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Distance Support Program

Source of Support (SOS) Business Rules
1. GENERAL OVERVIEW

The Distance Support program relies upon a repeatable process of handling customer requests in a timely, efficient manner. This process has its genesis in a mutually agreed upon set of business rules governing program operation.  These rules apply to all categories of shipboard equipment except those related to Naval Nuclear Reactor Plant systems, and are described in the remainder of this document.

A list of acronyms used in this document is provided as Appendix A.

Recommendations for changes to this document should be forwarded via email to Ms. Lynn Kohl (kohllm@navsea.navy.mil), describing the nature of the change, identifying impacted paragraph and specific text location. All recommendations will be reviewed with cognizant parties and Distance Support program Office response to the recommendation will be provided.

This most current version of this document is posted on the Distance Support Web site (www.anchordesk.navy.mil, go to “More about Distance Support, then “Discussion Area”, then “Distance Support Team Discussion Area”).

2. TROUBLE TICKET PROCESSING 

2.1 Overview

When customers require assistance, they contact the Distance Support network of service providers.  Regardless of whether the support request goes directly to an SOS or is submitted to the Navy Integrated Call Center (NICC), the content of the support request must be documented via creation of a Trouble Ticket. Maintenance of that trouble Ticket information through the various status transaction states as the ticket is processed is handled by the Distance Support Customer Relationship Management (DS CRM) software database.  

The Trouble Ticket serves as the vehicle for: 

· Documenting the customer’s requirement

·  Forwarding the requirement to the appropriate SOS

· Completing action on the support request

· Generating metrics to evaluate the efficiency and effectiveness of the overall process.

This section outlines the standard business rules used throughout the Distance Support infrastructure in processing Trouble Tickets.  

The DS CRM database is based on a commercial off-the-shelf software system that has been adapted for this program’s purpose. Program-wide implementation of the system is currently underway. It is a goal of the Distance Support Program to have all Trouble Ticket data recorded in the DS CRM system for generation of near real time Navy-wide metrics. Procedures contained in this document address Trouble Ticket processing in the DS CRM environment and non-DS CRM environments.

Distance Support Advocates at participating Commands and Activities serve to ensure awareness and compliance with these Business Rules. The Advocates are also members of the Business Rules Working Group, responsible for maintenance of the policy and procedures contained in this document. A list of the current Distance Support Advocates are contained in Appendix B. 

2.2 Shared Data Environment (SDE) – Remedy Distributed Server Option (DSO). 

A key contributor to the effectiveness of the Distance Support program is the global availability of current Trouble Ticket information to the Distance Support community.  This capability is being achieved through creation of a Shared Data Environment (SDE).  Under the SDE concept, the NICC and other major SOSs within the Distance Support network will employ a standard commercial CRM software product (Remedy) to link the CRM databases and provide a comprehensive view of the Distance Support process to the entire community.  

Once a support request is received and a Trouble Ticket is created, the data supporting that Trouble Ticket will be available for utilization by all activities in the Distance Support network.  SOSs not using the standard Distance Support CRM software have agreed to provide a data file containing these common data elements to the NICC on a periodic basis so that their specific support request data may be included in the program metrics. 

The Distance Support program utilizes the CRM software Remedy ARS. Besides tracking the trouble tickets, Remedy also allows for interconnecting the servers utilizing a software module calld the Distributed Server Option (DSO). A flowchart of the Remedy DSO and forms in the Distance Support CRM network is provided as Appendix C. A flowchart of the DSO Trouble Ticket status transactions is provided as Appendix D. These transactions are discussed in detail under section 2.4. A listing of the Distance Support Common Data Elements in the DSO is provided as Appendix E. Data elements required for all DSO status transactions are provided as Appendix F.

The responsibility of the Distance Support program and the NICC is to ensure trouble tickets are routed  to the activity. Each SOS is responsible to implement the processes and / or procedures needed to route Trouble Tickets past the point of entry into their activity to the actual point of contact responsible for doing the work. 

2.2.1 SDE Configuration Management. 

A Configuration Control Board (CCB) has been established for SDE data elements and forms. The CCB will be convened as needed by the SDE Manager with agreements published to all members of the Business Rules Working Group.
Recommendations for changes to the SDE should be forwarded via email to the CCB chairman, Mr. Dave Scheid (ScheidDA@phdnswc.navy.mil), describing the nature and value of the change, and identifying the impact if the change is not implemented. The SDE CCB membership is provided as Appendix G.

No changes to the SDE configuration will be made by anyone unless authorized by CCB action and approved by the SDE manager.

2.3 Support Request Submission. 

Requests for assistance / information will be submitted either to the NICC or the support providers in a variety of ways, including email, telephone (secure and non-secure), the Web, “Chat” sessions, and Naval messages.

Distance Support Advocates are responsible for ensuring that their support process are in compliance with current fleet and DS program policy. This will include ensuring that support Web sites that will allow “requests for assistance” conform with the “look and feel” of the DS request form, as published on the DS Web site. 

Data elements required for various states of the Trouble Tickets, and other pertinent information, are addressed in section 2.4. 

Paragraph 2.4.1 specifically addresses new Trouble Tickets, and the data elements identifed as “requiring user entry” reflect information provided by the customer during initial contact.

2.3.1 Support Request Service via On-line “Chat” 

Various on-line “Chat” tools are available to provide the capability to address emergent support issues via real-time interaction between customers and the shore infrastructure. A list of commands having chat capability is provided as appendix H. It is the responsibility of each souce of support to ensure all Chat sessions are documented with pertinent sections directly relating to trouble tickets added to the Work History of the subject trouble ticket.

2.3.1.1 Regularly Scheduled “Chat” Sessions
The NICC will monitor “Chat” sessions, conducted by deployed customers in accordance with Battle Group OPTASK procedure, and take action to arrange specific SOS participation, if warranted, or to establish alternate support as required to satisfy customer needs. These sessions will typically be held at the same time every day, normally for required functional areas, such as shipboard maintenance. Support requests identified during these “Chat” sessions will be documented by the NICC in the CRM database.   

2.3.1.2 Customer Requested “Chat” Sessions
On occasion, customers will have the requirement to establish a “Chat” session to resolve a specific support issue. The customer will establish the criteria to determine when a specific “Chat” session is warranted.  When the SOS is known, the customer will use existing resources (i.e., TYCOM, NICC, etc) to set up the “Chat” session.  The SOS will use either organic resources or regional support capabilities to allow participation in the session.  If the SOS is unknown, the customer will work through the NICC to establish the “Chat” session with the appropriate activity.  In either case, the outcome of the session will be documented by a Trouble Ticket in the respective SOS CRM database.

2.4 Trouble Ticket Status Transactions
A flowchart of the DSO Trouble Ticket status transactions is provided as appendix D. Each transaction path is numbered to correspond with appendix F, the “data elements required for all DSO status transactions”. Each transaction must include the data elements identified in appendix F. For each Trouble Ticket, five (5) status transactions are mandatorily required: New, Assigned, In-process, Recommneded Closed, and Closed. All transactions are discussed in detail throughout this section. 

SOS support may be provided shortly after customer contact. Corresponding Trouble Tickets may go from “New” to “Closed”, with the data backfilled for the other mandatory status transactions (i.e. Assigned, In-process, Recommneded Closed).
2.4.1 New (Trouble Ticket Creation)
2.4.1.1 Whether the support request goes directly to a SOS or to the NICC, the initial receiving activity will create a Trouble Ticket in the DS CRM system.  A  control number is automatically generated when the Trouble Ticket transaction is saved in the system and will stick with the ticket as a means of identifing this individual issue. The ID number will be a total of 15 characters long with the first 4 identifing the orginating activity and the remaining 11 being a sequestial number assigned by the system.

2.4.1.2 In the DSO there are three types of customer contact data sets that are associated with Trouble Tickets entering into the status “new”: 1) hardware techncial, 2) All other technical, and 3) non-technical.

2.4.1.3 Technical Trouble Tickets are those with the following “Subject ID – Pre” #s:

	H/W Other
	1

	S/W Other
	2

	Logistics Other
	3

	H/W Tech Assist
	10

	H/W Supply Support
	11

	H/W Manpower/Personnel
	12

	H/W Training
	13

	H/W Tech Data – Manuals/ Drawings
	14

	H/W Tech Data – Instructions
	15

	H/W Configuration
	16

	H/W Safety
	17

	H/W Programmatic
	18

	S/W Tech Assist
	19

	S/W Supply Support
	20

	S/W Manpower/Personnel
	21

	S/W Training
	22

	S/W Tech Data – Manuals/ Drawings
	23

	S/W Tech Data – Instructions
	24

	S/W Configuration
	25

	S/W Safety
	26

	S/W Programmatic
	27


A complete list of Subject ID codes is provided as appendix I.

