
August 17, 2001

MEMORANDUM FOR SEE DISTRIBUTION

SUBJECT:  Helpdesk Operations Manual


The enclosed Helpdesk Operations Manual (OM) supercedes the Helpdesk Concept of Operations (CONOPS) Guide.  This manual delineates enhancements that standardize the Helpdesk operational trouble reporting and tracking procedures among the Army’s CPOC Helpdesk operations.  This document is provided as a standard guideline for personnel at the CPOC level to follow when documenting, tracking and resolving problems encountered in the day-to-day use of automated information system (AIS) products and services.

The Project Office Civilian Personnel Regionalization (PO-CPR) Helpdesk is the central management facility for documenting and managing the problem resolution efforts and is the primary point of contact for CPOCs.  The Helpdesk Expert Automated Tools (HEAT) database provides the central repository for capturing technical advice and assistance as well as tracking call status.  In addition, it offers the ability to perform trend analysis and can produce an audit trail when dealing with vendors on ongoing problems.  In order to reap the benefits of this management tool, it’s imperative that active participation be exercised at all levels.


For Civilian Personnel Operation Center Management Agency (CPOCMA) and Modernization Functional Automated Division (MFAD), it is requested that this document be disseminated throughout the CPOC sites located in both CONUS and OCONUS.   


If there are questions or comments regarding this document, please direct them to Dan Salley, Project Office, Civilian Personnel Regionalization (PO-CPR) , at DSN: 328-0668 (ext-263), COM: 703-428-0668 or email Salleyd@peostamis .belvoir.army.mil.  Thank you in advance for your cooperation.

Mary K. Woodside

Project Office, Civilian Personnel Regionalization

DISTRIBUTION:

CPOCMA

MFAD

[image: image4.wmf] 

[image: image5.png]



Civilian Personnel Regionalization 

HELPDESK

OPERATIONS MANUAL
Prepared by:

Operations and Maintenance Section 

Civilian Personnel Regionalization

Project Office 

8500 Cinderbed Road

Suite 210

Newington,VA. 

22122

Prepared for:

Deputy Assistant Secretary of The Army (Civilian Personnel Policy)

Civilian Personnel Operations Center Management Agency

Version 1.0

8/17/01

TABLE OF CONTENTS

41.  RESPONSIBILITIES


52.  HOURS OF OPERATION


53.  HELPDESK STAFF REQUIREMENTS


64.  PROBLEM REPORTING


65.  RESOLUTION AND FOLLOW -UP


66. TRACKING AND ANALYSIS OF REPORTED PROBLEMS


67. VIDEO TELE-CONFERENCE (VTC)


78.  CALL HANDLING PROCEDURE


9ATTACHMENT 1: PROBLEM REPORTING CRITERIA


11ATTACHMENT 2: CRITERIA FOR ASSIGNING PRIORITY CALLS


13ATTACHMENT 3: REQUESTING SERVICES FROM HARDWARE MAINTENANCE PROVIDERS


14ATTACHMENT 4: HEAT TICKETS GENERATED BY E-MAIL


17ATTACHMENT 5: MODERN SYSTEM DCPDS PROBLEM REPORTING PROCEDURES


26ATTACHMENT 6: HEAT CALL LOGGING USER GUIDE


52ATTACHMENT 7: ACRONYMS



 

1.  RESPONSIBILITIES 

Operation and Maintenance (O&M) support of the Civilian Personnel Regionalization fielded infrastructure is a shared responsibility.  The following paragraphs delineate the division of this responsibility through the logical progression of the problem reporting and resolution process.

1.1  Civilian Personnel Regionalization Helpdesk 

The Project Office, Civilian Personnel Regionalization (PO -CPR) Operations and Maintenance (O&M) Helpdesk is the central management repository for all CPOC and CPAC problems associated with the Army Regionalized Defense Civilian Personnel Data System (DCPDS) for both Legacy and Modern DCPDS systems.  Problems reported by CPACs that require local Director of Information Management (DOIM) resources for resolution will be assigned to the servicing CPOC Information Management Network Branch to monitor and track until completion. The PO-CPR Helpdesk monitors all trouble tickets to ensure timely resolution and provides assistance when necessary or requested.  Additionally, the PO-CPR Helpdesk provides primary and secondary support to CPOCs and CPACs for resolution of all software and hardware problems.  

1.2   Lockheed Martin Systems Integration (LMSI) Helpdesk
Under the Modern System Defense Civilian Personnel Data System (DCPDS) deployment initiative, LMSI’s Helpdesk serves as the central repository to accept and resolve problems submitted by both PO-CPR’s Helpdesk and Modernization Functional Automated Division (MFAD) on behalf of the Army Civilian Personnel Operation Centers (CPOCs) deployed with Modern System DCPDS.  Problems encountered under Modern System DCPDS, whether technical or functional, will be entered into the Army’s Helpdesk Expert Automated Tool (HEAT) problem reporting database.  These problems, once reported, will be submitted for resolution to LMSI’s Helpdesk in the format cited in Attachment (5) of this document.  

P O-CPR will submit all technical problems (i.e., trigger errors) to LMSI’s Helpdesk while the Office of the Assistant Secretary of Army Manpower and Reserve Affairs (OASA M&RA) Modernization (DCPDS) Functional Automation Division (MFAD) will submit those of a functional nature.  The contracted System Administrator (SA), located onsite at the CPOC, will also be responsible for reporting system abnormalities to LMSI’s Helpdesk. CPOC personnel, at no time, are authorized to directly contact the LMSI Helpdesk to report a problem encountered. As so stated above, either the PO-CPR Helpdesk or OASA M&RA MFAD personnel will report all problems directly to LMSI’s Helpdesk.  LMSI’s Helpdesk will advise the PO-CPR Helpdesk or OASA M&RA MFAD of the resolutions programmed to resolve the reported problems.

1.3  Civilian Personnel Operations Center (CPOC) 

The regional CPOC Helpdesk is the point of contact for assigned regional CPACs to report automation problems. This includes both Legacy and Modern System DCPDS.  CPOC Helpdesk personnel will capture all problem calls in an automated tracking system known as Helpdesk Expert Automation Tools (HEAT) and are responsible for assigning, tracking, resolving and documenting all problems reported to their Helpdesk.

1.4  Civilian Personnel Advisory Center (CPAC)

The CPAC staff is the front line user organization of the MDCPDS/DCPDS and is likely to be the first to report a Helpdesk problem.  The CPAC staff will coordinate the resolution of all software and hardware problems encountered onsite through their local DOIM representative. The local DOIM will serve as the first-line of defense for providing automation technical support to the CPACs.  If the local DOIM is unable to resolve the problem, the CPAC will notify their servicing CPOC.  However, even if the CPOC is not contacted to assist in a resolution process, the CPAC is required to report all software and hardware problems encountered to the CPOC for entry into the HEAT database for tracking purposes. If the CPAC user is unable to notify their servicing CPOC Helpdesk, they are to contact the PO-CPR Helpdesk directly.  The PO-CPR Helpdesk will attempt to solve the problem and contact the local CPOC.

