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Introductions: 

FEI: Jennifer Conrad 

  Lee Keitz 

 Marion Sarhy 

 Sarah Moore 

 Becky Kinney 

Salt Lake County: Cory Westergard 

San Diego: Alice McLennan 

 Scott Belfield 

 Jill Johnson 

Hawaii: Steve Okano 

Idaho: Jamie Teeter 

 Monty Fleenor 

Alaska:  Michael Walker 

Sonoma: David Sheaves 

Iowa: Lonnie Cleland 

  
Please note: Action items (some for FEI, some for the WUG) appear in bold italics. 
 
Recently Closed Items: 

1. Enhancement #5686: Treatment Team: Add a column for Primary Care to the list screen  
a. This was approved and is expected to be in the February release.  

2. Enhancement #5729: Reports: Add Adjudication Date to the Claims Reconciliation Report 
a. This was approved and is expected to be in the February release.  

 
New Business: 

1. No new work items proposed at the time of the meeting. 
 
Additional Comments & Questions: 
FEI responded to the production support concerns that were brought up in the January meeting. While 
we cannot guarantee that production support issues will not occur going forward, we can guarantee 
better communication regarding the reasons for those production support concerns. 

1. For hardware / hosting environment issues: 
While we cannot guarantee that this will not happen again going forward, what we can 
guarantee is that there will be better communication regarding hardware upgrades and 
potential downtimes. 
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 We have modified our monitoring service to look more deeply into the system so that it 
can notify our network administrators in the event of hardware failures.  

2. For software related issues: 

 We have recently hired an additional developer. 

 Have formalized our QA process and are in the process of adding an additional resource 
to that team. 

 We would like to ask for assistance from you, our customers, when we say that we need 
a little more time to complete a deliverable.  We know this is not always possible, but 
when you can be flexible, we would appreciate it very much.  

 
FEI also acknowledges that WITS Administrators and the FEI support desk face some of the same 
challenges. They both need to get specific information about the issues that are occurring, and they 
both need to be able to track those reports. In an effort to improve communication at both levels of the 
support process and to more effectively manage support and quality assurance within FEI’s process, a 
WITS Support Ticket feature is being developed. Please see the outline of this feature, including notes 
from WUG members on the call, at the end of these minutes. This feature could be enhanced if 
customers are interested in doing so after the initial implementation.  
 
Still Pending Action Items: 

 (Nov) A request was made to post on the WUG which states have a WITS installation, who has what, 
and the contact person. 

1. FEI is working on this item.   

 (Nov) Request from HI to restrict the forum, the minutes, and to not have it open to the general 
public.  

1. Forum has been closed, so that you must have a login in order to view the site. 
2. Restricting access to the ‘minutes’ section of the FEI site is still pending.  

  (Nov) Hawaii is making some Group Notes changes: adding service description & business rules.  
1. Steve will post the requirements on the forum. 

 (Nov) Hawaii also has a feature on the claim item list and Steve would like to do it in Base Billing. 
The enhancement shows the total sum amount of claim items in the list. There is also another 
enhancement to search on adjudication date. 

1. Steve will post the requirements on the forum. 
 The question was posed regarding whether or not the consent information could be included in the 

consented activity list screen.  Participants agreed that this would be helpful. 
1. FEI is investigating this possibility.  

 (Dec) A question was posed re: the Client Referral screen. The Concatenated facility/program in 
Referred By is too long, or the field is too short. 

1. FEI will investigate potential solutions, because real estate is limited on this screen.  

 (Jan) It was suggested that some kind of load testing needs to be done on a release prior to moving 
it to production. One suggestion was that a copy of the production database be scrambled and used 
in testing in the QA environment prior to releasing to training, even.  

1. FEI is investigating load testing options. 

 (Jan) In regards to providers who began using the WITS system but are no longer contracted with 
the state/county/district agency:  Hawaii is developing a WITS Users Perpetual Use License- they feel 
"once a WITS user, always a WITS user", up to the provider if they continue to use it or not.  

1. Hawaii will share this agreement with the WUG once it is finalized.  
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Customer Support Tickets 

 
Purpose 
The Customer Support module has been designed to allow better reporting and tracking of WITS bugs 
and errors. It will allow users to report issues from within the WITS system, in such a way that System 
Administrators and the FEI support desk receive the information they need to more effectively 
troubleshoot the issue.  
 
Access 
There will be a new menu item (“Support Ticket”) from which the module will be accessed. While all 
users will have access, WITS Administrator will have additional functionalities so that they can complete 
a support ticket request and submit it to FEI.  
 
