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STANDARD OPERATING PROCEDURES
For Submitting Problem Reports for Defense Civilian Personnel Data System (DCPDS) and other Department of Army Civilian Personnel Applications

1. PURPOSE.  To implement procedures for problem reporting to ensure the maintenance and accountability for all problem reports.

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

3. POLICY.  The Headquarters, Department of Army (HQDA) will provide timely, efficient and effective response to automated systems problems reported by system users.  The intent of this SOP is to develop procedures that ensure minimum turnaround time and management visibility of all critical system problems.

Section I

THREE TIER HELP DESK PROCESS

•First Tier:
Regional CPOC Help Desk

•Second Tier:
CHRS Help Desk 


•Third Tier:
Vendor Help Desk / Support
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4. RESPONSIBILITIES AND PROCEDURES FOR REPORTING FUNCTIONAL PROBLEMS.  The Civilian Human Resources Systems  (CHRS) Help Desk, Functional Automation Branch (FAB), will maintain a 24/7 schedule for problem reporting on DCPDS and all Army interfaces.  During normal working hours (from 7:00 a.m. to 5:00 p.m., Monday through Friday Eastern Standard Time), the CHRS Help Desk will monitor Helpdesk Expert Automation Tool (HEAT) on a regular basis.  If a severity level 1 or 2 problem occurs during normal working hours, the Civilian Personnel Operations Center (CPOC) reporting the problem shall call the CHRS Help Desk at 1-888-253-1836.  For level 1 problem reports, after normal working hours, the CONUS Civilian Personnel Operation Center will call the CHRS Help Desk at 1-888-253-1836 and will then enter the problem report promptly into HEAT.  OCONUS activities have the authority to call the Remedy Help Desk (for technical issues) after hours. This procedure is applicable 24/7.  The following exception applies:  NON APROPRIATED FUNDS CIVILIAN PERSONNEL UNIT (NAF CPU) ONLY WILL SUBMIT AN EMAIL DIRECTLY TO RAY.SMITH@ASAMRA.HOFFMAN.ARMY.MIL.  The subject line of the email must read, "HEAT-NAF" and attach the Problem Report Format, found in Section III.  

5. For problem reports at all other severity levels, CPOCs will follow the procedures as outlined below:

      a.   Upon identifying a software application error, the CPOC will:

(1) Enter the problem into Army HEAT. The call status will auto-populate to "Open."

(2) Enter the “Call Type.”  If the error is in reference to DCPDS, select “DCPDS.”   If it concerns another application such as CSU, then select “CSU” or others as applicable for the Call Type. (See Section II for a complete listing of Call Types.)

(3) Enter the "Quick Call/Navigator" (mandatory field for functional issues).  Select the appropriate critical function from the drop down menu.

(4) Enter the recommended "Severity Level".  See Section II for a complete list of Severity Level descriptions and examples.

(5) Under “Call Description”, enter a brief description of the problem.  The 

number of characters used in this block must be limited to 50 and must mirror the summary in your problem report format.

(6) In the “Journal”, insert a completed Problem Report Format for all applications.  The Problem Report Format is found in Section III.  This form is REQUIRED – the HEAT ticket cannot be processed if the problem report format is not attached.  This form is applicable for both DCPDS and Army developed applications. For Army Applications you DO NOT have to complete items 8,9,11,17, B1-6 and C1-4 of the problem report form.  DO NOT include the employee social security number in the problem ticket.  You may be required to provide this information to the CHRS Help Desk at a later date, if directed.

(a) Email a screen shot of the entire error message to the CHRS Help Desk. Screen shots will be attached to its corresponding HEAT ticket. (Do not obliterate or obscure the RPA data on the screen shot.  If appropriate, include all pages of the RPA.)

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

(c) A complete description of the problem, including each step that was taken by the user and the specific data entered.  Include screen prints of all applicable DDFs and error messages.  (Do not obliterate or obscure the data on the screen prints.)