2.  HOURS OF OPERATION 

The PO-CPR Helpdesk hours of operation are 0630 to 1730 Eastern Time, Monday through Friday.  Calls made to the Helpdesk Call Center after normal hours of operation should be directed to the Helpdesk toll free lines: 1-888-253-1836/1837. Hours of operation will vary for each CPOC.  At minimum, each CPOC should provide Helpdesk support to their assigned CPACs during the locally agreed core operating hours.  In addition, each CPOC Helpdesk should maintain a voice message retrieval system, either voice mail or answering machine, for users to contact before and after core hours of operation. 

3.  HELPDESK STAFF REQUIREMENTS

All CPOC Helpdesks should be staffed with personnel who possess a good working knowledge in multiple areas of information systems.  This knowledge should include, but not be limited to, commercial off the shelf software, Windows and Windows NT operating systems.  Familiarity with the Functional Process Improvements (FPI) application suite and MDCPDS are desirable.

Helpdesk staff should be able to classify all calls received at the Helpdesk.  When classifying a call, Helpdesk staff should be able to determine if the call requires hardware, software or network communications assistance.   

4.  PROBLEM REPORTING 

All software and hardware problems are to be reported to the CPOC or the PO-CPR Helpdesk as soon as encountered.  However, CPACs are to channel and coordinate problem resolutions through their local DOIM support branch.  If the resolution cannot be concluded by the DOIM, technical assistance should be requested from the supporting CPOC or the PO-CPR Helpdesk accordingly.  Attachment 1 covers problem-reporting criteria. Personnel assigned to the CPOC or the PO-CPR Helpdesk will enter the call into the HEAT database. Calls received and entered by the CPOC Helpdesk should be resolved at that level.  If a call cannot be resolved at the CPOC level, due to limited technician knowledge, time constraints or other reasons, the Information Manager (IM) or designated representative should reassign the call.  If reassignment to other individuals or organizations is necessary, a Helpdesk representative should contact those individuals or organizations first to discuss the problem and verify that the call should be assigned to them. These organizations include the Technical Assistance Center (TAC) at Randolph Air Force Base, Lockheed Martin Systems Integration (LMSI), Theater Network Operations Security Center (TNOSC) at Ft. Huachuca, Defense Mega Center (DMC) at San Antonio, and the site DOIM.   When appropriate, PO-CPR and CPOC Helpdesk personnel will receive assistance from the MFAD at the Office of the Assistant Secretary of the Army for Manpower and Reserve Affairs (OASA M&RA). 

5.  RESOLUTION AND FOLLOW -UP

CPOC and PO-CPR Helpdesk staffs are responsible for providing detailed resolutions to problems reported in the HEAT tracking database in accordance with the tasking of the ticket. A CPOC or PO-CPR Helpdesk representative will notify the user of the applied fix and ascertain if the resolution is satisfactory. 

6. TRACKING AND ANALYSIS OF REPORTED PROBLEMS

Seagate Crystal Reports are formatted reports that can be executed to extract specific reporting data captured in the HEAT database. Various reports have been developed to provide management with near real-time reporting of open and closed tickets.  Crystal Reports are also used to provide detailed analysis that may be requested by the O&M staff and OASA M&RA for a particular type of problem.  These customized reports may be used to identify problem areas needing special attention or training, and may prove useful as a learning tool and preventive education for other offices or sites.  Crystal Reports can be customized for each CPOC Helpdesk.
7. VIDEO TELE-CONFERENCE (VTC)

VTCs are held on a regular basis to disseminate information and to solicit suggestions and recommendations.  The Regionalization VTCs can be the vehicle to address common problems that may be experienced at a particular region.  The PO-CPR Helpdesk will provide the status of aged tickets (over 30 days old) and identify the region or organization that has primary responsibility.  Severity level 1 and 2 tickets are reported at these sessions.  

8.  CALL HANDLING PROCEDURE
1. The PO-CPR Helpdesk representative receives trouble calls from both CPOCs and CPACs. Assistance is provided with data entry of trouble calls in the PO-CPR HEAT database upon request of the CPOC.  The PO-CPR Helpdesk is not authorized to create or close regional tickets unless requested to perform such actions by the servicing regional CPOC.

2. If the PO-CPR Helpdesk is requested to enter a HEAT ticket, user information is verified and updated as necessary (e.g., commercial and/or Defense System Network (DSN) telephone numbers, location, and type of user).

3. The PO-CPR Helpdesk representative will ask questions to determine the call-type and ascertain the specific problem.  

4. A call severity number will be assigned to the ticket in accordance with the severity definitions. (See Attachment 2) 

5. The PO-CPR Helpdesk representative will attempt to resolve the problem at the time the trouble call is received. However, if this is not achievable, the PO-CPR Helpdesk representative will assign the call to a more knowledgeable technician on the PO-CPR engineering staff for resolution. 

6. Once the call is assigned to a technician, the technician should acknowledge receipt of the call in HEAT and proceed with problem resolution. 

7. If acknowledgment of the call ticket is not made within one business day, the PO-CPR HEAT representative will investigate the reason and/or reassign the ticket. 

8. If a ticket needs to be assigned to a different organization or agency, the ticket initiator or current assignee will contact the organization or agency first to discuss the nature of problem.  If PO-CPR (O&M) assistance is required, the ticket may be assigned to the PO-CPR Helpdesk.

9. If a ticket is opened with the TAC, the TNOSC, or a DOIM, these organizations will provide their own tracking number.  This number is to be entered into the HEAT database.  For tracking purposes, they will be provided with the assigned HEAT ticket number as well.  Attachment 3 provides instructions on how to request services from hardware maintenance providers.   NOTE:  Currently the TAC, the TNOSC and contracted vendors do not have access to the PO-CPR HEAT database.  Accordingly, they will need to be notified directly, via telephone or email, of problems requiring their technical assistance.   

10. The HEAT journal must be updated as soon as pertinent information is received or progress toward a solution is achieved.  As a minimum, the journal entry should reflect action taken, point of contact information, and the projected completion date of pending actions. This will alleviate open-ended journals which lack an expected completion date for the current action. If daily entries are not made on a ticket, the last entry should clearly state when and what the next step will be. 

11. Once a resolution is found, details of the resolution will be entered in the ticket journal. The user who originally reported the problem is then contacted and advised of the solution.  Once it is determined that the user is satisfied with the solution, the ticket can be closed. 
12. The Information Managers at each designated CPOC have the primary responsibility for tracking all tickets assigned to them as well as the tickets they have reassigned to TAC, TNOSC, or a vendor. 
13. Each CPOC should establish a HEAT profile account(s) for each of their servicing CPACs in order to utilize the HEAT email feature in reporting hardware and software problems encountered on site.  The CPOC should forward to the PO-CPR HEAT Database Administrator the names and email addresses of the individuals profile accounts created.  Attachment 4 provides guidance on creating a HEAT ticket using e-mail.         
ATTACHMENT 1: PROBLEM REPORTING CRITERIA

To ensure that global reports are comprehensive, it is imperative to establish a common standard for problem reporting.  In essence, all software and hardware problems encountered by the end-user should be entered into HEAT.  All Legacy and Modern DCPDS System trouble calls reported telephonically to the TAC or LMSI for resolution must be entered into the PO-CPR HEAT database.  In addition, each CPOC must ensure the reporting of trouble tickets to the support resources i.e., TNOSC, TAC, FAB, LMSI Hardware/Software Vendors etc. are documented in the HEAT database accordingly.  Optionally, each regional Helpdesk may choose to use HEAT for tracking and monitoring other than routine O&M tasks. All standard configured HEAT call types are listed below.  Any changes or modifications to the call types are to be coordinated through Civilian Personnel Operation Center Management Agency (CPOCMA).  The problem reporting criteria is as follows:
	HEAT CALL TYPE
	DESCRIPTION

	ABC-C 
	All hardware/software problems encountered at the ABC-C. (Managed by SW CPOC)

	CARS
	All CARS related problems

	CPOL
	Problems encountered at the CPOL website

	DCPDS
	Legacy DCPDS functional problems 

	E-mail
	Problems with email clients or servers

	FPI Software
	FPI software related problems i.e., DESIRES, SF-50s/52s Printing, Deleting SF-50s/52s etc. (Do not use this field for documenting the resetting of user accounts and passwords (e.g. email, CITRIX, FPIs, etc.)   

