RFP 13-41
Attachment Q
CR Priority Status Determination

After completing the review process, the State may determine and assign a priority status to the CR using the following criteria:

Critical

· Problem prevents completion of an action.

· Work cannot proceed until the problem is resolved.

· No available (approved) workaround.

· Numerous cases are involved

· The problem causes the system to crash or results in many fatal errors.

· Target time frame for resolution:  usually immediately. 

High

· Problem complicates the completion of an action.

· Problem affects the issuance of correct benefits.

· Many cases may be involved.

· Fatal errors may be occurring.

· Possible workarounds or file aids can be used to fix the problem.  However, continued use of workarounds/file aids may be inefficient, impractical or error prone in the long run.

· Target time frame for resolution:  30 days.

Medium

· Criteria are the same as high priority.

· Used as a control device for prioritizing high priority cases.

· Target time frame for resolution:  35 days.

Low

· Inconvenient workarounds.

· Nuisance problem to staff.

· Few cases are affected.

· Can be worked on when time and resources are available.

· Can be used as a control device for slow/non-responsive requests for information or decisions from IPAC staff and when invalidating a CR is not desired.

· Target time frame for resolution:  not time sensitive.
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