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

(e) Assign the ticket to FAB, but leave the assignee (name) blank.
     b.  Upon receipt of a HEAT ticket, the CHRS Help Desk will:

(1) Acknowledge receipt of the problem ticket and assign the HEAT ticket to a FAB action officer (for functional issues) or Army Unique Teams (for technical issues) within one (1) workday.  

(2) The FAB action officer will make every attempt to find a solution to the reported problem. If a problem cannot be resolved by FAB, the CHRS Help Desk will forward the problem to CPMS/LMMS or outside vendor for analysis /resolution. The CHRS Help Desk will properly annotate the HEAT ticket journal and insert the Remedy or vendor trouble ticket number. 

· Before any Army or vendor representative reports onsite, or initiates remote access in an effort to work problem reports or run diagnostics, coordination must first occur with Headquarters DA.  The point of contact (POC) is Nina Sparta, Modernization and Functional Automation Division.   In addition, all visitors will initially report to the CPOC Director, unless other guidance has been issued in advance from Civilian Human Resources Agency (CHRA) or OCONUS MACOM, as applicable.

(3) The CHRS Help Desk is responsible for annotating HEAT with any subsequent updates received from CPMS/LMMS and for forwarding any pertinent follow-on information as appropriate. 

(4) If a CPOC or NAF CPU other than the CPOC or NAF CPU that submitted the HEAT ticket has identified a problem identical to one already documented in HEAT the following procedures apply:  1) Forward a completed problem report format to the assigned FAB action officer.  2) Reference the HEAT ticket number related to your current problem.  DO NOT add information to the HEAT ticket journal.  If FAB determines the problem is not the same as the original problem report identified in HEAT, you will be advised to initiate a new HEAT ticket for your problem.

(5) If a problem ticket has been returned to the CPOC for more information or validation, etc. and no response is received before 10 working days, the CHRS Help Desk will close the HEAT ticket.  Notification will be sent out (to ticket initiator) on severity levels 1 and 2 tickets.

(6) If the problem is documented in the patch as being fixed it will be reassigned back to the initiator for validation.  If the problem is not resolved, the CPOC will reassign the HEAT ticket back to the CHRS Help Desk.  The CPOC will also provide any updated and/or additional information applicable.   Depending on the status of the Remedy ticket, it may be necessary for the CPOC to submit a new HEAT ticket and supporting documentation.  Once the problem is resolved the initiator will be responsible for closing the ticket, as outlined in Section II Closing Calls.   Again, if a ticket was reassigned to the CPOC and has not been updated in 10 or more days, the CHRS Help Desk will close the ticket. 

Section II

HEAT Step-by-Step Instructions
Logging Calls

· To log a new call record, simply click on the New Call Record button on the toolbar. 
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  A new blank call record will appear on the screen.

With your cursor in the 
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 field , enter the User ID of the person reporting the problem.  After entering the user’s ID hit the Tab key and the Profile Subset will populate with the information of your customer.
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If you do not know the user’s ID, click on the Validate Field  
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 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.

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

· Next, click on the down arrow to the right of the 
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 field and select the appropriate status category.

The categories for Call Status are as follows:

	Call Status
	Description of Call Status

	Closed
	Call has been resolved/completed

	Open
	Call currently not resolved/completed

	Pending
	Waiting for outside source to resolve

	PendingORA
	Pending for Oracle Bug or TAR

	Pdg CRT
	Pending Change Request Transmittal

	Pdg Patch
	Pending Patch Release

	Pdg SCR
	Pending System Change Request

	Validation
	Pending Validation of Patch Fix from Region


· Then, click on the down arrow to the right of the 
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 field and select the appropriate problem category. 

The categories for Call Types are as follows:

	HEAT CALL TYPE
	DESCRIPTION

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

	ANSWER
	Problem encountered with the ANSWER application.

	APMS XXI
	All problems encountered when executing APMS XXI.

	ART
	All problems or enhancements encountered when executing the Army Regional Tool.

