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SEPO PROCESS FOR INQUIRIES

1.0   PURPOSE

The following procedures document our internal process for handling inquires to SEPO:


a.  INCOMING:  When an inquiry is addressed to “SEPO,” the SEPO Director (or acting) is responsible for determining who is to be the responsible SEPO member(s) to answer the message.  When the determination is made, the Director will notify everyone, either by email or word of mouth, so that the SEPO staff will know an inquiry is being addressed (vs. in limbo).


b.  OUTGOING:  When the responsible SEPOite(s) answers the inquiry they may do it in one or a combination of several ways: email, phone conversation, meeting, guard mail, sw_community alias, etc.   It is at the discretion of the responsible SEPO member(s) what way to use and how much to involve the rest of the SEPO staff as long the appropriate persons are notified in accordance with other existing processes.  For example, copy all SEPO team members on the email response, so they know that the inquiry has been answered.   If the sw_community process is used the sw_community POC needs to be copied for metrics purposes.     


c.  RESOLUTION:  When the responsible SEPO member(s) completes resolution he/she will include it their weekly activity report. 


d.  EXCEPTIONS:  The SEPO Director may, at any time, give the responsible SEPO member(s)  specific instructions on the handling of the action including the reporting to and/or involving of other SEPO members.  In these cases, the responsible SEPO member(s) will comply with the Director’s stated instructions or make suggestions for improvement of stated instructions. 
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