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Improving Customer Support 

Presenter
Presentation Notes
Introduction by Gloria of:
 Michial Armstrong
 Terri Takei



Applications/Requests Supported by ACAP 

• Contexte 
• AOC hosted Imaging  
• Jury/MJI 
• eFlex 
• eTraffic 
• Court Connect  

• Internal 
• Public 

 

 
 

• Other Systems 
• dNET 
• CMS (until December 31, 

2015) 
• iMIS 

• Additional Areas: 
• Court data requests 
• Data Exchange issues 

• ACIC 
• Driver Services 
• VINE 
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ACAP supports:

1.  Let the audience read the slide.  Our comments may be along the lines of:
2.  As the needs of the judiciary, the list of applications grows as well.
3.  Many of the applications listed on this slide are connected to each other such as Contexte & CourtConnect, eFlex, Contexte & CourtConnect, etc.
4.  eFlex (efiling system) is being modified to permit the rollout of efiling to additional courts.  These modifications are being tested now.
5.  We are currently working with the 7th judicial circuit (Hot Spring, Grant counties & Malvern District Court) for an efiling implementation in the first half of 2015.
6.  Three additional courts have been approved for rollout:  Benton, Crawford, and Lonoke.


Contexte
Internal Imaging 
Jury/MJI
eFile/eFlex
eTraffic –copy court on responses to public. 
Court Connect: Internal/Public
Other supported systems:
     CMS
     DNET-Division support
      IMIS-division support




Who does ACAP HelpDesk Support? 

 Supreme Court/Court of Appeals 
 District/Circuit Judges  
 District/Circuit Clerks 
 Judge Staff 
 eFilers (Attorneys, Pro Se) 
 AOC staff 
 Other Agencies 
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Who does ACAP Support?

1.  Let the audience read the slide.  Our comments may center around:
Our customer base is growing as we expand the number of applications and other items we support.
Other agencies are those entities that we share data with or receive data from



Supreme Court/Court of Appeals
District/Circuit Judges 
Circuit Clerks
District Clerks
Judge staff-TCAs, law clerks, court reports
eFilers (Attorneys, Pro SE)
AOC staff
Other Agencies(PD, PA, ect)



Who does ACAP HelpDesk Support? 





Statistics 

 2013-Contexte/eFlex:  8,208 issues 
 2014-Contexte/eFlex:  6,020 issues 
 Numbers of Users:  
 Prior to 2014: 4,614 
 New in 2014: 827 
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If we don’t have stats….delete this slide before publishing to website.
We are still working on gathering this information

Total issues:  2013 eFile/Contexte-8,208
                    2014-eFile/Contexte-6,020

Total Hours (Contexte/eFlex)
2013 – 8,022
2014 – 5,957


Juror-
295-currently
2013-269
2014-added 26

eFlex
2244-current
2013-1938
2014-added 306

Contexte
2902-current
2013-2407
2014-495



 Who is ACAP HelpDesk? 

 Functional Specialists: 
 Michial Armstrong 
 Terri Takei 
 Lisa Wadley 
 Teresa Shaw 
 Other Functional Specialists 

 Other teams that may assist Helpdesk 
 Technical Analysts (TA) 
 Database Administrators (DBA) 
 Business Analysts (BA) 
 Developers (DEV) 
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Gloria

Four dedicated Functional Specialists that are currently supporting Customers are:

Michial Armstrong
Terri Takei
Lisa Wadley 
Teresa Shaw

We have other Functional Specialists and Technical Analysts that help answer questions and emails during busy times. 

Other internal AOC teams that we work with to resolve issues are:

TA-Technical Analysts
DBA-Database Administrators
BA-Business Analysts
Dev (Developers)



Together We Make a Great Team 

 
 
 

Users of 
Applications 

supported 
by ACAP 

Together We 
Make a 

Great Team 

ACAP 
HelpDesk/
Other AOC 

Teams 
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who we support

Supreme Court/Court of Appeals
District/Circuit Judges 
Circuit Clerks
District Clerks
Judge staff-TCAs, law clerks, court reports
eFilers (Attorneys, Pro SE)
AOC staff
Other Agencies(PD, PA, ect)

Who provides the support

Gloria

Four Functional Specialists  (dedicated 80% of time) that are currently supporting Customers are:

Michial Armstrong
Terri Takei
Lisa Wadley 
Teresa Shaw

We have other Functional Specialists that help answer questions and emails during busy times. 

Other internal AOC teams that we work with to resolve issues are:

TA-Technical Analysts
DBA-Database Administrators
BA-Business Analysts
Dev (Developers)



We are team-Together we Make a Great Team




 Issue Priority 

Before contacting the ACAP HelpDesk ask yourself this question: 
 Is this a show-stopping issue? 

 If yes, call the Helpdesk 
 If No, use email 
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Open with Scenario of clerk making decision of phone or email issue
Show Stopping-phone call
Passwords
Contexte down
General access issues
End of month
Receipting
Non-emergency-email-preferred by helpdesk
Continue with work aka not process stopping

Email Scenario
	Bad email-little/no information (what would you do with this email?)
	Good email-detailed information (show good email)
Phone-we will ask for the information while we on the phone with you.