2.4.1.4 For “New” technical Trouble Tickets, either the corresponding “EIC – Nomenclature – APL - Noun Name” must be identifed, or else the “Software Release Version”.

For “New” technical Trouble Tickets, there must be completed data fields for either: 

All four (4): “EIC”, “Nomenclature”, “APL”, “Noun Name”, 

or: 

“Software Release Version”.

To determine the correct EIC, Nomenclature, APL, or Noun Name, only one needs to be known. The system will provide selections once any one of the four data fields is entered. If the user can not find the correct EIC, Nomenclature, APL, or Noun Name, the closest pairing will be selected and the user shall submit a system update via the SOS Advocate. Once the update request has been validated by the NICC it will be entered into the DSO for distribution to all SOS activities.

2.4.1.5 For “New” technical Trouble Tickets with “Subject ID – Pre” #s 1, 10, 16 or 17, a JCN must be entered.

2.4.1.6 For all “New” Trouble Tickets there must be completed data fields for “Customer Activity Name-Customer UIC-Unit/Sqd Type & Number”. When one of these fields is selected from the drop-down menu, the system will auto-populate the remaining two.

In the event an appropriate selection cannot be found, a “Unit Table Update Form” should be completed and transmitted to the NICC for review by the DSO CCB, in accordance with paragraph 2.2.1.

2.4.1.7 For all “New” Trouble Tickets, either of the following data fields must be completed:  “Customer Phone” or “Customer email”.

2.4.1.8 The priority of the support request (priorities 1 through 4 apply) will be determined by the submitting activity in accordance with the following criteria excerpt from the Distance Support Fleet Business Rules (which are published separately and available on the DS Web site): 

· Priority 1: Critical safety or damage control item. Required for performance of unit’s mission. Required to sustain bare minimum acceptable level of human needs and sanitation.

· Priority 2: Extremely important safety or damage control item. Required for sustained performance of unit’s mission. Required to sustain normal level of basic human needs and sanitation. Required to maintain overall integrity of unit or a system essential to unit’s mission.  Required for minimum acceptable level of preservation and protection.

· Priority 3: Important safety or damage control item. Required for efficient performance of unit’s mission.  Required for normal level of human comfort. Required for overall integrity of equipment or systems that are not essential, but are required as backups in case of primary system failure. Required to achieve minimum acceptable level of appearance.

· Priority 4: Requests of a quality of service nature.
2.4.1.9 If the request is entered at the NICC, the NICC Customer Service Representative (CSR) will use the SOS matrix (as discussed in section 3) to determine the authoritative SOS, and then forward the request (Trouble Ticket) to the identified SOS for action. Once an SOS is integrated  into the DSO, cognizant Trouble Tickets opened by the NICC will be forwarded to the SOS immediately after the SOS is identified; the NICC will not take any other action.  

2.4.1.10 All support requests must be documented, regardless of the media by which the request is received, the priority of the support request, or the perceived severity of the problem. The SOS should populate the “Problem Subject” field with a clear and concise description of the problem . Uninformational descriptions (i.e “It’s broke”, “Fixed”) are unacceptable and will be avoided. 
2.4.1.11 Data elements requiring user entry for customer contact data into a “New” Trouble Ticket in the DSO are listed in Appendix F.

Once the data fields required for a “New” Trouble Ticket are obtained from the customer and entered/selected into the activity working form, it can be transmitted into the DSO for receipt by the SOS.

When a Trouble Ticket is in the “New” status, a transaction by the SOS must be entered into the DSO for one of the following status codes: “Assigned”, “Transferred”, or “Cancelled”.

2.4.1.12 Direct customer contact to an SOS, however, resulting in a Trouble Ticket that is not for that SOS, will have a corresponding Trouble Ticket entered into the DSO by the receiving SOS as “New” and then “Transferred” to the NICC for subsequent passing by the NICC to the appropriate SOS in accordance with paragraph 2.4.4.

2.4.2 Assigned (Trouble Ticket Acceptance)
2.4.2.1 Upon receipt of a Trouble Ticket, either directly from the originator or via the NICC, the SOS will review the supporting data to ensure that it has been assigned to the proper activity.  

The SOS will then take appropriate action to respond to the support request in accordance with the originator-assigned priority. The goal for response, by the POC working the issue, to Priority 1 or 2 support requests is two hours; for Priority 3 or 4 requests, the goal is four hours (note: support request priorities are documented in the Distance Support Fleet Business Rules).  

2.4.2.2 Trouble Ticket Acceptance by an SOS is complete when SOS initial response is complete:

· Upon receipt of confirmation that the SOS has assigned the request for action 

· When the SOS has established liaison with the customer, via an available communication methods, advising of the plan of action for solving the issues and the Trouble Ticket number for tracking the issue to closure. 

2.4.2.3 In the DSO, “new” Trouble Tickets entered into the ”assigned “ status by the SOS indicate the Trouble Ticket has been accepted and assigned for action to an individual within the SOS. Corresponding information regarding the individual accepting the action will be updated in the “Work History” field.

If the SOS determines that they are not the SOS for a received Trouble Ticket, the Trouble Ticket will be “transferred” to the NICC in accordance with paragraph 2.4.4.

2.4.2.4 Data elements requiring entry for transmitting Trouble Tickets into “assigned” status in the DSO are listed in Appendix F.

When a Trouble Ticket is in the “assigned” status, a transaction by the SOS must be entered into the DSO for one of the following status codes: “In progress”, “LTI” (Long Term Issue), “Transferred” or “Cancelled”.

2.4.3  In progress (Trouble Ticket being worked)
2.4.3.1 In the DSO, when the responsible individual (POC for the issue) at the SOS receives an “Assigned” Trouble Ticket, that individual will enter the Trouble Ticket into “In progress” status, indicating the acceptance of the Trouble Ticket and contact with the customer for commencement of resolving the issue.

2.4.3.2 The SOS will provide Trouble Ticket status updates on a weekly basis at a minimum until action is completed. For an SOS in the DSO, updates will be recorded in the “Work History” data field throughout the duration of the Trouble Ticket in “In progress” status.

If (when) it is determined that Distance Support cannot solve a problem remotely, the SOS (in conjunction with the appropriate TYCOM) will advise the unit of the limitation and the planned corrective course of action (e.g., send a tech rep or await return to homeport prior to onboard tech assist).
2.4.3.3 An Estimated Completion Date (ECD) should be entered for Trouble Tickets while “In progress”.

2.4.3.4 Data elements requiring entry for transmitting Trouble Tickets into “In progress” status in the DSO are listed in Appendix F.

When a Trouble Ticket is in the “In progress” status, a transaction by the SOS must be entered into the DSO for one of the following status codes: “Recommended close”, “LTI” (Long Term Issue), “Transferred” or “Cancelled”.

2.4.4 Transferred (Trouble Ticket Re-Assignment)

2.4.4.1 In cases where the original SOS is not the appropriate activity to satisfy the support request, the original SOS will refer the corresponding Trouble Ticket (citing the control number) to the proper SOS via the NICC.  The new SOS will update the Trouble Ticket to show positive ownership and corresponding action. The “Work History” field will be used to document SOS transfer recommendations.

2.4.4.2 In the DSO, for all Trouble Tickets that require transferring, the SOS activity selection will only be the NICC. The SOS server should also be set to “NICC”. A remark will be entered into the “Work History” field indicating that the transferring SOS is not the appropriate SOS. Additionally, if the transferring SOS knows the appropriate SOS, or has a recommendation, a corresponding remark will be made in the “Work History” data field.

2.4.4.3 Data elements requiring user entry for transmitting Trouble Tickets into “Transferred” status in the DSO are listed in Appendix F.

When a Trouble Ticket is in the “Transferred” status, a transaction by the NICC must then be entered into the DSO for a “New” status.

2.4.5   Long Term Issue (LTI) 

2.4.5.1 Some support requests will involve issues that need a longer then normal time for resolution.  Examples of this type of situation would include requested actions for which additional funding is required by the SOS, or actions that are deferred pending approval of unit alterations or maintenance availabilities.  In this case, the SOS will use an appropriate “Long Term Issue” (LTI) status code to document the situation on the Trouble Ticket.  When an LTI status code is assigned, the SOS must enter an ECD on the Trouble Ticket.    

2.4.5.2 If the estimated completion date (ECD) is greater than 90 days from the Trouble Ticket open date, the SOS provided must include an appropriate long-term issue (LTI) code. An ECD may be used without an LTI code if the ECD is less than 90 days from the Trouble Ticket open date.  

2.4.5.3 LTI codes are listed in Appendix E. 

Data element requiring user entry for transmitting Trouble Tickets into “LTI” status in the DSO are listed in Appendix F.

When a Trouble Ticket is in the “LTI” status, a transaction by the SOS must the be entered into the DSO for one of the following status codes:  “Recommended Close”, “In progress” “Transferred” or “Cancelled”.