An informational message will appear on the home screen to let the WITS Administrator know that 
there are new Support Ticket requests (similar to New Referral message) 
 
Screens 
1. List Screen 

a. List is sorted by Created Date, and most recent items are on top.  
b. Search options include:  

i. Created Date 
ii. Status 

iii. Reporting User 
iv. Module 
v. Work Item Number 

2. Ticket Request Screen (WITS User entry) 
3. WITS Administrator Screen 
 
Workflow 
1. A user encounters an issue and thinks it might be a bug.  
2. They can take a screenshot or copy and paste the error message into a separate file if applicable and 

save that file to their computer.  
3. They will access the Support Ticket module where they will see a search and list screen.   
4. They can search the list to see if anyone else has reported a similar issue, or they can skip this step 

and select “Add New” to create a new Support Ticket.  
5. A message at the top of the screen will state: “Please fill in this form as completely and thoroughly 

as possible. Missing information may impact our ability to effectively investigate and resolve this 
issue.” 

6. The fields on this screen will ALL be required.  “NA” is an option if the field is not applicable. The 
fields will be: 

a. Module (dropdown) 
b. Agency (text) (dropdown) 
c. Facility (text) (dropdown) 
d. Client (text)  
e. Screen (text) 
f. Field (text) 
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g. Button (text) 
h. When did this occur? Date field and Time field (both text) 
i. Description- steps to reproduce (text) 
j. Checkbox list (yes, no, or n/a): 

i. Does this happen every time in the same situation? 
ii. Is there a yellow screen error associated with this problem? 

iii. Are you experiencing problems accessing or working with other pages on the web? 
7. Once they have completed all fields, they will have the option to attach files to the ticket. They can 

then upload any screenshots or error reports they have gathered.  
8. If they want to save the ticket and come back to it later, they can select the “Save” button, which 

saves the record and brings the user back to the list screen.   
a. They will be able to see their ticket on the list, with a status of “Pending User”. 

9. When the Support Ticket is ready to be sent to the WITS Administrator, the user will select the 
“Submit to WITS Administrator” link at the bottom of the page. They will automatically be 
redirected to the list screen.  

a. They will be able to see their ticket on the list. The status of the ticket at this point will be 
“Pending WITS Admin” 

10. The WITS Administrator logs in and sees on their home page the message that there is a new 
support ticket submission to review.  

11. They access the Support Ticket module through the menu on the left, where they see the search list 
screen.  

12. They can find any tickets ready for their review by searching by Status. All tickets in “Pending WITS 
Admin” are waiting for their attention.  

13. They will perform their own investigation of the reported issue, including trying to reproduce the 
error, contacting the user for additional information if necessary, etc. They will have the following 
fields to complete: 

a. Priority - dropdown (critical, high, medium, low) 

b. Admin Notes/Additional Info field 

c. Checkbox list (yes, no, or n/a): 

i. Are other users experiencing this problem? 

ii.  Were you able to reproduce the problem? 

14. Once they have completed their investigation, they can choose to resolve the ticket themselves or 
escalate it to the FEI support desk.  

a. If they choose to resolve the ticket themselves, they can select the “Resolved” link. Selecting 
“Resolve”: 

i. Opens a “Resolution” notes field where they can indicate how the issue was 
resolved. 

ii.  Once they have entered a resolution note, they can select the “Confirm Resolution” 
link to save and close the Support Ticket.  

iii.  Selecting “Confirm Resolution” changes the status of the Support Ticket to 
“Resolved”. 

b. If they determine that they should escalate the matter to the FEI support desk, they can 
select the “Submit to Help Desk” link. Submitting the Support Ticket to FEI: 

i. Automatically creates a Team Server Work Item, and pulls back the Work Item 
number to populate that field on the Support Ticket.  

ii.  Changes the status of the Support Ticket to “Submitted”. 
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15. Once the Support Ticked has been submitted, the WITS Administrator can track the progress of that 
item with their Team Server Access and automated emails, as well as communication with the 
Support Desk or their Project Manager as appropriate. 

a. Each time the Work Item is updated by FEI, the WITS Administrator will get an email 
notification.  

16. When the item has been resolved to the WITS Administrator’s satisfaction, they return to the 
Support Ticket and select the “Resolved” link. Selecting “Resolve”: 

i. Opens a “Resolution” notes field where they can indicate how the issue was 
resolved. 

ii.  Once they have entered a resolution note, they can select the “Confirm Resolution” 
link to save and close the Support Ticket.  

iii. Selecting “Confirm Resolution” changes the status of the Support Ticket to 
“Resolved”. 

 
Reports 
To be developed based on user feedback after implementation.  
 
Additional Notes from WUG: 

 Security concerns about confidential information being shared by users with different access 
requirements. Might need to only allow creator and WITS Administrator to Review tickets. Other 
users would only be able to see the list.  

 Limit access? –concern about the same issue being reported so many times it overwhelms the 
system.  They would like a role to manage this, so the designated person(s) at each facility or agency 
would be the only ones who could create a ticket.  

 Managing associated tickets – how can they easily indicate that multiple tickets that relate to the 
same problem are resolved? Should we allow them to delete associated issues? Objection to 
deleting them because it may discourage users to submit tickets in future. Maybe link them? 

 