	From Email
	Tickets opened automatically via HEAT email are initially assigned this call type and must be changed to the proper call type before closure.  Do not use this call type for manually opened tickets.

	Hardware
	All problems pertaining to hardware purchased under the CPR project - servers, PCs, and comm equipment for example (printers have their own call type)

	HEAT
	HEAT software

	Infoconnect
	Infoconnect, DataXpress, Que Transfer File (QTF)

	Information
	Information requests not fitting any other call type

	Internet 
	Internet software, browsers, html



	HEAT CALL TYPE
	DESCRIPTION

	Modern System
	Software and Hardware problems experienced under Modern System DCPDS

	Moving   (OPTIONAL)
	For tracking hardware moves or the tasks associated with personnel moves

	Network
	Network access and connectivity problems

	New User Setup
	Software (User ID, FPI, email, etc.) setup for a new user

	Pay Inquiry
	Pay inquiries submitted via email using Auto Ticket Gen.

	Payroll
	Payroll interface to DCPDS / FPI

	Printer
	Problems with physical printer 

	Printing
	Application print problems

	Quick Call
	Resetting user accounts and passwords (e.g.Email, CITRIX, FPIs, etc.)

	Refresh/Update
	FPI Refresh/Update problems

	Resumix
	All Resumix problems

	Software
	All software not defined by other call types, e.g. Office 97/98/2000, Oracle, Unix, Omniback, MS Back Office, etc.

	Timing
	Slow response using FPIs

	Virus
	Virus detected

	Workorders   (OPTIONAL)
	For tracking workorders and other routine O&M tasks. 


ATTACHMENT 2: CRITERIA FOR ASSIGNING PRIORITY CALLS

SEVERITY 1
CLIENT IMPACT: A problem which prevents the accomplishment of an operational or mission essential capability; occurs when an entire Computer Software Unit (CSU) (i.e., RESUMIX, FASCLASS) is non-operational.

APPLICATION (LMSI): Respond < 2 hours - Recover <48 hours

ALL OTHERS (LMSI):  Respond Immediately - Recover <2 hours 

ARMY:  Response times vary from 4 hours to 48 hours depending on the vendor and the equipment.  Vendors’ response times have been provided to the Regions

EXAMPLE: Inability to process any accession actions for Appropriated Fund employees, CPOC Communication Loss, DCPDS/MDCPDS inaccessible, Resumix ABC-C or FASCLASS non-operational, etc.

SEVERITY 2
CLIENT IMPACT: A problem which adversely affects the accomplishment of an operation or mission essential capability and no functionally acceptable work-around solution is known.

APPLICATION (LMSI): Respond < 1 workday - Recover <5 workdays

ALL OTHERS (LMSI): Respond Immediately - Recover <4 hours 

ARMY: Response times vary from 4 hours to 5 workdays depending on the vendor and the equipment.  Vendors’ response times have been provided to the Regions.

EXAMPLE:  Inability to process mass pay adjustments, while the ability does exist to manually process each pay adjustment separately, to do so would be functionally unacceptable, Winframe/Metaframe server non-operational, Communications Hub down, etc.

SEVERITY 3
CLIENT IMPACT:  A problem which adversely affects the accomplishment of an operation or mission essential task; however, a functionally acceptable work-around exists. 

APPLICATION (LMSI): Respond - Recover as prioritized by CPMS

ALL OTHERS (LMSI): Respond Immediately - Recover <4 days 

ARMY: Response times vary from immediate response to 4 days depending on the vendor and the equipment.  Vendors’ response times have been provided to the Regions

EXAMPLE: Inability to process an action on an individual without applying a work-around that would not ordinarily be required, missing reports, errors in conversion, slower than normal response times, LAN segment down, etc.

SEVERITY 4

CLIENT IMPACT: A problem that results in inconvenience, annoyance or documentation changes.

APPLICATION (LMSI): Respond - Recover as prioritized by CPMS

ALL OTHERS (LMSI): Respond Immediately - Recover <7 days

ARMY: Response times vary from immediate response to 7 days depending on the vendor and the equipment.  Vendors’ response times have been provided to the Regions

EXAMPLES: Missing Agency unique codes on an RPA, spelling errors on a report, Inability to print, Workstation down, monitoring a downgraded higher priority ticket, etc.

SEVERITY 5

ARMY ONLY SEVERITY LEVEL - Resource scheduling for CPOC/CPAC internal use.

EXAMPLES: Software patch & release upgrades.
ATTACHMENT 3: REQUESTING SERVICES FROM HARDWARE MAINTENANCE PROVIDERS

Overview

Reports submitted to PO-CPR have indicated that there have been delays in services provided by hardware maintenance providers. These problems can be attributed to many factors such as the lack of information provided to vendors or vendors and lack of knowledge of their contractual warranty/maintenance obligations.   Many times, the problem has been escalated to PO-CPR without the reporting site properly annotating the information in the HEAT system.  When this occurs, it is very cumbersome to validate the information or confirm claims of service providers’ non-compliance. 

Reporting Procedures 

Due to these factors, it is essential that all problems be properly reported in the HEAT system as soon as they occur and before the service provider is contacted.  By taking this measure, a historical record of information, an audit trail, is automatically created that may be referenced and used in resolving service provision problems and expediting the delivery of services.  The following procedure details the process to use in reporting problems to service providers and represents a viable method of tracking problems/issues: 

1. Create a trouble ticket in HEAT. 

2. Notify the vendor of the problem. 

· Provide make, model and serial number of hardware.

· Provide local point of contact (POC) and telephone number.

· Provide the address where the hardware is located.

· Provide the applicable contract number.

3. Obtain vendor’s tracking number and reciprocate with the HEAT tracking number.

4. Input the vendor’s tracking number within the designated space provided in the HEAT ticket.

5. Provide journal entry indicating what action will take place by the vendor and by what time or date.

ATTACHMENT 4: HEAT TICKETS GENERATED BY E-MAIL

FORMAT OF CONUS E-MAIL

To ensure a HEAT ticket will be successfully created, follow the guidance as cited below.   In addition, send all e-mail to the following address:

cprheat@peostamis.belvoir.army.mil
Updating a Ticket 
The subject of the e-mail must contain the HEAT User ID of the person reporting the problem.  The text e-mail message will contain specify details describing the nature of the problem.  (Call Description).

Example:

To:

cprheat@peostamis.belvoir.army.mil
From:

Doe, John 

Subject:

Doej

Body:

My computer is not working.  The hard drive is spinning, but everything is locked up.