2.4.6  Recommended Close (SOS Resolution Sent)

2.4.6.1 The SOS will provide assistance to the customer via an appropriate means (i.e., telephone, email, “Chat” session, Naval message, etc.) and the SOS will document that assistance on the Trouble Ticket.  A sufficient level of detail will be provided for the customer to determine whether the proposed resolution action satisfies the requirement.  

2.4.6.2 If the customer does not respond within two weeks, the Trouble Ticket will automatically be closed; however, it may be re-opened if the customer does not agree with the recommendations/information.

2.4.6.3 Goals for final closure will often be dependent on individual circumstances, and will be monitored via the DS CRM system to identify benchmarks and areas for improvement.  The use of Distance Support techniques is desired as the method for resolving issues with an ultimate goal of reaching closure on the request before a CASREP and/or unit visit is required.  

2.4.6.4 Data elements requiring user entry for transmitting Trouble Tickets into “Recommended Close” status in the DSO are listed in Appendix F.

When a Trouble Ticket is in the “Recommended Close” status, a transaction by the SOS must the be entered into the DSO for one of the following status codes:  “Closed”, “In progress” or “Cancelled”.

2.4.6.5   Trouble Ticket Resolution Acceptance/Rejection

The customer has responsibility for reviewing the proposed resolution actions/information from the SOS to determine whether they satisfy the customer’s requirement.  

Any proposed actions/information which are not acceptable to the customer must be documented. This information must be documented by the SOS in the “Work History” field.

2.4.6.6   Trouble Ticket Resolution Rejection

If the customer rejects the proposed recommended actions/information, the SOS will put the Trouble Ticket back in the “In Progress” status, document the scenario in “Work History”, and take appropriate action to resolve the issue.  

Once the Trouble Ticket has been returned to “In Progress” and the SOS determines that the additional information provided by the customer warrants assignment of the Trouble Ticket to another activity, they will follow the “Transferred” procedures specified in section 2.4.4. 

In the situation where a Trouble Ticket is not resolved and/or the customer disagrees with the recommended actions/information, the need for escalation will be determined on a case-by-case basis, via the normal chain of command. Whenever the TYCOM is contacted to resolve Trouble Ticket activity, the SOS will correspondingly annotate the “TYCOM Resolution” data field. Once the Trouble Ticket is properly resolved, the SOS will document the resolution on the Trouble Ticket in the “Work History” data field. 

2.4.6.7   Trouble Ticket Escalation

Normal procedures involve the NICC CSR trying to resolve the Trouble Ticket issue with the POC specified in the SOS matrix.  If the CSR cannot resolve the problem at that level, it will be escalated to the NICC Government Representative through the Shift supervisor, who will contact the appropriate Distance Support advocate at the support activity.  It will be the responsibility of the Distance Support advocate to resolve the problem within the SOS.

2.4.7 Closed (Trouble Ticket Closure)
2.4.7.1 The SOS is responsible for entering the Trouble Ticket “Recommended Close” status on the Trouble Ticket.  If the customer indicates that the SOS response is acceptable for closure, or does not respond within two weeks after the solution has been provided, the Trouble Ticket will be closed by the SOS. 

2.4.7.2 If the customer gives a positive response to the Distance Support Trouble Ticket effort, it should be documented by the SOS in the “Work History” field.

2.4.7.3 Data elements requiring user entry for transmitting Trouble Tickets into “Closed” status in the DSO are listed in Appendix F.

Trouble Tickets may be placed in “Re-opened” status after “Closed”, in accordance with paragraph 2.4.8, if warranted by subsequent customer contact.  

2.4.8 Reopened
Whenever Trouble Tickets are in the “Re-opened” status, the reason for doing so must be documented by the SOS in the “Work History” field.

Data elements requiring user entry for transmitting Trouble Tickets into “Re-opened” status in the DSO are listed in Appendix F.

When a Trouble Ticket is in the “Re-opened” status, it must the be entered into the following status: “In progress”.

2.4.9 Cancelled
Whenever Trouble Tickets are cancelled, the reason for doing so must be documented by the SOS in the “Work History” field. Under no circumstance is the ticket to be deleted from the DS CRM system.

Data elements requiring user entry for transmittal of Trouble Tickets into “Cancelled” status in the DSO are listed in Appendix F.

2.5   Reports

Using the SDE, the NICC will prepare a bi-weekly report for submission to the Distance Support advocate or central point of contact at each SOS.  This report will list all Trouble Tickets for that activity which: 

· Have been open for more than two weeks without status update 

· Are past ECD and not resolved 

· Are “Long Term Issue” tickets past ECD  

The SOS will use this report as a management tool to ensure timely action is taken on all Trouble Tickets listed on the report.

2.6 Customer Follow-up

The NICC will initiate periodic follow-up actions to determine the customers’ satisfaction with actions taken in response to support requests.  These follow-ups will be accomplished via email on a representative sampling of Trouble Tickets (approximately ten percent), covering all SOSs, as determined by the NICC.  The results of this customer satisfaction survey will only be distributed to the Distance Support Program Manager and the Distance Support advocate or central point of contact at the SOS activity that provided assistance or information. This sampling does not relieve the SOS activities from ensuring that the customer is satisfied with the resolution provided so that an issue can be closed.        

2.7 SOS Working Hours
The SOS activities will work at hours as determined to be most effective by them. During normal working hours for that activity, support requests and/or Trouble Tickets are routed directly to the appropriate SOS as identified in the SOS Matrix for problem resolution. 

Each SOS organization will provide an after-normal-working-hours POC who will be available on a 24-7-365 basis.  After normal working hours, this POC (for direct support requests) or NICC staff personnel (for requests submitted via the NICC) will work with the customer to determine if the support request is urgent and requires immediate action, or if it can wait until regular SOS service is available on the next working day.  If the support request requires immediate action, it will be referred to the SOS after hours point of contact as identified by each activity.  This procedure occurs ONLY during those hours (if any) when the individual SOS staff or technical assistance support is not normally available.

2.8 Threat Driven Distance Support Operations
The business rules outlined above address normal Distance Support operations, supporting the typical operational environment of the U.S. Navy during peacetime.  In time of crisis, adjustments will be made to ensure that the Distance Support program is responsive to increased Fleet needs and OPTEMPO.  The revised procedures and business rules for this operating scenario are outlined in Appendix J. 

2.9 SOS Training
Each SOS activity will establish and conduct training for cognizant personnel on the business rules and procedures required to respond to customer support   requests.  This training should cover not only the use of the DS CRM system, but at a minimum also include the response times associated with actions, the need for timely updates, and complete information required for each ticket state.

2.10 Emergency Backup Procedures
Customers and the SOS activities will receive immediate notification via Naval message if the NICC is unable to respond to support requests or process Trouble Tickets for any period exceeding one hour.  Existing Call Center capabilities at other sites (such as FTSC or FISC Norfolk/San Diego) will be leveraged to re-establish support services as quickly as possible.

Similarly, each SOS will notify the NICC in the event that Distance Support Trouble Ticket processing services are interrupted for a period of time exceeding four hours.  A backup location and plan will be required, with periodic training and testing, for all SOS providers.  Additionally, duplicate data locations will be established in order to provide data integrity.

In the event that elements of the Distance Support network are down, the SOS network will revert to legacy systems (CASREP, Naval message, etc) to document usage until normal or backup service is restored. 

3. Source of Support (SOS) Matrix Use and Maintenance 

Data integrity is crucial for getting maximum benefit from the data collected as part of the DS CRM system usage. To assist in maintaining that data integrity, an SOS Matrix form will be installed at each SOS activity. The SOS Matrix will support the drop-down menu selection when a user needs to select an “APL”, “EIC”, “Noun Name”, “Nomenclature”, or “SOS Activity” during a Trouble Ticket transaction.

An SOS Matrix update form will also be installed to facilitate user updates to the SOS Matrix.

The SOS Matrix is being re-engineered from the CDMD-OA environment to the DS CRM SDE/DSO environment. Upon release of the SOS Matrix into the SDE/DSO, more detailed business rules for use and maintenance will be promulgated in an update to this document. 

The SOS Matrix is subject to CCB parameters per paragraph 2.2.1.
4. Unit Table Maintenance
A Unit Table form will be installed at each SOS activity during DSO installation. The Unit Table will support the drop-down menu selection when a user needs to select during a Trouble Ticket transaction “Customer Activity Name”, “Customer UIC”, or “Unit/Sqd Type & Number”.

A Unit Table update form will also be installed to facilitate user updates to the Unit Table.

Upon release of the Unit Table into the SDE/DSO, more detailed business rules for use and maintenance will be promulgated in an update to this document. 

The Unit Table is subject to CCB parameters per paragraph 2.2.1.
5. Remedy DSO Installation and Test
The DS CRM manager (POC: Dave Scheid) is coordinating installation of the DSO and associated forms at each SOS activity. Installation will include forms and functionality as discussed throughout this document. Additionally, support will be provided to facilitate any special requirements at an SOS activity, including unique data mapping, etc.

