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PURPOSE:

Provide instruction for handling emails for electronically distributed minute entries and orders that fail to deliver to the customer and resolve customer inquiries sent to the MEEDS email box.  MEEDS sends attorneys/parties copies of minute entries and orders via email if they sign up to receive email copies (instead of paper copies).  Minute entries/orders are also distributed to internal endorsements (i.e. Individuals, Divisions, Other Agencies, Other Courts, etc.) via email when possible.  Research is needed to resolve email issues to ensure copies of minute entries and orders are successfully distributed to the endorsees.  
OBJECTIVE:
· Resolve issues with undeliverable email
· Revert to printing minute entries and orders as a last resort
· Process customer requests for contact information updates
· Process emails daily for all case types
EVENT DRIVER:

· MEEDS emails are rejected/returned or customer requests updates
PROCESSING INFORMATION: 
This procedure highlights known resolutions but may not contain all possible resolutions. Sometimes, it will be necessary to think outside of the box to resolve the issues with the emails.  The main goal is to resolve the issue to prevent future returned/rejected emails.    

Information regarding the mailbox:

· The MEEDS server email box will be “remote controlled” or logged into in order to complete the work.  
· Access to the mailbox must be set up by ITG and a username and password will be provided.  
· The email box must remain open so that the email rules run as mail is delivered to the mailbox.  Leave the mailbox open and only exit the remote session window.  
· Due to the volume of minute entries sent monthly, the emails are purged from the mailbox by ITG after three to four months.  

· The returned/rejected or update request emails are in the inbox.  

· The emails (including copies of the minute entries) that were sent to customers are sorted by month in mailbox folders.

Information Regarding iCIS Attorney/Firm Database:
· For non attorney parties such as Judicial Officers or other agencies, an ID is assigned in the Attorney/Firm Database called an IOD.  An IOD is the equivalent of an attorney bar number in the Attorney database.  
· Attorneys, firms and IODs can only have one active email address. 
· If an attorney is associated with a firm in iCIS and the firm designates one email address for all minute entries (in the Attorney Firm database), no minute entries will be sent to the email address listed for the individual attorney in the Attorney database.  The attorney will need to be disassociated from the firm to receive the minute entries to their individual email box.  
· Firms sometimes request that a firm email address be changed from a generic email address to an individual’s email address.  Advise the customer that the preference is that a firm email address be generic so that if the individual leaves the organization, the email address does not become inactive.  
Information Regarding Meeds
· Meeds accesses a mirrored image of the iCIS Attorney/Firm Database called the Meeds Database.  The Meeds Database is updated daily with the changes from the Attorney/Firm Database. 
· eFiled orders are processed in the eFiling system; however, the endorsement of the orders is handled electronically by the MEEDS system through email.

· Meeds is programmed to use the active “Firm Email” address for an attorney or IOD associated to a firm or to use the active “e-Mail Address” for attorneys not associated to a firm.  Active is defined as those addresses with no end dates.
 PROCEDURES:
 Login to the email box and proceed to the steps below.
I. Type of Message:
Review the email and determine if it is an automated message or a personally generated response.  If it is a personally generated response, proceed to Section II - Personal Email Messages.  If it is an automated message, proceed to section III - Automated Email Messages.  
II. Personal Email Messages
1. Determine the type of personal message that was received and complete the action as indicated below.  If needed, locate the case number in the body of the email prior to taking action:
A. Update Information – If the customer is asking to have information updated such as a change of email address, notification an attorney is no longer with a firm, attorney is deceased, etc., update the attorney information in the iCIS Attorney/Firm database.  If needed, deactivate the personal email address (i.e. attorney deceased) and change the distribution type to print.  Respond to the customer and let them know the update is complete and delete the message.
B. Document Corrupt – If the customer states the document attached to the email they received was corrupt, go to the monthly folders and resend the email and respond to the customer to let them know the message was resent.  Delete the message from the inbox.
C. General – If the response is a general message (i.e. out of office, “done”, “printed”, “inmate released”, email received confirmation, etc.) that does not require an action regarding the delivery of that email, delete the message.   
D. Endorsement – Is the customer is questioning the validity of the endorsement (i.e. shouldn’t receive, incorrect contact for agency, don’t endorse in future, etc.)?  If yes, forward the email message to the Courtroom Services Manager for the case type/location for research and follow-up with the customer.  Delete the email from the inbox.
E. Other - For any other responses, review the response and determine if an action is needed.  If you are unsure, do not delete the email until you have contacted a supervisor for guidance. 