Once the above message is sent and received by the PO-CPR HEAT server, the Auto Ticket Generator module will create a ticket.   The HEAT User ID field in the Subset-Table will be filled with information extracted from the subject line.  Additionally, the incomplete fields in the Subset will be filled with data from the Profile-Table.  In other words, if that User ID is in the HEAT Profile- Table, all of the User information in the HEAT ticket will be automatically populated.

Upon successful creation of the ticket, HEAT will automatically generate a response message that contains the assigned HEAT ticket number and send it to the originator of the email.     See sample message below.

Example:

To:

Doe, John 

From:

cprheat@peostamis.belvoir.army.mil
Subject:

HEAT TicketGen Create Succeeded

Body:
Call Ticket 97106889 from snyderd was successfully created from your e-mail message
If the User ID does not reside in the HEAT Profile-Table or the format message was prepared in error, the following message will be sent to the originating e-mail address:

To:

Doe, John

From:

cprheat@peostamis.belvoir.army.mil
Subject:

HEAT TicketGen Create Failed

Body:
Your attempt to create a ticket via e-mail was unsuccessful
Users can update existing HEAT tickets.   In the “subject-field”, type the word “update” and then the ticket number of the HEAT ticket desired to be updated.   Special note: User ID is not required to perform this action.  The e-mail text comments will be exported to the HEAT ticket journal.   See sample message below.

Example:

To:

cprheat@peostamis.belvoir.army.mil
From:

Doe, John 

Subject:

update 97106889

Body:
I rebooted, and my machine is working.  However, it is noticeably slower than before.  What is wrong?

The statements above regarding a similar condition applies here. If the User ID does not reside in the HEAT Profile table or the format message was prepared in error, the following message will be sent to the originating e-mail address:

To:

Doe, John 

From:

cprheat@peostamis.belvoir.army.mil
Subject:

HEAT TicketGen Update Failed

Body:

Your attempt to update ticket XXXXXX via e-mail was unsuccessful

Requesting Ticket Information

Users can also request a status regarding existing tickets in the HEAT database.  Enter the word “info” plus the HEAT ticket number in the “subject” of the e-mail message.  Like the “Update” function, a HEAT User ID is not required to request ticket information.  However, for this function, a text message is not needed. 

Example:

To:

cprheat@peostamis.belvoir.army.mil
From:

Doe, John

Subject:

info 97106889

Body:


HEAT will respond to the sending e-mail address with the following:

To:

Doe, John

From:

cprheat@peostamis.belvoir.army.mil
Subject:
Response to Call ID request.

Body:



{CallLog.CallID} = 97106889

{CallLog.RecvdDate} = 11/ 3/97

{CallLog.CallType} = From EMail

{CallLog.CallDesc} = My computer is not working.  The hard drive is spinning, but everything is locked up.
{CallLog.ModDate} = 11/ 3/97

{CallLog.ClosedDate} =  0/ 0/00

{CallLog.Cause} = 

{CallLog.CloseDesc} = 

Journal 1:

----------

{EntryDate} = 11/ 3/97

{EntryText} = I rebooted, and my machine is working.  However, it is noticeably slower than before.  What is wrong?

If the ticket number does not exist, HEAT will send the following message:

To:

Doe, John 

From:

cprheat@peostamis.belvoir.army.mil
Subject:

Response to Call ID request.

Body:

Could not reply to Call ID request - call XXXXX could not be found.
FORMAT OF EUROPE E-MAIL

The same principles and processes apply for accessing the Europe HEAT Problem Tracking System for Auto-Ticket Generation Module (Email). Follow the processes as set forth in the  CONUS section of this Standard Operating Procedure (SOP). However, when sending your email, send it to the HEAT server email address: Eurheat@hq.usareur.army.mil.  

ATTACHMENT 5: MODERN SYSTEM DCPDS PROBLEM REPORTING PROCEDURES

Procedures for Submitting Problem Reports for Modern Defense Civilian Personnel Data System (Modern DCPDS) and other Department of Army Civilian Personnel Applications

1.  PURPOSE.  To provide procedures for submitting problem reports which will ensure accountability for all problem reports.

2.  APPLICABILITY.  This guidance applies to all users of Modern DCPDS and other Department of the Army utilized civilian personnel software applications.

3.  POLICY.  Within the civilian personnel community, it is our intent to provide timely, efficient and effective response to automated systems problems reported by the systems users.  This intent was considered when developing the procedures described in this SOP, to ensure minimum turnaround time and management visibility of critical problems.

4.  DEFINITIONS.

a.  Functional Problem Reports: Functional problems are those which apply directly to the software application.

b.  Technical Problem Reports: Technical problems are those which apply directly to the hardware or the communications associated with the software application.

c.  Trigger Error Problem Reports: The system generates an error message identifying a particular problem condition as a “trigger error”. Trigger errors are considered technical problems and, for the purpose of problem reporting, will be handled as such. Trigger errors will always be entered into the HEAT database as a Severity1 problem report.

5.  RESPONSIBILITIES/PROCEDURES – FUNCTIONAL PROBLEMS.  The Modernization Functional Automated Division (MFAD) will maintain a 24/7 schedule for problem reporting.  During normal working hours (7:00 a.m. to 5:00 p.m. Monday through Friday Eastern Time), MFAD will monitor HEAT on a regular basis.  If a Severity 1 or 2 problem occurs, the CPOC reporting the problem shall call MFAD’s HEAT Hot Line at 1-703-325-7053 or DSN 221-7054, then enter the problem report promptly in HEAT.  This procedure is applicable 24/7.  For problem reports at all other Priority Levels, CPOCs will follow the procedures outlined as follows:

a.  Upon identifying a software application error, the Civilian Personnel Operations Center (CPOC) will:

(1) Enter into Army HEAT the “Call Type”.  If the error is in reference to the Modern system, select “Modern System”; however, if it concerns another application such as RESUMIX, select “RESUMIX” as the call type.  A list of Army utilized applications is enclosed within this attachment; but should not be considered all-inclusive. This list will change as applications are added or deleted.

(2) Enter the recommended Severity level in accordance with Attachment (2). 

(3) Under “Call Description” enter “functional”.  If you are reporting a problem in Modern DCPDS also include the following:

(a) The “Responsibility” you are logged on as (example: “Supervisor”, “Classifier”, “Staffing Specialist”, etc.)

(b) The part of Modern you are in (example: “People: Enter and Maintain”, “Reports”, etc.)

(c) Whether or not you are “date-tracked”

(4) In the “Journal”, enter a complete description of the problem.  Identify the record in use by including the following:

(a) Type of action being processed (“Promotion”, “Change to Lower Grade”, etc.)

(b) Entire error message (include “History”, if applicable)

(c) Employee name, assignment number and/or applicant number for which transaction is being processed.

(d) A complete description of the problem, including the specific steps taken and data entered that may have caused the error and include screen prints if at all possible.

(e) Include name, phone number, and e-mail address of the individual who submitted the problem.

(f) It is the responsibility of the site entering the HEAT ticket to close it once the resolution is applied to the system and they are satisfied that the patch/release has corrected the problem.  The “cause” must be documented in HEAT and must be specific.