A formal test will be performed for full DSO functionality for forms, data mapping, and status and update transactions. This test will be a document that will be signed by test and SOS activity personnel upon successful test completion.

The DSO Requirements Test form is provided as Appendix K.

6. SOS TECHNICAL BUSINESS RULES 

Business rules addressing the technical operation of the Remedy DSO are in development and will be included in this document when available.

Appendix A:  Acronym List
APL: Allowance Parts List

CASREP: Casualty Report

CCB: Configuration Control Board

CDMD-OA: Configuration Data Management Database – Open Architecture

CRM: Customer Relationship Management 

CSR: Customer Service Representative

CSS DD: Coastal Systems Station, Dahlgren Division, NSWC

DS: Distance Support

DSO: Distributed Server Option

ECD: Estimated Completion Date

EIC: Equipment Identification Code

FTSC: Fleet Technical Support Center

JCN: Job Control Number

LTI: Long Term Issue

NAVAIR: Naval Air Systems Command

NAVSEA: Naval Sea Systems Command

NAVSUP: Naval Supply Systems Command

NICC: Navy Integrated Call Center

NSWC: Naval Surface Warfare Center

NUWC: Naval Undersea Warfare Center

OPTEMPO: Operations Tempo

PHD: Port Hueneme Divison

POC: Point Of Contact

SDE: Shared Data Environment

SOS: Source Of Support

SPAWAR: Space and Naval Warfare Systems Command

TYCOM: Type Commander

UIC: Unit Identification Code

Appendix B: Distance Support Advocates

CNET, Ken Decker

SPAWAR, Bob Stanzione

BUMED, Laura DeFraia

NAVSUP, Scott Wolfe, CDR USN

NAVAIR, Fillip Behrman

FTSCPAC, Glen Havens

FTSCLANT, George Cox

NAVSEA Philadelphia, Bob Johnson

NSWC PHD, Dave Scheid

NSWC Crane, Lynn Jones

NUWC Keyport, Marcella Stansberry

NUWC Newport, Marcus Lepore

NSWC DD CSS Panama City, Darius Goodin

Appendix C: DSO and Forms Diagram
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Appendix D: Trouble Ticket Status Flow Chart



Appendix E: Distance Support Common DSO Data Element List


Appendix E: Distance Support Common DSO Data Element List (con’t)


Appendix E: Distance Support Common DSO Data Element List (con’t)

Appendix F: DSO Status Transactions and Data Elements Requiring User Entry  

(The numbers listed with each transaction correspond with the  Trouble Ticket Status Flow Chart provided as appendix D).

Appendix F: DSO Status Transactions and Data Elements Requiring User Entry (con’t)
(The numbers listed with each transaction correspond with the  Trouble Ticket Status Flow Chart provided as appendix D).

Appendix F: DSO Status Transactions and Data Elements Requiring User Entry (con’t)
(The numbers listed with each transaction correspond with the  Trouble Ticket Status Flow Chart provided as appendix D).

Appendix F: DSO Status Transactions and Data Elements Requiring User Entry (con’t)
(The numbers listed with each transaction correspond with the  Trouble Ticket Status Flow Chart provided as appendix D).

Appendix F: DSO Status Transactions and Data Elements Requiring User Entry (con’t)
(The numbers listed with each transaction correspond with the  Trouble Ticket Status Flow Chart provided as appendix D).

Appendix G: SDE Configuration Control Board (CCB) Members

· Dave Scheid, Chairman

· Lynn Kohl

· All Distance Support Advocates, or designated representative

· Distance Support Program Office Leads for CRM, KM, and metrics.

Appendix H: Commands with Chat Capability

NAVSEA HQ, Distance Support Operations Center (DSOC)

NAVSEA Port Hueneme

NAVSEA Crane

FTSCLANT Norfolk

FTSCPAC San Diego
Appendix I – Subject ID Codes (Pre and Post)


Appendix J – Distance Support During Crisis Operations

1.  Overview.  In the event that a developing world situation and threat scenario dictate a higher fleet OPTEMPO requiring enhanced Distance Support services, the program will initiate actions to respond to the requirement for increased support levels.  This response will entail three specific initiatives:  (1) increased in-theater presence; (2) increased communications capability; and, (3) increased SOS reach-back capability.  These initiatives are explained in the following paragraphs.  While this appendix describes the general reaction to a crisis operations scenario, it must be noted that additional Distance Support initiatives may be developed as a tailored response to the specific situation encountered.

2.  Increased In-Theater Presence.  During a developing crisis situation, the Distance Support team will establish increased in-theater presence via the use of a Fleet Technical Support Center (FTSC) Deployment Team.  This action will augment the existing Bahrain Ship Repair Unit (SRU) for actions involving a Middle East scenario, and provide additional capability to allow rapid response to technical support problems.  The deployment of the FTSC team will allow the augmented SRU to quickly prioritize fleet requirements, determine which can be addressed in the local theater of operations, and arrange for rapid response from the SOS infrastructure for those support requests which cannot be satisfied locally.  

The Distance Support community, with the NICC and FTSC in the lead, will establish an SRU trouble ticket database which is compatible with the master Distance Support database maintained by the NICC.  This will facilitate both information sharing on trouble tickets within the SOS network and their timely resolution.  The database will be transmitted to the NICC on a daily basis for support request response tracking and inclusion in Distance Support program metrics.  Additionally, the Distance Support community will ensure that the SRU is provided with the latest program tools (such as collaboration/”Chat” capability and the Distance Support portal) to assist in addressing support requests.

3.  Increased Communications Capability.  Upon initiation of crisis response and fielding of the FTSC Deployment Team, the Distance Support community will take action to provide increased and continuous communications capability.  The methodology for doing this will be the establishment of a 24 hour per day, 7 day per week “Chat” session between Naval forces deployed to the crisis operational area and the NICC/FTSC Operations Center. This action will provide the deployed forces with the capability to quickly communicate technical support requirements to the SOS infrastructure.  Participation by the SRU/FTSC Deployment team will allow identification of support requests which can be addressed within the local theater of operations.  Alternatively, for support requests which require more detailed technical response, the NICC will be able to use the resources of the Distance Support tool suite to identify appropriate SOS technical experts and add them to the “Chat” session to provide rapid assistance.

4.  Increased SOS Reach-Back Capability.  The final general component of the Distance Support response to crisis operations is the establishment of increased reach-back capability to the shore-based SOS community.  Each SOS provider will review existing calling trees to ensure that they are accurate, current, and that all technical areas of responsibility are adequately covered.  Additionally, responsive call-back procedures will be established at each SOS activity, and will provide staffing consistent with the call-back support that exists under THREATCON DELTA.  Duty officer coverage will be augmented as necessary to ensure that response to support requests is prompt and effective.  Consideration will be given at each SOS to having super techs available on-site on a 24 hour per day, 7-day per week basis for fleet-defined critical weapons systems and equipment.  At the same time, on-call flyaway teams with expertise in critical systems will be activated at selected SOS activities and put on alert to respond to emergent problems.

Besides the heightened response posture that will be established at each SOS provider, the Distance Support community will make a concerted effort to establish a continuous network of technical support service available to Naval forces deployed to the crisis theater of operations.  Specific technical expertise in key systems/equipment will be identified at facilities around the globe, thus providing nearly constant support coverage over all time periods.  Assets from the Distance Support network that will be identified and documented for consultation via the NICC are stationed in locations such as Bahrain; the U.S. East Coast; the U.S. West Coast; Hawaii; and Yokosuka.  Utilizing Distance Support connectivity, these activities can provide the technical expertise coverage required to respond to specific support requests on a near round-the-clock basis.