III.  Automated Email Messages:
1. Locate the case number in the body of the email.  
2. There may be several emails in the inbox for the same email address because multiple minute entries/orders were sent to the same email address.  Sort the mailbox by the “To” field.  Review the email(s) and determine why it was returned.  There is content in the body of the message(s) that may indicate the issue.  Some examples are as follows:

A. Spam – The customer may have a spam filter turned on that prevents them from receiving the message.  
B. Mailbox full – The users email box may be full and cannot receive additional messages. 
C. Delayed Delivery – The message states there is a delay in the delivery of the message.  No action necessary, delete the email from the inbox.  The system will notify you if the email fails to deliver.

D. Email address invalid/rejected – An organization does not accept an email sent to their email system and sends back an error.  This issue may present itself in many ways in the content of the email.  Some examples are: Recipient not found, Delivery expired, Bad destination, Error encountered, etc.  
3. Determine if the email was sent to an external customer (i.e. an attorney) or an internal customer (COC or any other government staff/agency).  
4. Determine who specifically was endorsed (i.e. an attorney, a position, XYZ Agency).  Attorneys, parties and arbitrators have links on the main page of iCIS to access their contact information (at bottom of screen).  Look at that endorsee (if needed) in the attorney/firm database in iCIS for more information.  
5. Proceed to section IV Resolution.  
IV. Resolution:

Below is a table of possible resolutions that may work to resolve the problems.  Each item indicates if it applies to external and/or internal customers.  External is attorneys and parties.  Internal is within Maricopa County or any other government agency.  
Once the determination has been made if the issue is resolved or unresolved, follow the Resolved Issue or Unresolved Issue section below.
Resolved Issues:  If the email issue is resolved, resend all minute entries via email that were not previously delivered and delete the email message(s) from the inbox.  There will be times when the issue will not be resolved immediately.  Keep the failed email notification until the issue is resolved.  
Unresolved Issues:  If resolution is not found and you are unsure if you have exhausted all possible resolution options, contact your supervisor for assistance.  If all options are exhausted and the issue is not resolved, deactivate the email box in the attorney database, set future minute entries to print in paper and print and mail all minute entries that failed to send.  Delete the message(s) from the inbox.  
	Resolution
Option
	Description
	Customer Type 

	Review Previously Filed Docs
	Look for the most recently filed document by that party/attorney to see if there is an updated email address in the upper left corner of the filed documents.  If there is a more current email address from a recent filing, resend the minute entries/orders that failed to send to the new address and update the attorney database.  If the document was filed previously but is not recent, contact the attorney’s office and verify the correct email address to use.
	External 
Internal

	Call or Email Customer
	Attempt to contact the customer and ask about the email address.  In the attorney database, there is often a phone number or alternative email address that can be used for contacting the customer.  Phone numbers may also be available in the upper left corner of filed documents.  If it is clear why the email was returned, share that information with the customer. 
	N/A

	
	Spam - If they had the spam filter turned on, ask them to make the correction on their end.  Adding our email address to their contacts will often prevent spam filters from rejecting the emails.  The MEEDS email address is:  coc@cosc.mail.maricopa.gov 
	External 
Internal

	
	Email Address Incorrect - If the email address was incorrect, update the attorney database with the new email address the customer provides.  
	External 
Internal