(g) If the problem is NOT resolved by the patch/release, CPOC should change the status to “reopen” and forward any supporting documentation to FAB.

b.  Upon receipt of a HEAT ticket MFAD will:

(1) Acknowledge and assign the HEAT ticket to MFAD technician within one (1) workday.

(2) MFAD technician will make every attempt to find a solution to the reported problem.

(3) If a problem cannot be resolved by MFAD, generally within (1) workday of the time the HEAT ticket was assigned), MFAD will forward it to Lockheed Martin System Information (LMSI) for resolution and properly annotate HEAT.

(4) MFAD is responsible for annotating HEAT with any subsequent updates received from LMSI and for forwarding any pertinent follow-on information to LMSI.

(5) When the “fix” has been identified by the LMSI, and is scheduled for a patch or release, MFAD will change the status of the HEAT ticket to “pending.” category.
6.  RESPONSIBILITIES/PROCEDURES – TECHNICAL PROBLEMS.  Project Office, Civilian Personnel Regionalization (PO-CPR) hours of operation are as follows: Help Desk: 0630 to 1730. (Eastern Time).  The phone number is 1-888-253-1836/1837.   There is a message forwarding system available to capture calls outside of normal hours of operation.

a. Upon verifying that a technical error has occurred the CPOC shall:

(1) Enter into Army HEAT the “Call Type”.  If the call is in reference to the Modern System, select “Modern System”; however, if the call concerns another application such as “RESUMIX”, select “RESUMIX” as the call type.  Select “Call Type” from the List of Army Applications enclosed within this section (Attachment 6).  This list should not be considered all-inclusive, as it will change as applications are added or deleted.

(2) Enter your recommended severity level (see Severity Level Description at enclosure 2.)

(3) Under “Call Description” enter “technical”.  If you are reporting a problem in Modern DCPDS also include the following:

(a) The “Responsibility” users are logged on as (example:  “Supervisor”,  “Classifier”, “Staffing Specialist”, etc)

(b) The part of Modern users are in (example:  “People:  Enter and Maintain”, “Reports”, etc.)

(c) Whether or not users are “date-tracked.”

(4) In the “Journal”, enter a complete description of the problem.  Identify the record in use by including the following:

(a) Type of action being processed (“Promotion”, “Change to Lower Grade”, etc.)

(b) Entire error message (include “History”, if applicable).
  


(c) Employee name, assignment number and/or applicant number for which transaction is being processed

(d) A complete description of the problem, including the specific steps taken and data entered that may have caused the error and including screen prints if at all possible.
(e) Include name, phone number, and e-mail address of the individual who submitted the problem

(f) It is the responsibility of the site entering the HEAT ticket to close it once the resolution is applied to the system and the site is satisfied that the patch/release has corrected the problem.  The “cause” must be documented in HEAT and must be specific.

(g) If the problem is NOT resolved by the patch/release, the CPOC will change the status to “reopen” and forward supporting documentation to PO-CPR.
b. Upon receipt of a HEAT ticket PO-CPR will:

(1) Acknowledge and assign the HEAT ticket to PO-CPR technician within 24 hours.

(2) PO-CPR technician will make every attempt to expedite a solution for the reported problem

(3) If a problem cannot be resolved by PO-CPR, it will be forwarded to the vendor and HEAT will be properly annotated to reflect this latest status. 

(4) PO-CPR is responsible for annotating HEAT with any subsequent updates received from the vendor and forwarding any pertinent follow-on information to the vendor.

(5) When the “fix” has been identified by the vendor, and scheduled for a patch or release, PO-CPR will recommend that the status of the HEAT ticket be changed to “pending”.

7.  In the event onsite technical support is required to resolve a problem, coordination with the CPOC is required.  Before leaving on Temporary Duty (TDY) to report to a CPOC, ensure a control number is issued by CPOCMA.  In addition, all visitors to CONUS CPOCs shall report to the CPOC Director, unless otherwise directed by CPOCMA.  For problem reporting, all functional problems will be directed to MFAD and technical (i.e., Trigger Errors, Hardware) problems to Project Office Civilian Personnel Regionalization (PO-CPR) for resolution.  Regardless, all problems reported whether functional or technical shall be entered in the HEAT Problem Tracking Database which serves as the central repository to capture and document all Army Regionalization Modernization related problems.  
8. Individuals who do not have access to HEAT, can view the status of any ticket assigned to MFAD by accessing the “MFAD HEAT Status Report” under Modern on the CPOL website.  This status report is updated weekly to provide an “at a glance” look at the HEAT tickets that have been assigned to MFAD for resolution.
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DCPDS

Problem Report Template

A.  General Information:

A1.  Caller’s Name and Component: _Scott Carman
_________________________________

A2.  Telephone Number where the caller may be reached:   _907-384-6291_________________

A3.  (Optional) Fax:  _________________    A4.  Email:scott.carman@cpocpac.army.mil____
A5.  Name/Phone for Additional Info (If different from the caller):

___________________________________________________________________________

A6.  Regional Personnel Office where the problem occurred:____Pacific___________________

A7.  Name of the User who encountered the problem:_Scott Carman______________________
A8.  What instance did this problem occur on?  right after newly installed patch_____________
A9.  If another problem reporting tool is used, please tell us the related problem number for cross-reference purposes:_HEAT#00125492______________________________________________

A10.  Responsibility (Menu) in which the user was operating when the error occurred: ___________________________________________________________________________

A11.  How many users in your Region are experiencing the same problem? ___________________________________________________________________________

A12.  Please give a summary (50 characters or less) of the problem:  ______________________________________________________________________________________________________________________________________________________

A13.  In as much detail as possible, please describe the steps that led up to the problem: _____Tried to access responsibility but was denied__________________________________
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

A14.  What was your expected outcome (vs. what actually happened)? 

Should_be able to connect_____________________________________________________

______________________________________________________________________________________________________________________________________________________

A15.  Is there anything unusual about the action you were working on, or any observations you think might help diagnose and repair the problem? _Look to oracle user names to reset the password____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

B.  Complete only if the error involves a Request for Personnel Action:

B1.  What was the nature of action (NOA) being processed?____NA______________________

B2.  Name/employee number of the person on the RPA________________________________

B3.  Position on the RPA_______________________________________________________

B4.  Effective Date of the action__________________________________________________

B5.  Legal Authority Code used, if any_____________________________________________

B6.  What was the complete, exact text of the error notice that prevented the action from processing?___Heat Ticket has that information____________________________________

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

C.  Severity:  What severity level do you recommend, and why? ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

D.  Workaround(s): (Required for Severity Level 2 and 3) 

D1.  What workaround have you discovered for this problem?

Create another Responsibilty___________________________________________________

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

D2.  If none, what workarounds were attempted, and why did they not succeed? 

__Do not even get me started on this one!!!________________________________________

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
E.  Impact:  What specific difficulties are caused by the existence of this problem?  

(Required for Severity Level 2 and 3)

Unable to use built Responsibility______________________________________________________

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

F.  Complete only for trigger errors:

F1.  If a popup notice appeared, please provide the complete text provided when the “History” button is clicked: ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

F2.  If the trigger error appeared on the bottom status line, please state the entire notice that appeared: ________________________________________________________________________________________________________________________________________________________________________________________________________________________

F3.   Does a trigger error occur when similar actions are processed, or only with one action or record?

