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Course Objectives:

Upon completion of this course and with the use of course and reference materials, participants will have the knowledge to perform the following tasks:

· Understand ICC system

· Log into ICC

· Build SOS queries

· Understand the Browse window

· Understand the Detail window

· Understand the Reference Tables

· Find SOS query table through the Library

· Use SOS in the Record Types



Introduction

The Student’s Guide introduces the general concept of CDMD-OA Source of Support (SOS).  It also includes the main steps for using SOS.
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Lesson 1.0 - Overview

1.1
Lesson Objective

After completing this lesson, you will be able to:

· Describe ICC functionality

· Understand the different roles

1.2
ICC Description

The Integrated Call Center (ICC) was developed to provide a single, electronic, shipboard point of entry for the Fleet logistics support requests. The ICC will automatically pass the request to the support provider. The Fleet has access to a main toll free phone number for Points of Contact (POCs) for specific inquiries.
The ICC provides service 24 hours a day, 7 days a week, 365 days a year.  It supplies information to the Fleet users requesting different types of support. These include APLs/AELs parts, technical manuals, training, warranty information, technical assistance, technical documentation, shipping information, and feedback reports.
The ICC’s role is to redirect the user’s call to an expert in a particular field.
1.3
ICC Roles

There are three roles in the ICC program:
· ICC Admin
· ISEA
· Viewer
The ICC Admin has a non-restricted role and is able to insert, delete, or edit any SOS records.
The ISEA can only insert, delete, or edit SOS records that were created under their own UIC.
The Viewer can only view the information provided in SOS.
There are two methods to access the Source of Support (SOS) program: through the library and through a query. The query method is more specific and target-oriented than access through the library, which is quicker but pre-defined.
1.4
Flowchart
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Lesson 2.0 - Creating an SOS Query

2.1
Lesson Objective

After completing this lesson, you will be able to:

· Log into ICC

· Create an ICC Query

· Understand Query Fields and Wildcards

2.2 Logging into ICC

[image: image2.png]



· In the Database box, select the database location.
· In the User ID box, type your UIC and your ID. For instance, N32092CDMD is a complete login ID.
· In the Password box, type your password.
2.3
Creating an SOS Query
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To create an SOS query:
· Click Query.
· Click Research Tools.
· Click Source of Support.
2.4
SOS Query Screen
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In the SOS Query, the user selects fields to query from the four available tables:

· Icc Prg Nom (ref)

· Prg Src of Sup

· Src of Sup Org (ref)

· Xref Ric of Sup (ref)

Creating a query
Queries provide the user a method of searching the database for records that contain fields defined in the query and that match any selection criteria applied to those fields. In ICC, queries are delineated by selecting fields and defining the filters applied to them. After a query has been defined, it can be saved and used in the future. For example, you can create a query that selects all of the records of a specific table (Icc Prg Nom) that are associated with the action code of “CDMD-OA” under the Prg Desc (prg src) field. The results of the query are listed in a Browse window.

Sort Order

Users can specify a Sort Order by clicking on the Sort field. The sequence records are displayed. This is determined by the relative ranking that fields are given when defining the sort order. For example, if State is the primary sort key and City is the secondary sort key, records are listed first by state and then by city.

2.5
SOS Query Fields
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· Table Name - This selection area lists the tables available from the current adhoc screen. Reference tables can be joined to the Primary table, and are identified with a (ref) indicator. You must select one field from the Primary table.
· Fields - When a table is selected in the Table Name area, the available fields in that table are listed in the Fields area. If you click a field, it pops to center screen and is listed in the Field List area.
· List Column - If these boxes are checked, the field will be shown in the resulting browse screen. Otherwise it will be hidden.
· Field Column - This displays the name(s) of the selected fields. Fields will be returned as columns, left-to-right, in the order listed here.
· Sort - Click here to specify the sort order of the resulting data set.
· Filter - The characters and wildcards are used here to filter the data.
· Width - This specifies the column width needed on the resulting browse screen and accommodates fields that contain data of varying lengths.
· Query Name - Use this drop-down list to select a saved query.
· Retrieve as Needed - Use this to display only one screen of data at a time.
· Buttons - Use buttons to save queries and/or change field order. Remember the ship hull (act) field is special. Click the filter cell to select ship hulls via the resulting dialog box.
2.6
SOS Query Filter Wildcards
You can use wildcards to add flexibility when specifying selection criteria for filters. Selected records will have fields with data that match the selection criteria. Using wildcards, you can also use logical operations that give you added flexibility when filtering or searching for records.
Listed below are the available wildcards and a description of their uses:
Wildcard
 Description of Use
 Example of Use

*
The asterisk symbol is used at the end of text strings to represent any character or number of characters that may follow a string.
In the field being searched, win* selects all records that begin with “win”. For example, records that contain windows or wind but not rewind.
Note: Do not use the asterisk with the Not Equal To (<>), Less Than or Equal To (<=), or the Greater Than or the Equal To (>=) wildcards because these queries typically display no rows.

