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Event Recap Report



	EVENT INFORMATION

	Event Description (from customer perspective)

     

	Event Description (from ADOA perspective)

     

	ADOA Group(s) Involved in Event
	                                       

	Group name
	Group representative(s)

	     
	     

	     
	     

	     
	     

	     
	     

	Agencies and/or Departments Affected
	                                       

	Agency or Department name
	Agency or Department representative(s)

	     
	     

	     
	     

	     
	     

	     
	     

	System or Service Affected
     
	Event End 

Date        Time      
	Event Start
Date        Time      
	Remedy Ticket #
     



	ROOT CAUSE ANALYSIS OF EVENT

	Root Cause of Event (please see Root Cause Analysis Guidelines below)
     

	Solution
     

	Solution Associated Remedy Ticket #
     


ADOA ROOT CAUSE ANALYSIS GUIDELINES
General principles of Root Cause Analysis

1. Within 72 hours a Root Cause Analysis (RCA) must be performed, and a resulting Event Recap Report (ERR) completed, each time an Unplanned Service Outage (USO) occurs.
2. As soon as an USO occurs, contact with the ADOA Service Desk must be made and any details of the event passed along so that they may effectively communicate with customers.

3. The ADOA Help Desk will forward an ERR template to the affected system owners for completion.

4. The primary aim of RCA is to identify the root cause of a problem in order to create effective solutions that will prevent that problem from re-occurring.

5. To be effective, RCA must be performed systematically like an investigation, and provide conclusions.

6. There is always one true root cause for any given problem; the difficult part is having the stamina to reach it.

7. To be effective the analysis must establish a sequence of events or timeline to understand the relationships between contributory factors, the root cause and the defined problem.
General process for performing Root Cause Analysis
1. Define the problem in section one (Event information).
2. Gather information from all parties involved.
3. Ask all involved why the event may have occurred. Each time a contributory factor is identified, ask the group this: If we could correct this, would it prevent this problem from happening again? If the answer is yes, the root cause has been identified – go to step 4. If not, keep asking why to identify other contributing factors until the root cause is established and agreed upon.
4. Identify corrective action(s) that will prevent recurrence of the problem, are within our control, meet our goals and objectives and do not cause other problems.
5. Open necessary Change Request and record ticket # in ERR.
6. Forward completed ERR to ADOA Help Desk so that they may attach it to original Remedy ticket.

7. Implement the solution.
Please submit the fully completed report to the ADOA Service Desk
1510 W Adams, Phoenix, AZ 85007

Phone: 602-364-4444 Option 3 | Fax: 602-364-1110 | Email: adoa_itsupport_services@azdoa.gov
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