Appendix K: The DSO Requirements Test form
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 �
Data Element�
Length�
Type�
Definition / Comment�
Entered by Customer�
System / Workflow Generated�
Entered by POC�
�
1�
APL�
13�
AN�
APL - RIC�
see para. 2.4.1.4�
see para. 2.4.1.4�
 �
�
2�
EIC�
7�
AN�
EIC code�
see para. 2.4.1.4�
see para. 2.4.1.4�
 �
�
3�
Nomenclature �
250�
Text�
Nomenclature�
see para. 2.4.1.4�
see para. 2.4.1.4�
 �
�
4�
Noun Name�
250�
Text�
Noun Name of System / Part�
see para. 2.4.1.4�
see para. 2.4.1.4�
 �
�
5�
Software Release Version�
30�
AN�
Software Release Version�
see para. 2.4.1.4�
see para. 2.4.1.4�
 �
�
6�
JCN�
14�
AN�
Job Control Number from 3M system�
X�
 �
 �
�
7�
Tracking Number�
15�
AN�
4 Character Entry Point Identifier plus 11 numeric sequentially assigned�
 �
X�
 �
�
8�
Date/Time Open�
Remedy Default Format�
Date/Time�
When ticket is generated�
 �
X�
 �
�
9�
Priority�
2�
Selection�
1 thru 4 per DTG 162034Z OCT 02  from COMNAVSURFOR SAN DIEGO CA�
X�
 �
 �
�
10�
Customer POC�
50�
Text�
Name, single field�
X�
 �
 �
�
11�
Customer Designator�
2�
Selection�
CIV, CIV-Govt, Cont, E1, E2, E3, E4, E5, E6, E7, E8, E9, W1, W2, W3, W4, O1, O2, O3, O4, O5, O6, O7, O8, O9, O10, FMS�
X�
 �
 �
�
12�
Customer Activity Name�
100�
Text�
NICC will provide table�
see para. 2.4.1.6�
see para. 2.4.1.6�
 �
�
13�
Customer UIC�
8�
AN�
NICC will provide table�
see para. 2.4.1.6�
see para. 2.4.1.6�
 �
�
14�
Customer Phone�
20�
Number�
(if no email)�
see para. 2.4.1.7�
see para. 2.4.1.7�
 �
�
15�
Customer Email�
50�
Text�
(if no phone)�
see para. 2.4.1.7�
see para. 2.4.1.7�
 �
�
16�
Ship/Sqd Type & Number�
10�
AN�
NICC will provide table�
see para. 2.4.1.6�
see para. 2.4.1.6�
 �
�
17�
Problem Subject�
128�
Text�
Like the Subject Line in an email�
X�
 �
 �
�
18�
Problem Description�
4000�
Text�
Unclassified  - free form customers request for help�
X�
 �
 �
�
19�
Subject ID - Pre�
2�
Selection�
See Subject Code Listing (Appendix I)�
X�
 �
 �
�
20�
Subject ID - Post�
2�
Selection�
See Subject Code Listing (Appendix I)�
 �
 �
X�
�
21�
CASREP�
DTG�
AN�
When applicable�
X�
 �
 �
�






 �
Data Element�
Length�
Type�
Definition / Comment�
Entered by Customer�
System / Workflow Generated�
Entered by POC�
�
22�
Date/Time Closed�
Remedy Default Format�
Date/Time�
 �
 �
X�
 �
�
23�
Status�
2�
Selection�
New, Assigned, In progress, LTI, Rec Closed, Closed, Canceled, Transferred, Re-Opened�
 �
 �
X�
�
24�
Status Counter - New�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
25�
Status Counter - Assigned �
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
26�
Status Counter - In Progress�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
27�
Status Counter - Recommend Close�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
28�
Status Counter - Close�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
29�
Status Counter - Cancelled�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
30�
Status Counter - Transferred�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
31�
Status Counter - LTI Assigned�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
32�
Status Counter - Re-Open�
Remedy Default Format�
Integer�
Workflow Generated - hidden field�
 �
X�
 �
�
33�
Status Date - New�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
34�
Status Date - Assigned �
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
35�
Status Date - In Progress�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
36�
Status Date - Recommend Close�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
37�
Status Date - Close�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
38�
Status Date - Cancelled�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�






 �
Data Element�
Length�
Type�
Definition / Comment�
Entered by Customer�
System / Workflow Generated�
Entered by POC�
�
39�
Status Date - Transferred�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
40�
Status Date - LTI Assigned�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
41�
Status Date - Re-Open�
Remedy Default Format�
Date/Time�
System Generated - hidden field�
 �
X�
 �
�
42�
Problem Resolution Summary�
2000�
Text�
SOS summary of what was done�
 �
 �
X�
�
43�
SOS Activity�
69�
Text�
Support Provider Activity�
 �
fr. SOS Matrix, see section 3�
fr. SOS Matrix, see section 3�
�
44�
Long Term Issue Code�
2�
Selection�
Awaiting Platform Availability, Awaiting Technical Personnel, Logistics - Parts, Logistics – Documentation,  Logistics - Test Equipment, Logistics – OSS, Funding, Training, Awaiting Technical Solution, System / Equipment no longer supported, awaiting software upgrade, Other �
 �
 �
X�
�
45�
ECD�
mmddyyyy�
Date�
Estimated Completion Date - if open longer than 2 weeks�
 �
 �
X�
�
46�
Work History�
Memo�
Text�
Documentation of what was done during processing of ticket�
 �
 �
X�
�
47�
TYCOM Resolution?�
2�
Text�
Ask Customer - Y / N / NA�
 �
 �
X�
�
48�
Did this result in an onboard assist?�
2�
Text�
Ask Customer - Y / N / NA�
 �
 �
X�
�
49�
Method of Request�
2�
Selection�
Phone, Secure Phone, E-mail, SIPRNET E-mail, Web, Naval Message, FAX, NIPR Chat/VTC, SIPR Chat/VTC, Ship Visit (Local), Ship Visit (Travel), Tech Solutions,  Written Request, Walk-in, Predictive, Other�
 �
 �
X�
�






�
Data Element�
1 - customer  to new (tech H/W )�
2 - customer to new (tech not H/W)�
3 - customer to new (not tech)�
4 - new to assigned�
�
1�
APL_#�
A   Required:�
A   Required:�
 �
 �
�
2�
EIC�
A   either all "A's"�
A   either all "A's"�
 �
 �
�
3�
Equip_Nomenclature�
A   or "B". See �
A   or "B". See �
 �
 �
�
4�
Noun_Name�
A   para. 2.4.1.1�
A   para. 2.4.1.1�
 �
 �
�
5�
Software_Release_Version�
B�
B�
 �
 �
�
6�
JCN�
X�
X�
 �
 �
�
7�
Tracking_Number�
 �
 �
 �
 �
�
8�
Date_Time_Open�
 �
 �
 �
x�
�
9�
Priority�
X�
X�
X�
 �
�
10�
Customer_POC�
X�
X�
X�
 �
�
11�
Customer_Designator�
X�
X�
X�
 �
�
12�
Cust_Activity_Name�
Pick one, system will�
Pick one, system will�
Pick one, system will�
 �
�
13�
Cust_UIC�
 auto-populate others.�
 auto-populate others.�
 auto-populate others.�
 �
�
14�
Ship_Sqd_Type_Number�
See para. 2.4.1.6�
See para. 2.4.1.6�
See para. 2.4.1.6�
 �
�
15�
Cust_Phone�
Need to enter one�
Need to enter one�
Need to enter one�
 �
�
16�
Cust_E_mail�
See para. 2.4.1.7�
See para. 2.4.1.7�
See para. 2.4.1.7�
 �
�
17�
Problem_Subject�
X�
X�
X�
 �
�
18�
Problem_Description�
X�
X�
X�
 �
�
19�
Subject_ID_Pre�
X�
X�
X�
 �
�
20�
Subject_ID_Post�
 �
 �
 �
 �
�
21�
CASREP_DTG_�
X�
X�
X�
 �
�
22�
Date_Time_Closed�
 �
 �
 �
 �
�
23�
Status�
New�
New�
New�
Assigned�
�
24�
New_Total_Time�
 �
 �
 �
 �
�
25�
Assigned_Total_Time�
 �
 �
 �
 �
�
26�
In_Progress_Total_Time�
 �
 �
 �
 �
�
27�
Rec_Closed_Total_Time�
 �
 �
 �
 �
�
28�
Closed_Total_Time�
 �
 �
 �
 �
�
29�
Cancelled_Total_Time�
 �
 �
 �
 �
�
30�
Transferred_Total_Time�
 �
 �
 �
 �
�
31�
LTI_Assigned_Total_Time�
 �
 �
 �
 �
�
32�
Re_Opened_Total_Time�
 �
 �
 �
 �
�
33�
Status Date - New�
 �
 �
 �
 �
�
34�
Status Date - Assigned �
 �
 �
 �
 �
�
35�
Status Date - In Progress�
 �
 �
 �
 �
�
36�
Status Date - Recommend Close�
 �
 �
 �
 �
�
37�
Status Date - Close�
 �
 �
 �
 �
�
38�
Status Date - Cancelled�
 �
 �
 �
 �
�
39�
Status Date - Transferred�
 �
 �
 �
 �
�
40�
Status Date - LTI Assigned�
 �
 �
 �
 �
�
41�
Status Date - Re-Open�
 �
 �
 �
 �
�
42�
Problem_Resolution_Summary�
 �
 �
 �
 �
�
43�
SOS_Activity�
Select�
Select �
Select�
 �
�
44�
Long_Term_Issue_Code�
 �
 �
 �
 �
�
45�
Estimated_Completion_Date�
 �
 �
 �
 �
�
46�
Work_History�
 �
 �
 �
 �
�
47�
TYCOM_Resolution�
 �
 �
 �
 �
�
48�
AvoidedTech_Assist_Visit_�
 �
 �
 �
 �
�
49�
Method_Of_Request�
X�
X�
X�
 �
�






�
Data Element�
5 - new to transfer�
6 - new to cancelled�
7 - Assigned to In progress�
8 - Assigned to Transferred�
9 - Assigned to Cancelled�
10 - In progress to Recommended close�
11 - In progress to LTI�
�
1�
APL_#�
 �
 �
 �
 �
 �
 �
 �
�
2�
EIC�
 �
 �
 �
 �
 �
 �
 �
�
3�
Equip_Nomenclature�
 �
 �
 �
 �
 �
 �
 �
�
4�
Noun_Name�
 �
 �
 �
 �
 �
 �
 �
�
5�
Software_Release_Version�
 �
 �
 �
 �
 �
 �
 �
�
6�
JCN�
 �
 �
 �
 �
 �
 �
 �
�
7�
Tracking_Number�
 �
 �
 �
 �
 �
 �
 �
�
8�
Date_Time_Open�
x�
x�
x�
x�
x�
x�
x�
�
9�
Priority�
 �
 �
 �
 �
 �
 �
 �
�
10�
Customer_POC�
 �
 �
 �
 �
 �
 �
 �
�
11�
Customer_Designator�
 �
 �
 �
 �
 �
 �
 �
�
12�
Cust_Activity_Name�
 �
 �
 �
 �
 �
 �
 �
�
13�
Cust_UIC�
 �
 �
 �
 �
 �
 �
 �
�
14�
Ship_Sqd_Type_Number�
 �
 �
 �
 �
 �
 �
 �
�
15�
Cust_Phone�
 �
 �
 �
 �
 �
 �
 �
�
16�
Cust_E_mail�
 �
 �
 �
 �
 �
 �
 �
�
17�
Problem_Subject�
 �
 �
 �
 �
 �
 �
 �
�
18�
Problem_Description�
 �
 �
 �
 �
 �
 �
 �
�
19�
Subject_ID_Pre�
 �
 �
 �
 �
 �
 �
 �
�
20�
Subject_ID_Post�
 �
 �
 �
 �
 �
Enter info�
 �
�
21�
CASREP_DTG_�
 �
 �
 �
 �
 �
 �
 �
�
22�
Date_Time_Closed�
 �
 �
 �
 �
 �
 �
 �
�
23�
Status�
Transferred�
Cancelled�
In progress�
Transferred�
Cancelled�
Rec Closed�
LTI�
�
24�
New_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
25�
Assigned_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
26�
In_Progress_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
27�
Rec_Closed_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
28�
Closed_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
29�
Cancelled_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
30�
Transferred_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
31�
LTI_Assigned_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
32�
Re_Opened_Total_Time�
 �
 �
 �
 �
 �
 �
 �
�
33�
Status Date - New�
 �
 �
 �
 �
 �
 �
 �
�
34�
Status Date - Assigned �
 �
 �
 �
 �
 �
 �
 �
�
35�
Status Date - In Progress�
 �
 �
 �
 �
 �
 �
 �
�
36�
Status Date - Recommend Close�
 �
 �
 �
 �
 �
 �
 �
�
37�
Status Date - Close�
 �
 �
 �
 �
 �
 �
 �
�
38�
Status Date - Cancelled�
 �
 �
 �
 �
 �
 �
 �
�
39�
Status Date - Transferred�
 �
 �
 �
 �
 �
 �
 �
�
40�
Status Date - LTI Assigned�
 �
 �
 �
 �
 �
 �
 �
�
41�
Status Date - Re-Open�
 �
 �
 �
 �
 �
 �
 �
�
42�
Problem_Resolution_Summary�
 �
 �
 �
 �
 �
Enter info�
 �
�
43�
SOS_Activity�
NICC�
 �
 �
NICC�
 �
 �
 �
�
44�
Long_Term_Issue_Code�
 �
 �
 �
 �
 �
 �
Enter info�
�
45�
Estimated_Completion_Date�
 �
 �
May enter�
 �
 �
 �
Enter info�
�
46�
Work_History�
Enter info�
Enter info�
Enter info�
Enter info�
Enter info�
Enter info�
Enter info�
�
47�
TYCOM_Resolution�
 �
 �
 �
 �
 �
Enter info�
 �
�
48�
AvoidedTech_Assist_Visit_�
 �
 �
 �
 �
 �
Enter info�
 �
�
49�
Method_Of_Request�
 �
 �
 �
 �
 �
 �
 �
�






�
Data Element�
12 - In progress to Transferred�
13 - In progress to Cancelled�
14 - Recommended closed to closed�
15 - Recommended  closed to In Progress�
16 - Recommended closed to Cancelled�
�
1�
APL_#�
 �
 �
 �
 �
 �
�
2�
EIC�
 �
 �
 �
 �
 �
�
3�
Equip_Nomenclature�
 �
 �
 �
 �
 �
�
4�
Noun_Name�
 �
 �
 �
 �
 �
�
5�
Software_Release_Version�
 �
 �
 �
 �
 �
�
6�
JCN�
 �
 �
 �
 �
 �
�
7�
Tracking_Number�
 �
 �
 �
 �
 �
�
8�
Date_Time_Open�
x�
x�
x�
x�
x�
�
9�
Priority�
 �
 �
 �
 �
 �
�
10�
Customer_POC�
 �
 �
 �
 �
 �
�
11�
Customer_Designator�
 �
 �
 �
 �
 �
�
12�
Cust_Activity_Name�
 �
 �
 �
 �
 �
�
13�
Cust_UIC�
 �
 �
 �
 �
 �
�
14�
Ship_Sqd_Type_Number�
 �
 �
 �
 �
 �
�
15�
Cust_Phone�
 �
 �
 �
 �
 �
�
16�
Cust_E_mail�
 �
 �
 �
 �
 �
�
17�
Problem_Subject�
 �
 �
 �
 �
 �
�
18�
Problem_Description�
 �
 �
 �
 �
 �
�
19�
Subject_ID_Pre�
 �
 �
 �
 �
 �
�
20�
Subject_ID_Post�
 �
 �
Enter info�
 �
 �
�
21�
CASREP_DTG_�
 �
 �
 �
 �
 �
�
22�
Date_Time_Closed�
 �
 �
 �
 �
 �
�
23�
Status�
Transferred�
Cancelled�
Closed�
In progress�
Cancelled�
�
24�
New_Total_Time�
 �
 �
 �
 �
 �
�
25�
Assigned_Total_Time�
 �
 �
 �
 �
 �
�
26�
In_Progress_Total_Time�
 �
 �
 �
 �
 �
�
27�
Rec_Closed_Total_Time�
 �
 �
 �
 �
 �
�
28�
Closed_Total_Time�
 �
 �
 �
 �
 �
�
29�
Cancelled_Total_Time�
 �
 �
 �
 �
 �
�
30�
Transferred_Total_Time�
 �
 �
 �
 �
 �
�
31�
LTI_Assigned_Total_Time�
 �
 �
 �
 �
 �
�
32�
Re_Opened_Total_Time�
 �
 �
 �
 �
 �
�
33�
Status Date - New�
 �
 �
 �
 �
 �
�
34�
Status Date - Assigned �
 �
 �
 �
 �
 �
�
35�
Status Date - In Progress�
 �
 �
 �
 �
 �
�
36�
Status Date - Recommend Close�
 �
 �
 �
 �
 �
�
37�
Status Date - Close�
 �
 �
 �
 �
 �
�
38�
Status Date - Cancelled�
 �
 �
 �
 �
 �
�
39�
Status Date - Transferred�
 �
 �
 �
 �
 �
�
40�
Status Date - LTI Assigned�
 �
 �
 �
 �
 �
�
41�
Status Date - Re-Open�
 �
 �
 �
 �
 �
�
42�
Problem_Resolution_Summary�
 �
 �
Enter info�
 �
 �
�
43�
SOS_Activity�
 �
 �
 �
 �
 �
�
44�
Long_Term_Issue_Code�
 �
 �
 �
 �
 �
�
45�
Estimated_Completion_Date�
 �
 �
 �
 �
 �
�
46�
Work_History�
Enter info�
Enter info�
Enter info�
Enter info�
Enter info�
�
47�
TYCOM_Resolution�
 �
 �
Enter info�
 �
 �
�
48�
AvoidedTech_Assist_Visit_�
 �
 �
Enter info�
 �
 �
�
49�
Method_Of_Request�
 �
 �
 �
 �
 �
�






�
Data Element�
17 - LTI to In progress�
18 - LTI to Recommended closed�
19 - LTI to Transferred�
20 - LTI to cancelled�
21 - Transferred to New�
�
1�
APL_#�
 �
 �
 �
 �
 �
�
2�
EIC�
 �
 �
 �
 �
 �
�
3�
Equip_Nomenclature�
 �
 �
 �
 �
 �
�
4�
Noun_Name�
 �
 �
 �
 �
 �
�
5�
Software_Release_Version�
 �
 �
 �
 �
 �
�
6�
JCN�
 �
 �
 �
 �
 �
�
7�
Tracking_Number�
 �
 �
 �
 �
 �
�
8�
Date_Time_Open�
x�
x�
x�
x�
x�
�
9�
Priority�
 �
 �
 �
 �
 �
�
10�
Customer_POC�
 �
 �
 �
 �
 �
�
11�
Customer_Designator�
 �
 �
 �
 �
 �
�
12�
Cust_Activity_Name�
 �
 �
 �
 �
 �
�
13�
Cust_UIC�
 �
 �
 �
 �
 �
�
14�
Ship_Sqd_Type_Number�
 �
 �
 �
 �
 �
�
15�
Cust_Phone�
 �
 �
 �
 �
 �
�
16�
Cust_E_mail�
 �
 �
 �
 �
 �
�
17�
Problem_Subject�
 �
 �
 �
 �
 �
�
18�
Problem_Description�
 �
 �
 �
 �
 �
�
19�
Subject_ID_Pre�
 �
 �
 �
 �
 �
�
20�
Subject_ID_Post�
 �
 �
 �
 �
 �
�
21�
CASREP_DTG_�
 �
 �
 �
 �
 �
�
22�
Date_Time_Closed�
 �
 �
 �
 �
 �
�
23�
Status�
In progress�
Rec closed�
Transferred�
Cancelled�
New�
�
24�
New_Total_Time�
 �
 �
 �
 �
 �
�
25�
Assigned_Total_Time�
 �
 �
 �
 �
 �
�
26�
In_Progress_Total_Time�
 �
 �
 �
 �
 �
�
27�
Rec_Closed_Total_Time�
 �
 �
 �
 �
 �
�
28�
Closed_Total_Time�
 �
 �
 �
 �
 �
�
29�
Cancelled_Total_Time�
 �
 �
 �
 �
 �
�
30�
Transferred_Total_Time�
 �
 �
 �
 �
 �
�
31�
LTI_Assigned_Total_Time�
 �
 �
 �
 �
 �
�
32�
Re_Opened_Total_Time�
 �
 �
 �
 �
 �
�
33�
Status Date - New�
 �
 �
 �
 �
 �
�
34�
Status Date - Assigned �
 �
 �
 �
 �
 �
�
35�
Status Date - In Progress�
 �
 �
 �
 �
 �
�
36�
Status Date - Recommend Close�
 �
 �
 �
 �
 �
�
37�
Status Date - Close�
 �
 �
 �
 �
 �
�
38�
Status Date - Cancelled�
 �
 �
 �
 �
 �
�
39�
Status Date - Transferred�
 �
 �
 �
 �
 �
�
40�
Status Date - LTI Assigned�
 �
 �
 �
 �
 �
�
41�
Status Date - Re-Open�
 �
 �
 �
 �
 �
�
42�
Problem_Resolution_Summary�
 �
 �
 �
 �
 �
�
43�
SOS_Activity�
 �
 �
 �
 �
Enter info�
�
44�
Long_Term_Issue_Code�
 �
 �
 �
 �
 �
�
45�
Estimated_Completion_Date�
 �
 �
 �
 �
 �
�
46�
Work_History�
Enter info�
Enter info�
Enter info�
Enter info�
Enter info�
�
47�
TYCOM_Resolution�
 �
 �
 �
 �
 �
�
48�
AvoidedTech_Assist_Visit_�
 �
 �
 �
 �
 �
�
49�
Method_Of_Request�
 �
 �
 �
 �
 �
�






�
Data Element�
22 - Closed to Re-opened�
23 - Re-opened to In progress�
24 - In progress update�
�
1�
APL_#�
 �
 �
 �
�
2�
EIC�
 �
 �
 �
�
3�
Equip_Nomenclature�
 �
 �
 �
�
4�
Noun_Name�
 �
 �
 �
�
5�
Software_Release_Version�
 �
 �
 �
�
6�
JCN�
 �
 �
 �
�
7�
Tracking_Number�
 �
 �
 �
�
8�
Date_Time_Open�
x�
x�
x�
�
9�
Priority�
 �
 �
 �
�
10�
Customer_POC�
 �
 �
 �
�
11�
Customer_Designator�
 �
 �
 �
�
12�
Cust_Activity_Name�
 �
 �
 �
�
13�
Cust_UIC�
 �
 �
 �
�
14�
Ship_Sqd_Type_Number�
 �
 �
 �
�
15�
Cust_Phone�
 �
 �
 �
�
16�
Cust_E_mail�
 �
 �
 �
�
17�
Problem_Subject�
 �
 �
 �
�
18�
Problem_Description�
 �
 �
 �
�
19�
Subject_ID_Pre�
 �
 �
 �
�
20�
Subject_ID_Post�
 �
 �
 �
�
21�
CASREP_DTG_�
 �
 �
 �
�
22�
Date_Time_Closed�
 �
 �
 �
�
23�
Status�
Re-opened�
In progress�
In progress�
�
24�
New_Total_Time�
 �
 �
 �
�
25�
Assigned_Total_Time�
 �
 �
 �
�
26�
In_Progress_Total_Time�
 �
 �
 �
�
27�
Rec_Closed_Total_Time�
 �
 �
 �
�
28�
Closed_Total_Time�
 �
 �
 �
�
29�
Cancelled_Total_Time�
 �
 �
 �
�
30�
Transferred_Total_Time�
 �
 �
 �
�
31�
LTI_Assigned_Total_Time�
 �
 �
 �
�
32�
Re_Opened_Total_Time�
 �
 �
 �
�
33�
Status Date - New�
 �
 �
 �
�
34�
Status Date - Assigned �
 �
 �
 �
�
35�
Status Date - In Progress�
 �
 �
 �
�
36�
Status Date - Recommend Close�
 �
 �
 �
�
37�
Status Date - Close�
 �
 �
 �
�
38�
Status Date - Cancelled�
 �
 �
 �
�
39�
Status Date - Transferred�
 �
 �
 �
�
40�
Status Date - LTI Assigned�
 �
 �
 �
�
41�
Status Date - Re-Open�
 �
 �
 �
�
42�
Problem_Resolution_Summary�
 �
 �
 �
�
43�
SOS_Activity�
 �
 �
 �
�
44�
Long_Term_Issue_Code�
 �
 �
 �
�
45�
Estimated_Completion_Date�
 �
 �
 �
�
46�
Work_History�
Enter info�
Enter info�
Enter info�
�
47�
TYCOM_Resolution�
 �
 �
 �
�
48�
AvoidedTech_Assist_Visit_�
 �
 �
 �
�
49�
Method_Of_Request�
 �
 �
 �
�






�
Distance Support Remedy DSO Trouble Ticket Requirements Verification�
�
�
�
�
�
�
�
Activity:_________________________________________________________________________________�
�
�
�
�
�
�
�
�
�
Installer Verification (initials and date)�
Activity Verification (initials and date)�
Remarks (initial and date)�
�
�
All mandatory data fields are available on activity application. Data fields are defined in the SOS Business Rules, Appendix E.�
�
�
�
�
1�
APL_#�
�
�
�
�
2�
EIC�
�
�
�
�
3�
Equip_Nomenclature�
�
�
�
�
4�
Noun_Name�
�
�
�
�
5�
Software_Release_Version�
�
�
�
�
6�
JCN�
�
�
�
�
7�
Tracking_Number�
�
�
�
�
8�
Date_Time_Open�
�
�
�
�
9�
Priority�
�
�
�
�
10�
Customer_POC�
�
�
�
�
11�
Customer_Designator�
�
�
�
�
12�
Cust_Activity_Name�
�
�
�
�






13�
Cust_UIC�
 �
 �
 �
�
14�
Cust_Phone�
 �
 �
 �
�
15�
Cust_E_mail�
 �
 �
 �
�
16�
Ship_Sqd_Type_Number�
 �
 �
 �
�
17�
Problem_Subject�
 �
 �
 �
�
18�
Problem_Description�
 �
 �
 �
�
19�
Subject_ID_Pre�
 �
 �
 �
�
20�
Subject_ID_Post�
 �
 �
 �
�
21�
CASREP_DTG_�
 �
 �
 �
�
22�
Date_Time_Closed�
 �
 �
 �
�
23�
Status�
 �
 �
 �
�
24�
New_Total_Time�
 �
 �
 �
�
25�
Assigned_Total_Time�
 �
 �
 �
�
26�
In_Progress_Total_Time�
 �
 �
 �
�
27�
Rec_Closed_Total_Time�
 �
 �
 �
�
28�
Closed_Total_Time�
 �
 �
 �
�
29�
Cancelled_Total_Time�
 �
 �
 �
�


