@
The “ @ “ symbol is used before a string and returns all records having a matching character string anywhere in the field.
In the field being searched, @RAD selects all records with “RAD” occurring anywhere in the selected field. For example, records containing “radio, radar, or radiation monitor.”

<>
The Not Equal To symbol is used before a text string or numeric value and selects all records that do not match the string or value.
 In the field being searched, <>RADIO selects all records that do not contain “radio”.

<=
Less Than or Equal To symbol is used before a text string or numeric value and selects all records that are less than or equal to the search criteria.
In the field being searched, <=15 selects all records that contain a value of “15” or less.

>=
Greater Than or Equal To symbol is used before a text string or number value and selects all records that are equal to or greater than the search criteria.
In the field being searched, >=15 selects all records that contain a value of “15” or greater.

?
Question Mark is used in a text string as a placeholder to represent any character.
In the field being searched, wo?d selects all records containing “word, wood, etc., in the selected column.”

,
Comma is used between two search criteria to represent an explicit OR.
In the field being searched, 639,640 selects all records having 639 or 640.

;
Semicolon is used between two search criteria to represent an explicit AND.
In the field being searched, RIN 8*;<>8AD5Z selects all records with a RIN starting with 8 but not 8AD5Z.

‘’
Single Quotes are used to represent the NULL or blank fields.
 In the field being searched , ‘’ selects all records in which the field is blank.

Lesson 3.0 - Browse Window

3.1
Lesson Objective

After completing this lesson, you will be able to:

· Understand SOS Browse Window

· Insert SOS Records in the Browse Window

· Delete SOS Records in the Browse Window

3.2
SOS Browse Window
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Once the query is completed, the Selected Program Source of Support will display all the records and their respective fields associated with that query.
Select a record and click Detail to view a record’s detail window.
3.3
Inserting an SOS Record in the ICC Browse Window
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ICC Admins and ISEAs can add new SOS records in the Browse window. ICC Admins can insert new SOS records under any UIC number. However, ISEAs can only insert new SOS records under their own UIC number. The ISEA's UIC number will automatically be included when a new SOS record is added.
To add a new SOS record:
· Click [image: image8.bmp].
· If you are an ISEA, a new SOS is inserted with your UIC number.
· If you are an ICC Admin, a box will pop up. Type a UIC number starting with "N" or "R". Click OK.
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· A new blank record is inserted.
· You have the option to either fill in the following columns: Pgm Desc., Web Desc., and Web URL.
or
· Click on Detail to fill in all the fields.
3.4
Deleting an SOS Record in the ICC Browse Window
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ICCs and ISEAs can delete SOS records in the Browse window. ICCs can delete SOS records under any UIC number. However, ISEAs can only delete SOS records under their own UIC number. To delete an SOS record:
· Click [image: image11.bmp]. 

Once a record is deleted, a Delete Flag is associated with the SOS record. All deleted records will have a “T” in the Del Flag Cd field as the screen below illustrates.
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Lesson 4.0 - Detail Window

4.1
Lesson Objective

After completing this lesson, you will be able to:

· Understand SOS Detail Window

· Add Information to an SOS

4.2
Adding Information to a New SOS in the Detail Window
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Once a new SOS record is inserted in the Browse window, click Detail.  The Detail Information screen will appear and you may enter the SOS details.
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To fill in the blank fields, see Detail Window Fields. 

4.3
SOS Detail Window
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Pgm Desc.
Pgm Desc. is a brief narrative description of what the program does. For example, a Pgm could be CDMD-OA. The Program Description is to track the status and maintenance of naval equipment and their related logistics items (drawings, manuals, etc.) on ships and naval activities around the world.
A Pgm is any part that needs to be maintained, upgraded, updated, or supported.

Website Url
Website Url is the website address of the Source of Support.

Go
The Go button will link you to the Source of Support website URL.

Web Desc.
Web Desc. is the name of the website. For example, CDMD-OA website.

Uic
 The UIC (not in the tabs) is the Program Source of Support's UIC.

Organization
Organization is the name of the Source of Support.

Address
The Address provides the number and street address of the support organization.

City
City where the support organization is located.

State
State where the support organization is located.

Zip
Zip Code of the support organization

Points of Contact Tabs
The program divides the Points of Contact Tabs and the UIC.
The Program Manager (Pg Mgr) is the person responsible for providing information about the program itself.
The Program Technician (Pg Tech) is the person responsible for providing technical information about the program.
The Program Logistics (Pg Log) is the person responsible for providing logistics support for the program.
The Program Training (Pg Train) is the person responsible for providing the training for the program.
The Program Help (Pg help) is the person responsible for providing help with the program.
The Program Fleet Technical Support Center Pacific (Pg Ftscpac) is the person responsible for validating program information on the West Coast.
The Program Fleet Technical Support Center Atlantic (Pg Ftsclant) is the person responsible for validating program information on the East Coast.
The UIC Duty Officer (UC Dty Ofr) is the person responsible for providing information on a specific UIC number.
The UIC Help (UC Help) is the person responsible for providing help on a specific UIC number.
The UIC Central (UC Cent) is the person responsible for providing help from the Central server.

