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[bookmark: _GoBack]Using the Problem Feature in CMA
The Problem feature in an experimental phase, and is currently being used for the 2nd Level QC-ing only.  The next upgrade of CMA will bring slight changes to the Problem feature, and possibly how we use it.

· 1st level  QCers continue to make corrections to docket text, issue NDFs or send them onto team leaders when errors are found.
· 1st level QCers should make a note in CMA if a question was sent to team leader or CRD, and
· 1st level QCers should make a note in CMA if a request for correction was sent to a team leader.
· 1st level QCers  are responsible for completing  all actions (i.e. issue notice, remove flag) before marking an item as QCed   
· Once marked as QCed, 7% of  1st level QCed items will go onto a second review

Why use the Problem Feature?

· To ensure quality of the docket and court record 
· To ensure  that the same court procedures are being followed in all divisions
· To promote discussions on different viewpoints
· To determine if additional training is needed  

Who are the 2nd level QCers?

· Kathy Osborne (DQA – Data Quality Analyst) is the primary 2nd level QCer 
· Team Leaders are the primary 2nd level QCers for Ch 11s, 12s, and Adversaries
· Jill, Jon and Tressa (on an experimental basis) are acting as 2nd level QCers.  These case managers were selected by the Team Leaders as 2nd level QCers for this experiment.  This additional duty does not include a promotion or additional compensation.  At some time in the future, we may add additional case managers as 2nd level QCers.

Step-by-step information on the Problem feature

For step-by-step information, refer to the CMA guide section dealing with problems.  The CMA guide can be found by clicking the “?” on the tool bar on the “To Do” screen of CMA.  The section dealing with the Problem feature is found under Section 6, pgs.  41 to 55.  

A condensed version of how the Problem feature is used:

Case Manager QCs (1st level) items in CMA, and the 7% of all QCed documents are sent on for 2nd Level QC for review.  There are five possible outcomes …


1. 	No Problem Found 
 A.		2nd level marks item as QCed – process finished
2. Problem Found and Needs Correction
	A. 		2nd level marks item as Problem – item is routed back to original 1st level QC To Do box with a “P” next to the case number
B. 	1st level clicks on the triangle [image: ] to read notes as to what the problem is, makes the necessary correction – marks as QCed – item is routed back to 2nd level QC To Do box
C. 2nd level agrees problem resolved – marks as QCed – process finished
3. Problem Found, Needs Correction returned  to 1st level and Correction Not Made
A. 2nd level marks item as Problem – item is routed back to original 1st level QC To Do box with a “P” next to the case number
B. 1st level clicks on triangle [image: ] to read notes as to what the problem is –  either doesn’t  correct problem or correction is incomplete or incorrect,  and 1st level marks it as QCed – item is routed back to 2nd level QC To Do box
C. 2nd level  marks as “Still Has a Problem” – item is routed back to original 1st level QC To Do box with a “P” next to the case number
D. 1st level corrects problem – marks as QCed –  item is routed back to 2nd level QC To Do box
E. 2nd level agrees problem resolved – marks as QCed – process finished
4. Problem Found and Challenge Made
A. 2nd level marks item as Problem – item is routed back to original 1st level QC To Do box with a “P” next to the case number
B. 1st level clicks on triangle [image: ] to read about the problem found and disagrees that it is a problem.  They click on “Challenge” in the problem box. The item is routed back to 2nd level QC To Do box with a “p” and a “C”. The team Leader also receives the item marked with a “C” for challenge .  Notification is also sent to Stacy.
C. 2nd level can add an additional note – marks as QCed – process finished for 2nd level QCer

5. Challenge Resolved
A. Team Leader marks one of the following options:
· Uphold Challenge – item will not be considered a problem 
· Deny Challenge – item will be considered a problem – clicks “Still Has a Problem” – item will be sent back to original 1st level QCer to correct  
B. Decision is emailed to 1st level and 2nd level QCer
C. Team Leader marks item as QCed – process finished
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