	
	Internal Staff - Call the agency to obtain an alternative address to use for endorsements.  For example, if an attorney that represents the State of AZ leaves the organization, look at a recently filed document to see who is filing documents on behalf of the State.  Contact the number on the filing and ask them to update the court with the current assigned attorney so that endorsements are corrected on the minute entries/orders.  Deactivate the email address for the employee that left.  If necessary, unassociate the attorney from the firm.    
	Internal

	
	Internal Agency/Group - If the email address is a generic endorsement for a group/agency, forward the issue to the Courtroom Services Manager for the case type/location for research and deactivate the invalid email address. Once Courtroom Services has provided an alternative email address for the group, update the Attorney Database and proceed with the resolution steps above.
	Internal

	
	Mailbox full - Try to resend the message.  If it is returned again for mailbox full, contact the customer.  Ask the customer to make space for the new emails.  If it is an internal address, contact the supervisor of that area.
	External 
Internal

	Superior Court Judicial Officer (JO)
	The JOs have a generic email box that is listed in their IOD.  If the JO has not left the court, forward the problem via email to CTS Technical Support at CTSTechnicalSupport@mail.maricopa.gov (Superior Court IT Department) and report the problem with the IOD # for the division.  If the JO is no longer working in the court, forward the issue to the Courtroom Services Manager assigned to that location/case type to follow-up on the proper endorsement.
	Internal

	Other Judicial Officer
	Look at the endorsement on the minute entry/order and determine if it was a personal endorsement to that specific Judicial Officer or a generic endorsement for the position/court (i.e. Presiding Judge of Phoenix City Court).  Contact the affected court and report the issue and ask for a valid email address for endorsements.  Update the attorney database.
	Internal

	Email Address Misspelled
	Review the recently filed documents.  Determine if there was a typo when the email address for the attorney was created in the attorney database and correct the error.  
	External
Internal

	AZ Bar Website
	Review the AZ Bar website and determine if the attorney is still active.  If the attorney is not active (i.e. suspended, disbarred, deceased, etc.), change their status in the attorney database and if needed change their method of receiving minute entries/orders to print.
	External
Internal

	Arbitration Screen for CV cases
	Check at the bottom of the main screen in iCIS in the Arbitrators section.  If the endorsee is the arbitrator, look for filings from the Arbitrator (Arbitration Award, Notice of Decision or Notice of Hearing) in docket to review the attorney information in the upper left corner of the document.  
	External

	Email sent to an inactive address in the Attorney/Firm Database
	The Meeds Database is updated daily with the changes from the Attorney/Firm Database.  Occasionally, the iCIS Attorney/Firm updates fail to update the Meeds Database during the daily transmission of data.  Email ITG to verify the email address is updated in the Meeds Database.  
	External

Internal

	In care of or “CC” endorsee in Juvenile cases
	If you are unable to locate the “CC” endorsee in the Attorney/Firm database on a Juvenile case, contact the Juvenile Courtroom Services Manager for that location and ask that they check the Meeds “CC” database for endorsee information.  The Meeds database for Juvenile cases may need to be updated.  
	External 

Internal


POLICIES / RELATED DOCUMENTS:
· Supreme Court Administrative Order
Budget Reductions in the Judicial Branch of Arizona: 2009-01
· Arizona Court Rules  

Rules of Civil Procedure:  Rule 58(e), 

Rules of Family Law Procedure:  Rule 81 D
OTHER PARTIES INVOLVED:
· Internal & External Customers including other government agencies
TIME / VOLUME:
· An average of 5-10 email addresses is undeliverable per day.  Multiple emails for the same email address may be included for each instance.  
FREQUENCY:
· Daily – Process the mailbox daily to resolve issues quickly to prevent additional minute entries/orders from being undeliverable and to be able to handle the volume of emails.  
PERFORMANCE MEASURE:
· N/A
SYSTEM ACCESS REQUIRED:
· MEEDS mailbox (Remote into MEEDS Server)
· iCIS
REPORTS / FORMS:
· N/A
DEFINITIONS:
· N/A
APPLICABILITY:
This procedure applies to all employees of the Clerk of the Court.  
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