________________________________________________________________________________________________________________________________________________

F4.  Does the trigger error recur after the user either reboots or ends the ntvdm.exe process and logs back into DCPDS? ________________________________________________________________________

________________________________________________________________________
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Chapter 1

HEAT for Windows Requirements 

Operating Systems Supported

Client Workstation operating systems


Win95, WinNT 4.0

Network Operating System

IBM LAN Manager, MS LAN Manager, Novell Netware 3.12, 4.1, and 4.11, NT Server 4.0 

Network Protocols Supported


IPX/SPX, NetBeui, NetBios, TCP/IP

Hardware Requirements


Pentium processor, 16MB RAM, 15MB Hard disk space
Chapter 2

What is HEAT for Windows?

HEAT for Windows is a customizable database application for help desks and customer support centers. It provides all the tools you need to log and resolve problems and service requests, store information on your customers, track information on your help desk performance, and generate detailed reports. HEAT also contains many accessories to make your work more efficient and productive.

Logging customer calls

When a customer calls your help desk with a problem or question, you will record problem information in a Call Record. HEAT makes it fast and easy to create informative Call Records for even the smallest problems and service requests.

Making assignments
One of the Call Logging tab screens allows you to delegate problems to specialists or other help desk staff. You can make as many assignments as you need for a Call Record, and track the progress of those assignments.

Tracking customer information
When a customer calls the help desk, you don't need to enter the same background information every time. Just enter the caller's Customer ID in your Call Record, and the background information on that customer is instantly available.

You can keep detailed information on each customer in a Customer Record. Each Customer Record includes Profile information, Configuration data (on the customer's equipment and software), and a Call History listing previous Call Records for the customer.

Managing your work with HEAT Alert and Call Groups

HEAT Alert increases workstation and user productivity by automating the process of searching for call records that match certain criteria.  It queries the database at a user-specified interval, and if any matching call records are found, a pop-up screen will alert the user to the records found.  You can organize your workload by utilizing Call Groups, which are collections of related Call Records. You can run simple or detailed searches to find just the Call Records you want to work with. For example, you could open the Open Priority 1 & 2 Call Group to view all ticket that are open with designated high priorities.

Creating and printing reports

HEAT works with a powerful report writer, Crystal Reports, to generate detailed reports for your help desk. You can print reports directly from the HEAT screen, and use Crystal Reports to access any of the Regionalization reports, or to create your own reports.

Transfer HEAT tickets to other HEAT databases

Once the upgrade to 32-bit HEAT is completed, CPOC helpdesks will have the ability to transfer tickets directly to the TAC.  It also will enable transfers between Regionalization databases – allowing consolidation of all tickets into the central HEAT database.  

Accessories help you be more productive

A Spell Checker helps keep your Call Records accurate and attractive.

The Call Counter makes one Call Record do the work of many. 

 Set alarms and use the Stopwatch to keep yourself on schedule.

Chapter 3

Logging into HEAT

1. From the [image: image3.png]


 button, select 

Programs>>HEAT for Windows>>Call Logging
2.
The SQL Data Sources 

 
Select
PMO HEAT Database for CONUS CPOCs, 


Korea HEAT Database for Korea CPOC,




Europe HEAT Database for Europe CPOC, then press OK.
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3.  
The SQL Server Login screen will now appear.  Enter “heat” as the Login ID, press Tab, enter your Password and press OK.
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4. The HEAT User Login will appear.  Enter your HEAT User ID (the first seven letters of your last name followed by your first initial), press TAB, then your Password and press OK.

[image: image9.bmp]
Note:  The first time you login to HEAT, your password will be “hello”.  You can change this in HEAT through Edit>>User Preferences>>Tracker, and selecting Change Password.  Also see Appendix A-4, Changing Your Password.
5.  The next screen will ask you if you want to use this data source automatically.  Press the Yes button.

6.  The HEAT for windows screen will appear and ask you if you want to restore saved groups from the previous session.  This means, “Do you want to look at the same group you were looking at last time when you exited?” Simply choose Yes or No.
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The HEAT for windows - Work Group screen.  If you have no calls in your work group, you will see a screen similar to the one below.  Your work group contains the calls you are currently working on (created or updated).
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8.
.Select the Open Call Group button.           From the list, select the Call Group you wish to view, then press OK.

9.
The Heat for Windows screen will appear.  If there are calls in your call group, those call records will appear, with the most current call record first.  From the example below, you can see that the Call Group name (in this case, All Calls) and the total number of calls in the group (13 of 13) in the top left of the HEAT for Windows status bar. 
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Chapter 4 

Call Group Toolbar
The Call Group toolbar appears at the top of the Call Group window, just below the menu bar. It provides tools for working with Call Records and Call Groups.
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New Call Record button Opens a new Call Record.
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Cancel button Abandons a new Call Record before it is saved.
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Save button (Call logging) Saves a new or updated Call Record.

[image: image17.png]


Call Transfer button (Not available until 32-bit HEAT) Transfers the current Call Record to another Heat System.  HEAT will prompt the user to choose which method to use.

[image: image18.wmf] 

Print button Prints a call ticket for the current Call Record.

[image: image19.wmf]Close button Closes a Call Record. This is the ONLY way you should close a call.  This function also adds the closing users login to the Closed by field, and enter date/time stamp information in Closed Date and Time fields.
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Validate Field button Displays the validation table for a field.
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Spell Check button Checks the spelling of the highlighted text

[image: image22.wmf] 

Cut button Moves the current selection to the Clipboard.

[image: image23.wmf] 

Copy button Copies the current highlighted item to the clipboard.

[image: image24.wmf].

 

Paste button Inserts the contents of the clipboard.

[image: image25.wmf] 

New Call Group button (Unavailable)  New group requests should be made to the HEAT Administrator.
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Open Group Displays all call records that match the criteria of the group selected.

[image: image27.png]


Call Record Browse button Displays current Call Group records in a grid format -- very useful when looking at large groups of tickets.
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First Call Record button Moves to the first Call Record in your Call Group.
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Previous Call Record button Moves to the previous Call Record in your Call Group.

[image: image30.png]


Next Call Record Button Moves to the next Call Record in your Call Group.

[image: image31.png]


Last Call Record button Moves to the last Call Record in the current Call Group.

[image: image32.wmf] 

Profile button Opens the Customer window and displays the Profile record of the current customer.  The Profile is the permanent information about the customer.

[image: image33.png]


Configuration button Opens the Customer window and displays all Configuration records for the current customer.
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Call History button Opens the Customer window and displays the current customer’s Call History.
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Display Global Attachments Button Lists the files and applications attached to your overall HEAT system.  Global attachments can be viewed from any Call Record.
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Display Mail Attachments button Opens the HEATMail window  and displays an e-mail message attached to the current Call Record.

[image: image37.png]


Display Transfer Log button Displays the Transfer Log for the current Call Record.  The Transfer Log notes each time the Call Record was transferred into or out of your HEAT system. and records important information such as the original Call ID.

[image: image38.png]


Display Attachment Bar Menu button Displays the Attachment Bar Menu which contains commands for adding, editing, and removing attachments.  You can also right-click in any empty spot in the Attachment Bar to display the Attachment Bar Menu.

Validated field indicator Symbol on the Call Logging Status Bar that appears w[image: image39.png]


hen the cursor is in a validated field.