48�
AvoidedTech_Assist_Visit�
�
�
�
�
49�
Method_Of_Request�
 �
 �
 �
�
�
 �
 �
 �
 �
�
�
Is full functionality from the activity to the NICC displayed for each of the following transactions? Functionality and data element requirements for each transaction are defined in the SOS Business Rules, paragraph 2.4 and appendices C, D & F.�
 �
 �
 �
�
1�
customer to new (tech H/W)�
 �
 �
 �
�
2�
customer to new (tech not H/W)�
 �
 �
 �
�
3�
customer to new (not tech)�
 �
 �
 �
�
4�
new to assigned�
 �
 �
 �
�
5�
new to transfer�
 �
 �
 �
�
6�
new to cancelled�
 �
 �
 �
�
7�
Assigned to In progress�
 �
 �
 �
�
8�
Assigned to Transferred�
 �
 �
 �
�
9�
Assigned to Cancelled�
 �
 �
 �
�
10�
In progress to Recommended close�
 �
 �
 �
�
11�
In progress to LTI�
 �
 �
 �
�
12�
In progress to Transferred�
 �
 �
 �
�






13�
In progress to Cancelled�
 �
 �
 �
�
14�
Recommended closed to closed�
 �
 �
 �
�
15�
Recommended closed to In Progress�
 �
 �
 �
�
16�
Recommended closed to Cancelled�
 �
 �
 �
�
17�
LTI to In progress�
 �
 �
 �
�
18�
LTI to Recommended closed�
 �
 �
 �
�
19�
LTI to Transferred�
 �
 �
 �
�
20�
LTI to cancelled�
 �
 �
 �
�
21�
Transferred to New�
 �
 �
 �
�
22�
Closed to Re-opened�
 �
 �
 �
�
23�
Re-opened to In progress�
 �
 �
 �
�
24�
In progress update�
 �
 �
 �
�
�
�
�
�
�
�
�
The Distance Support Remedy DSO Installation Requirements Functional Test has been successfully �
�
�
completed and witnessed by the undersigned.�
�
�
�
�
�
�
�
�
�
�
For the Installation Team:�
�
For the Activity:�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
_______________________________________�
_____________________________________________�
�
�
signature and date�
�
signature and date�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
_______________________________________�
_____________________________________________�
�
�
printed name�
�
printed name�
�
�
�
�
�
�
�
�
 �
Comments:�
 �
 �
 �
�
 �
�
�
�
 �
�
 �
�
�
�
 �
�
 �
�
�
�
 �
�
 �
 �
 �
 �
 �
�






30�
Transferred_Total_Time�
 �
 �
 �
�
31�
LTI_Assigned_Total_Time�
 �
 �
 �
�
32�
Re_Opened_Total_Time�
 �
 �
 �
�
33�
Status Date - New�
 �
 �
 �
�
34�
Status Date - Assigned�
 �
 �
 �
�
35�
Status Date - In Progress�
 �
 �
 �
�
36�
Status Date - Recommend Close�
 �
 �
 �
�
37�
Status Date - Close�
 �
 �
 �
�
38�
Status Date - Cancelled�
 �
 �
 �
�
39�
Status Date - Transferred�
 �
 �
 �
�
40�
Status Date - LTI Assigned�
 �
 �
 �
�
41�
Status Date - Re-Open�
 �
 �
 �
�
42�
Problem_Resolution_Summary�
 �
 �
 �
�
43�
SOS_Activity�
 �
 �
 �
�
44�
Long_Term_Issue_Code�
 �
 �
 �
�
45�
Estimated_Completion_Date�
 �
 �
 �
�
46�
Work_History�
 �
 �
 �
�
47�
TYCOM_Resolution�
 �
 �
 �
�






These are the five (5) Remedy DSO forms in the Distance Support Shared Data Environment. Refer to paragraphs 2.2, 3, and 4 for additional detail. 





The SOS should not alter or modify the Remedy DSO forms in any manner. If a change to these forms is required, a corresponding recommendation should be submitted to the CCB in accordance with paragraph 2.2.1





This illustrated the Distance Support Trouble Ticket status flow in the Remedy DSO. Paragraphs 2.2, 2.3, and 2.4 provide additional detail. 





The status transactions are: new, Assigned, transferred, In progress, LTI,Cancelled, Recommended closed, Closed, and Re-opened. 





For each Trouble Ticket, however, five (5) status transactions are mandatorily required: New, Assigned, In-process, Recommneded Closed, and Closed.





The numbers shown on the process flow arrows correspond with the numbered transactions in appendix F, displaying user data entry requirements. 





Subject ID �
ID #�
�
H/W Other�
1�
�
S/W Other�
2�
�
Logistics Other�
3�
�
Training Other�
4�
�
Documentation Other�
5�
�
PMS Other�
6�
�
Manning Other�
7�
�
QOL Other�
8�
�
Medical Other�
9�
�
H/W Tech Assist�
10�
�
H/W Supply Support�
11�
�
H/W Manpower/Personnel�
12�
�
H/W Training�
13�
�
H/W Tech Data – Manuals/ Drawings�
14�
�
H/W Tech Data – Instructions�
15�
�
H/W Configuration�
16�
�
H/W Safety�
17�
�
H/W Programmatic�
18�
�
S/W Tech Assist�
19�
�
S/W Supply Support�
20�
�
S/W Manpower/Personnel�
21�
�
S/W Training�
22�
�
S/W Tech Data – Manuals/ Drawings�
23�
�
S/W Tech Data – Instructions�
24�
�
S/W Configuration�
25�
�
S/W Safety�
26�
�
S/W Programmatic�
27�
�
Medical Tech Assist�
28�
�
Medical Supply Support�
29�
�
Medical Manpower/Personnel�
30�
�
Medical Training�
31�
�
Medical Tech Data – Manuals/ Drawings�
32�
�
Medical Tech Data – Instructions�
33�
�
Medical Configuration�
34�
�
Medical Safety�
35�
�
Medical Programmatic�
36�
�
QOL Chaplain�
37�
�
QOL BUPERS�
38�
�
QOL Pay�
39�
�
QOL Support Infrastructure�
40�
�
Feedbacks FCFBR�
41�
�
Feedbacks Training�
42�
�
Feedbacks TMDR�
43�
�
Feedbacks Other�
44�
�
Feedbacks TFBR�
45�
�
Feedbacks ACR�
46�
�
Feedbacks QDR�
47�
�
Feedbacks PMS�
48�
�
Feedbacks OSS�
49�
�
Dir. Asst.�
50�
�
NEMAIS�
51�
�









1

_1127644116.ppt


Trouble Ticket Working Form

NICC

















Trouble Ticket DSO Form

SOS Matrix Working Form

SOS Matrix Update Working Form

Unit Table  Working Form

Unit Table Update Working Form

SOS Matrix DSO Form

SOS Matrix Update DSO Form

Unit Table DSO Form

Unit Table Update DSO Form

SOS A

















SOS B

















Trouble Ticket Working Form

Trouble Ticket Working Form

SOS Matrix Working Form

SOS Matrix Working Form

SOS Matrix Update Working Form

SOS Matrix Update Working Form

Unit Table  Working Form

Unit Table  Working Form

Unit Table Update Working Form

Trouble Ticket DSO Form

SOS Matrix DSO Form

Trouble Ticket DSO Form

SOS Matrix DSO Form

SOS Matrix Update DSO Form

SOS Matrix Update DSO Form

Unit Table DSO Form

Unit Table DSO Form

Unit Table Update DSO Form

Trouble Ticket Working Form

The NICC is the HUB for data sharing

Unit Table Update DSO Form

Unit Table Update Working Form








_1127641800.ppt


Transferred





LTI











Cancelled

New









Assigned



In progress























Closed

Recommended Closed



































Re-opened









Customer

NICC



SOS













Normal SOS business hrs.

After normal SOS business hrs.: After hours SOS POC

Re-assign TT via NICC

SOS can’t solve / No remote solution 

Long-term Issue:

. Due to funding, 

pending alt, etc.

. ECD required

. LTI code if 

ECD >90 days 

past TT open date.

Positive action underway, POC identified

SOS w/TYCOM

SOS advise ship of status/planned action

Resolution sent 

Solution not accepted

Document response (email, NAVMSG, etc)

Tacit approval: no customer response w/in 2 wks. 

Customer approval received

. Positive customer response documented in “Work History”

Customer response

Accept TT

TT update - minimum weekly or per ECD

. document in “Work History” the reason for re-opening.

Initial response:

. Pri 1, 2: <2 hr.

. Pri 3, 4: <4 hr.

. Advise of TT#

via available

communication

 method

NICC Weekly Report  to DS Advocate

. Open >2 wks and beyond ECD w/o resolution

.Long-term open beyond ECD

NICC periodic follow-up to determine customer satisfaction

. ~10% sample of all SOS

.report to SOS advocate

24/7/365

1, 2, or 3

6

4

5

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24