Master Table Update
The Master Table Update consists of the master table for UICs and POCs. The Master Table is updated each time new entries are added.

UIC
When clicked, the UIC button is associated with all the UICs in the CDMD-OA database.

POC
When clicked, the POC button is associated with all the Points of Contact in the CDMD-OA database.

RIC
Repairable Identification Code (RIC) is a code assigned to uniquely identify a particular commodity. The RIC # indicates how many RICs are associated with an SOS record.

Nomen
The Nomenclature is the name of the program (pgm).
There is only one official nomenclature for all the different abbreviations or acronyms associated with the official nomenclature (Official Nom Flag).  An example of Official Nom is Naval Sea Logistics Center Detachment Pacific.  The official Nom abbreviations and acronyms for Naval Sea Logistics Center Detachment Pacific are NSLC Pacific or NSLC Pac.  An Official Nomenclature may have many abbreviations and acronyms.  The # indicates how many nomenclatures are linked to a supportable program.

Colored Text
Red indicates that no POC data exists on the red-labeled tabs.
Blue indicates that POC data exists on the blue-labeled tabs.

Quit
Exit the window.

Lesson 5.0 - Reference Tables

5.1
Lesson Objective

After completing this lesson, you will be able to:

· Understand Reference Tables

· Select UIC in SOS Tables

· Select RICs in SOS Tables

· Select a Program Nomenclature in SOS Tables

· Select POCs in SOS Tables

5.2
Selecting a UIC in the Program Support Organization
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To find a UIC for one of the tabs (Pg Mgr, Pg Tech, Pg Log, Pg Train, Pg Help, Pg Ftscpac, Pg Ftslant, UC Dty Ofr, UC Help and UC Cent):
· Click on the UIC drop-down box or click on the UIC Master Table to find a UIC. The UIC drop-down box provides a faster way to get UICs that are associated with the organization's UIC (top right corner of graphic below).
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· Scroll down the window to find a UIC. As you click on a UIC, notice how the bottom part of the window displays that UIC and fills in the boxes with the information associated with the selected UIC.
5.3
RICs Cross Reference
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This screen shows all the RICs associated with a specific SOS. Many RICs can be associated with one Source of Support. You can also access an SOS through a RIC when the RIC is linked to a Source of Support.
To apply a new RIC to an SOS:
· Click [image: image19.bmp].
· Use Find to find a RIC number.
· Click Apply.
· Repeat steps 1 through 3 to add more RICs to one Source of Support.
Note: You can only select RICs with a status of "V" (Valid). You cannot apply a RIC that has been Canceled (C), Superseded (S) or Deleted (D).

5.4
Program Nomenclature Reference
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The Program Nomenclature Reference for a specific SOS identifies all the possible nomenclatures for an organization. Only one nomenclature can have an Official Flag. The Official Flag is the official name of the organization of support.

To insert another Program Nomenclature:
· Click [image: image21.bmp].
· In the new blank box, enter another program name. 
5.5
Selecting POCs for SOS
To select a POC for an SOS:
· Click on POC on the Master Table Update. If you cannot find a POC person, click [image: image22.bmp] to insert a new POC. Fill in the POC information (Last Name, First Name, etc.) on the lower part of the window. 
· Note that the Hours field must indicate the hours of operation for the organization' s support. The Software field indicates the software used by the organization's support (most common are Remedy and Support Magic). The desc field is a description of the software used by the support organization.
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Lesson 6.0 - SOS Reference in the Library

6.1
Lesson Objective

After completing this lesson, you will be able to:

· Find SOS Reference in the Library

6.2
Inserting an SOS From the Library
Selecting the Program Source of Support in the Library provides a faster way to access the SOS data because the fields in this table are all pre-defined. (See also, Creating a Query)
To insert an SOS from the Library:
· Click [image: image24.bmp].
· The following screen will appear. Click on Program Source of Support.
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After clicking on the Program Source of Support, the steps to insert or delete an SOS are the same in the Library as in a Query Detail window.
Lesson 7.0 – SOS in Record Types

7.1
Lesson Objective

After completing this lesson, you will be able to:

· Find SOS in Record Types

7.2
SOS in Record Types
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The SOS button is only available in the following query tables:
· Configuration (2) File
· Alteration (4) File
· Y2K Configuration Status
· RIC Nomenclature/CCF File
The SOS button allows all users to obtain support information. The number shown after SOS indicates all the possible SOSs associated with that RIC. A RIC can have many Sources of Support depending on the type of support needed for the RIC (Technical Help, Program Help, etc.) 
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