[image: image40.png]


Required field indicator Symbol on the Call Logging Status Bar that appears when the cursor is in a required field.

[image: image41.png]


Alarm Icon Double-click this Status Bar icon to open the Alarm windows.

[image: image42.png]


HEATMail icon Not being used at this time. 

Chapter 5
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Logging Basic Call Information
[image: image44.png]
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To log a new call record, simply click on the New Call Record button on the toolbar.   A new blank call record will appear on the screen. 

With your cursor in the  field, Click the Validate Field button, or hit the Tab key.

The Validate from Profile screen will appear.
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With your mouse, select and highlight the person who is reporting the problem and click OK.  The Profile Subset will populate with the information on the customer you selected 

If the customer you are trying to find is not listed, see Appendix A-1, Adding Customer Profiles.

TIP:
To narrow your search, type the first few letters of the customer’s last name in the User ID field, and then hit Tab.  You will then see a list of the customers whose last name begins with the letters you previously typed, instead of everyone in the HEAT database.
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Next, click on the arrow to the right of the  field and select the appropriate problem category.

Now, place your cursor in the Call Description field and type in a description of the call as reported by the customer.
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You have now entered all of the information on the original screen of the ticket.  However, HEAT allows you to do so much more!  In Chapter 6, we’ll explain how to enter the specifics about a problem – in the Detail screen.

Chapter 6

Recording Detailed Information

[image: image49.png]


The Detail screen is where the more specific information regarding the problem is recorded.

To access the Detail screen, click the  tab at the bottom of the screen.  There is a different Detail screen for each Call Type.

Since Civilian Personnel’s bread and butter is the FPI’s, the Detail shown below is for the FPI Software Call Type.
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NOTE:
If PERSACTION, COREDOC, or Injury Compensation / Unemployment Compensation is the FPI application that is experiencing problems, please be sure to completely fill out the applicable blocks.  We have worked hard with the Technical Assistance Center (TAC) to provide the essential information needed for the TAC to open a ticket.  Please take the time to fill these out and the problem resolution time should be greatly shortened.

Chapter 7

Adding and Modifying Assignments

Assignments are used to track call records and assure that the calls are routed to the technicians best suited to resolve the problem.
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To access the Assignment screen, click the                    tab at the bottom of the screen.

NOTE:
No assignments are made automatically.  You may have noticed that as soon as the Call Type was selected, a check appeared on the Detail tab.  This indicates that there is information on that screen.  However, you must add an assignment in order for any check to appear next to the Assignment tab. 
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There can be multiple assignments for a single call record.  If there are multiple assignments, the arrows at the bottom of the Call Logging screen will be black.  

[image: image53.png]


The earliest assignment is the default assignment.  To view the most recent assignment, select the Last Record button.
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Creating an Assignment 

To create an assignment, click the New Record button. A new blank assignment will be added, as shown below.  As soon as you create the assignment, your HEAT login, and the date and time the assignment was created are entered into the Assigned By fields.  
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Select the appropriate Group by using the pull down menu arrow.  Then select the Technician that you wish to assign the call record to.  Then save the call record. 

Acknowledging an Assignment

If you have been assigned a ticket, you need to acknowledge the ticket to accept responsibility for tracking and resolving the problem.  To do this, right click anywhere under the Acknowledged box.  The below menu should appear.

[image: image56.png]





 Select Acknowledge from the menu.  Your HEAT login, and the date and time of your acknowledgement will be automatically entered in the Acknowledged fields.

Resolving an Assignment
When you have either resolved the problem, or need to reassign the ticket to another individual, you need to resolve the assignment.  To do this, simply right click anywhere at the bottom of the assignment screen.  The same menu as the one above will appear.  Select Resolve and your HEAT login, and the date and time of your resolution will be automatically entered in the Resolved fields.

Next, go to the Resolution Code field.  Select the appropriate resolution from the menu shown below.  If you have resolved the problem, select either Completed or User Trained and then proceed to Chapter 9, Closing a Call Record.  However, if you are reassigning the ticket to another person, select 
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Reassigned, then create a new assignment, select the group, and technician, and save the call record.

Chapter 8

Adding Journal Entries

The Journal is used to document progress on a call record.  Information should be entered whenever something is done towards resolving the problem.  This should also include resolution attempts that were unsuccessful as well as attempts to communicate with interested parties.  These entries prove invaluable in trying to track a problem resolution.  It also assists someone who has recently been assigned a problem to know what has been tried in the past, so that nobody is “reinventing the wheel” when it comes to problem resolution.

[image: image58.wmf] 

Journal entries, like assignments, are not created automatically.  You must create them in order for information to appear.  To create a journal, click on the New Record button. A new journal entry will appear.  Your HEAT login, and the date and time that the journal was created are automatically entered in the Entered By fields. 

Simply enter the journal text as applicable in the Journal Entry field.  When you are finished with an entry, save the call record.  If you have resolved the problem, see Chapter 7, Assigning and Modifying Assignments and Chapter 9, Closing a Call Record.
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NOTE:
There can be multiple journal entries for a single call record.  If there are multiple journals, the arrows at the bottom of the Call Logging screen will be black.  
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The earliest journal entry is the default Journal Entry.  To view the most recent Journal Entry, select the Last Record button.


Chapter 9

Closing a Call Record

After all assignments have been resolved and all required fields have been filled, the call can be closed. 
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Click on  tab.

[image: image62.png]¥ Call Log



Click on the down arrow next to the Cause field and select the appropriate cause of the problem. 

In the Closed Description field, type the solution to the problem.  It is essential that this information outline step-by-step resolution of the problem so that this resolution can be used on similar problems in the future. 
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Click the Quick Close  button or press F10.  

IMPORTANT:
This is the ONLY way a call record should be closed!  Any other method will leave required information out of the ticket, and may cause that call record to become corrupted.

HEAT enters your HEAT User ID and the current date and time in the Closed By fields, changes the status of the call to Closed, and saves the Call Record. The Call Record is now closed.

Chapter 10

Logging out of HEAT 

1. Select File>>Exit or Press Alt + F4 

· [image: image64.wmf] 

If you have any unsaved Call Records or Call Groups, HEAT alerts you and gives you the chance to save the Call Records before you exit. 

NOTE
If your workstation is shut down before you can properly log out, HEAT's internal records may continue to show you as logged in. To correct this, log back in and then exit HEAT properly, or have your system administrator change your user settings to show you as logged out. 

Appendix A

HEAT Essentials

A-1
Adding Profiles 

A-2
Finding a Call Record

A-3
Setting an Alarm

A-4
Changing Your HEAT Password
Appendix A-1

Adding Profiles

[image: image65.wmf] 

If, after you have entered the first couple letters of the customer’s last name, and hit TAB, you do not find that customer’s profile information listed, you may add that customer’s profile by click the New button.

The Validation Update screen will appear, as shown on the next page.  Simply enter the appropriate information about the customer in the fields provided.  The fields bordered in red are required fields.  You must fill these fields in before you can save the profile.
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Appendix A-2

Finding a Call Record

You can retrieve any Call Record by its Call ID Number. 

To find a single Call Record 

[image: image67.png]


1 Select File >> Go to Call ID OR Press Ctrl + G 

2 Enter a Call ID number in the dialog box 

3 Click the OK button 

NOTE
You do not need to enter leading zeros. For example, to retrieve Call ID Number 0000327, enter 327 in the dialog box. 

