 802 Key Contact meetings.
The Issues List (MS Excel format) will provide the following fields:

· Ticket #

· Date Reported

· Submitted by

· Subject

· Summary of issue

· Priority assigned

· Expected resolution date

· Actual resolution date

· Resolution Summary
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