Contexte:
Remember your Auto Hint?  
 Information line in Contexte Forms at the bottom of the screen
 
Jury:
  Creating a Pool, Panel, Attendance, reports

eFile-Filing ID, Tracking ID, Case ID

Try to remember what you did to get the error or problem.
Case ID
Party ID
Form/Report/ODP
Keystrokes/what was clicked or typed

 
One step in resolving issue is HelpDesk will try to re-create the issue using the information provided.

Priority of request-Is this work stopping?  

The more details the better……The faster the issue can be resolved.  
More details received with the initial request will eliminate multiple calls, emails back and forth.




Support Request Example 
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Bad information provided to ACAP Help.

What would you do with this email?  What would you need to know to resolve this issue?



 Provide Detailed Information 

Needed information: 
 Software (Contexte, Jury, MJI,Court Connect) 
 Include Full name, Court Code and Location, Contact 

information (signature on email) 
 Please indicate if we need to call another user for follow-up 

 Summary of issue in Subject line 
 Detail description of issue/problem (Step-by-Step) 

 Case IDs, warrant numbers, form(s),report 
 Screen shots of error, (if emailing) 
 

 
The More Information the better! 
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Open with Scenario of clerk making decision of phone or email issue
Show Stopping-phone call
Passwords
Contexte down
General access issues
End of month
Receipting
Non-emergency-email-preferred by helpdesk
Continue with work aka not process stopping

Email Scenario
	Bad email-little/no information (what would you do with this email?)
	Good email-detailed information (show good email)
Phone-we will ask for the information while we on the phone with you.


Contexte:
Remember your Auto Hint?  
 Information line in Contexte Forms at the bottom of the screen
 
Jury:
  Creating a Pool, Panel, Attendance, reports

eFile-Filing ID, Tracking ID, Case ID

Try to remember what you did to get the error or problem.
Case ID
Party ID
Form/Report/ODP
Keystrokes/what was clicked or typed

 
One step in resolving issue is HelpDesk will try to re-create the issue using the information provided.

Priority of request-Is this work stopping?  

The more details the better……The faster the issue can be resolved.  
More details received with the initial request will eliminate multiple calls, emails back and forth.




Support Request Example 
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Good information provided to ACAP Help
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Good information provided to ACAP Help



Implemented Support Improvements 

 
 Statewide Reports and Documents (ODPs) 

https://courts.arkansas.gov/administration/acap/contexte
/demonstration-videos 
Monthly list of violations that are available in Contexte 
https://courts.arkansas.gov/administration/acap/application-
notifications/contexte-updates 
 

Email Requests: Provide AtTask issue number via return email for 
reference 

Notification to Customers: System Downtime; New/Updated 
Procedures, Reports, ODPs, and Codes; Alerts through EMMA 
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What's available now
	Statewide Reports and Documents (ODPs)-Website	
	Monthly list of charges from Contexte-Website
		available on Judicary Website:https://courts.arkansas.gov/administration/acap/contexte/demonstration-videos
		User ID-contexte
		Password:  welcome01
		Answer math question
	Notification to Customers: System Downtime; New/Updated Procedures, Reports, ODPs, and Codes; Alerts through EMMA
		Receivers of these emails are sent these because AOC believes this information is important to users




 



Future Support Direction 

 
 Pilot AtTask Requestor License functionality-Circuit, 

District, and Supreme Court  
Provide Contexte Training Materials on Judiciary Website-First 
half of 2015 

Working on Process to consider Code Requests (Docket, Event 
,ETC.) on quarterly or semi-annual basis 
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Future plans

Pilot AtTask Requestor License functionality-Circuit, District and Supreme Court 

Provide Contexte Training materials on Judiciary website
	What other things would be helpful for you to be available on Judiciary Website?
	After the first of year-internal meetings to find out process
	
Requests for new Docket Codes will be implemented on a scheduled basis-Quarterly
	How many Docket Codes in Contexte-1809
	Process for codes requests:  (Event, DETC, ect)
		Look for similar existing codes
		Prior court conversions-legacy system codes-how mapping was done
		Polling of other courts (circuit, District) for use of the requested code
		Limit of characters:  Code-5  30-description
		Statewide perspective-searching, processes complications
	Does this process make sense?  How could we make this process better?  Time frame
	Same process applies to reports, ODP requests
		
	





Q & A 
  

 

Presenter
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What are your ideas to improve customer service for all courts?
What are we doing well?  
What could be improved?
This is key to our success.
Remember:  Together we make a Great Team!

If you think of anything else…let us know. Email/find us

Current issue questions can be addressed in PC Lab.



Email  Phone 

 Non-Emergency 
o Not process stopping 
 

 ACAP.Help@arkansas.gov 
 ACAP.Jury@arkansas.gov 
 Courts.efiling@arkansas.gov  
 

 Show-Stopping Issues 
 Login Issues 

 Toll-free: 1-866-823-
5778; Option 1  

 Local: 501-410-1900; 
Option 1 

  
 

ACAP HelpDesk: 7-5; M-F 
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Show Stopping-phone call
Passwords
Contexte down
General access issues
End of month
Receipting
Non-emergency-email-preferred by helpdesk
Continue with work aka not process stopping
If you get the ACAP voicemail, leave a message
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