The Call Record you entered will appear on the screen.

Appendix A-3
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Setting an Alarm 

1  Select View >> Alarms OR Press Shift + F11 OR Double-click the  icon. 
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2  Click the  button.  
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The Create Alarm dialog box appears. The current date and time appear in the Date and Time fields.  

3  In the  field, click the up or down arrows to increase or 

[image: image72.png]


    decrease the alarm date by one day.  

4  In the  field, click the up or down arrows on the left side 

    to increase or decrease the alarm time by one hour. Click the arrows on the 

    right side to increase or decrease the alarm time by one minute.  

5  Enter a brief description of the alarm in the Subject field. 

6  Enter a more complete description in the Notes field. This is a scrolling text 

    field; enter as much text as you need. 
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7  To attach the current Call Record to this alarm, mark the  Attach Current 

    Call checkbox. 
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8  Click the  button.  The new alarm appears in the Alarms 

    dialog box. 
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9  Click the  button to close the Alarms dialog box. 

Appendix A-4

Changing Your Password
1.   Select Edit>>Preferences. 
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2.  Click the tab. 
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3.  Click the  button. 

4.  Enter your old password in the Old Password field. 

5.  Enter your new password in the New Password field.

6.  Enter your new password again in the Verify New Password field. 

7.  Click the OK button.

8.  In the User Preferences dialog box, click the OK button.

NOTE  Your password may contain 1 to 8 letters or numbers, and you may include spaces.  Passwords are case-sensitive.

Appendix B

HEAT Table Fields

B-1
Subset Table Fields

B-2
Call Log Table Fields

Appendix B-1

Subset Table Fields

The Profile Subset display selected Profile information for the current customer. It is always in view, just under the Toolbar.  You link a Call Record to a Customer Record by entering a Customer Id in the Profile Subset area.  When you enter a Customer ID, the Profile Subset fills with information selected from the Profile Screen of the Customer Record.  The Profile Subset is the temporary information about a customer.  It is the like between the customer and the call information (The Call Log and Profile tables).
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Call ID Number  You should give this number to the customer before you enter any information.  The Call ID is a sequential number that is automatically assigned to the Call Record as it is created.  Appears in the Call Status Banner.
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Stopwatch Time The area of the Call Status Banner that displays the Stopwatch time for the current Call Record.
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Call Counter A display that records the number of times customers have reported the same problem.  For example, if a CPAC is down and there people call to inform you of the situation.  This is 3 calls about the same problem at the same time.  Therefore, enter the problem once and increase the call out by pressing the “+” key on the keypad.  This should not be used for calls at separate times.
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Status Codes A Code indicating the current status of a call, such as open, closed, pending or  re-opened. 
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The User Id is the first seven (7) letters of the user’s last name, followed by first letter of the user’s first name.  The spelling is very important so that there aren’t duplications in the database.
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First and Last names of the customer.
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Phone number and extension where customer can be reached.
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The Region where the customer is located.
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Site where the customer is located.
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Customer user type.
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Alert is a memo field that lists helpful information about the customer - i.e. “Techie, do not need to tell user how to operate a mouse”.
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The e-mail address of the customer.
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The Ticket Number of an outside agency’s trouble ticket reporting system.  The TAC, ANSOC, and DOIM each have their own fields.  Any other vendor ticket number should be entered in the Vendor Tkt # field, along with the name of the vendor.  These fields are extremely important for accurately tracking problems reported to other agencies.  If these numbers are not entered in HEAT, we cannot track that agency’s progress on the ticket and will greatly impede resolution of the problem.

Appendix B-2

Call Log Table Fields
Captures basic information about the problem such as tracker, Call Type, description, status, and priority.
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The tracker reflects the name of the technician who first opened the ticket and is responsible for tracking the status of the ticket until it is closed.
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Call Status is the current status of the ticket.  It can be Open, Closed, Pending, or Re-opened.  Pending status means that the ticket is awaiting action from an agency outside the Regionalization organization, ie, a vendor, the TAC, or ANSOC.
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Priority of the Ticket.  Priority 3 is the average ticket, where a workstation(s) are degraded, but are operational.  Priority 2 indicates that two or more machines are completely down at a CPOC or CPAC, but that the site itself is still operational.  Priority 1 is that an entire CPAC or CPOC is non-operational.
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Call Description is a memo field where all information regarding original problem as described by the user is inputted.  This is a required field.
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Received by indicates the name of the technician that created the ticket, and the date and time of creation.


Last modified indicates the name of the technician who last provided input to that ticket, and the time and date of the update.



Closed by is the name of the technician who closed the ticket, and the date and time of the closing.  These fields are automatically filled in by HEAT when you push the Quick Close button.

Cause is the reason the problem happened.  Simply select from the list by clicking on the arrow to the right of the field. If there is a reason you think belongs in this selection, please contact the HEAT Administrator.

Close Description is the description of exactly how the problem was fixed.  This is a memo field, so no need to be brief if the fix is lengthy.  Remember that other people may run into the same problem, and your answer will help them resolve future problems.
ATTACHMENT 7: ACRONYMS

ABC-C


ARMY BENEFITS CENTER – CIVILIAN

ASAM&RA

ASSISTANT SECRETARY OF THE ARMY FOR 




MANPOWER AND RESERVE AFFAIRS

CPP


CIVLIAN POLICY AND DEVELOPMENT DIVISION

CONUS


CONTINENAL UNITED STATES

CPAC


CIVILIAN PERSONNEL ADVISORY CENTER

CPMS


CIVLIAN PERSONNEL MANAGEMENT SYSTEMS

CPOC


CIVILIAN PERSONNEL OPERATIONS CENTER

CPOCMA       
CIVLIAN PERSONNEL OPERATIONS CENTER MANAGEMENT

AGENCY

CPOL


CIVLIAN PERSONNEL ONLINE

DCPDS


DEFENSE CIVILIAN PERSONNEL DATA SYSTEM

DMC


DEFENSE MEGA CENTER

DOIM


DIRECTOR OF INFORMATION MANAGEMENT

DSN


DEFENSE SYSTEM NETWORK

FPI


FUNCTION PROCESS IMPROVEMENT

HEAT


HELPDESK EXPERT AUTOMATION TOOL

HQDA


HEADQUARTERS DEPARTMENT OF ARMY

ID


IDENTIFICATION

LAN


LOCAL AREA NETWORK

LMSI


LOCKHEED MARTIN SYSTEMS INTEGRATION

MACOM

MAJOR COMMAND

MFAD


MODERNIZATION FUNCTIONAL AUTOMATION DIVISION

O&M


OPERATIONS AND MAINTENANCE

OASA M&RA

OFFICE OF THE ASSISANT SECRETARY OF THE ARMY FOR 




MANPOWER AND RESERVE AFFAIRS

OCONUS

OUTSIDE CONTINITAL UNITED STATES

PC


PERSONAL COMPUTER

POC


POINT OF CONTACT

PO-CPR


PROJECT OFFICE, CIVILIAN PERSONNEL REGIONALIZATION

TAC


TECHNICAL ASSISTANCE CENTER

TNOSC


THEATER NETWORK OPERATIONS SECURITY CENTER

VTC


VIDEO TELE CONFERENCE
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