	Auto-RIF
	All problems encountered when executing Auto-RIF.

	Business Object
	All problems or enhancements encountered when executing the Business Objects.

	CHR ABC
	All problems encountered when executing Activity Based Costing.

	CITRIX
	All Citrix problems on servers and workstations.

	CIVFORS
	Problems relating to CIVFORS.

	CPOL
	Problems encountered at the CPOL website.

	DCPDS-AP
	Problems encountered with appropriated fund employees on DCPDS and training databases.

	DCPDS-CATS
	All problems encountered with the Complaints Tracking System (EEO).

	DCPDS-CSU
	All issues concerning the CSU database, e.g. failed refreshes.

	DCPDS-LN
	Problems encountered with local national employees on DCPDS and training databases.

	DCPDS-NAF
	Problems encountered with non-appropriated fund employees on DCPDS and training databases.

	HEAT CALL TYPE
	DESCRIPTION

	DCPDS-OTA
	Problems encountered with Oracle Training Application.

	FASCLASS II
	Problems encountered with FASCLASS II

	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.

	HQACPERS
	Problems encountered with the SF50 history, FASClass refreshes and ART refreshes.

	JPAS
	Problems encountered with JPAS.

	NAS
	All Network Attached Storage issues.

	Network
	Network access and connectivity problems.

	OPF Tracker
	OPF Tracker problems (hardware and software).

	Other
	Restricted for CPOC use only. Severity level will automatically populate as “5”.

	Payroll-APP
	All problems relating to payroll interface, PAD files, Pay 500 and reconciliation for non-appropriated fund employees.

	Portal
	Problems with the Army Portal

	Printing
	Problems with Ghostview, clearing the print queue, batch printing, IP registration etc.

	RASS
	All problems relating to the Resource Allocation Selection System.

	Resumix
	All Resumix problems (hardware and software).

	Staffing Suite
	Problems encountered with Vacancy Announcement Builder (VAB), automated A&I, automated archiving, Resume Builder, Automated Eligibility and Forecasting.

	Tier1
	Problems encountered with the Tier1 database, e.g. failed refreshes, table maintenance, etc.

	WASS
	Problems encountered with Workforce Analysis Support System.


· Then go to the 
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 field and click on the down arrow and click on the appropriate critical function.

· Now, place your cursor in the Call Description field and pick from drop down menu the problem being reported by the user.
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· When entering a Severity Level number for a trouble ticket in the 
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 field, use the following severity level definitions as a guideline:

CRITERIA FOR ASSIGNING PRIORITY CALLS

SEVERITY 1
CLIENT IMPACT: A problem that 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.

EXAMPLE: Inability to access operating systems or applications.

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

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. Inability to batch print and Ghostview is unavailable.

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. 

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. Inability to batch print but Ghostview is available.

SEVERITY 4

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

SEVERITY 5
ARMY ONLY SEVERITY LEVEL - Resource scheduling for CPOC/CPAC internal use.

· If, support is needed from an outside organization or vendor and a trouble ticket was created with that outside support.  Remember to log that trouble ticket number in the fields provided on the Subset portion of the Call Ticket.
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Closing Calls
· Once a resolution is found, enter details in the Close Information box.  Click on the down arrow next to the Cause field and select the appropriate cause of the problem. In the Solution 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. If solution is over 50 characters in length create a new journal entry and reference it in the Solution field. 
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· On the Assignment Tab, verify that all Assignments have been Acknowledged, Resolved and the Resolution box indicates ‘Completed’.
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· Click the Quick Close 
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 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.
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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.
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Close button - Closes a Call Record. 
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Print button - Prints a call ticket for the current Call Record.
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Validate Field button - Displays the validation table for a field.
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New Call Group button – Create new call groups and save them in the ‘Personal’ view. New call groups to be shared can only be added by the HEAT Administrator.
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     Open Group - Displays all call records that match the criteria of the group   selected.
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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.
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Next Call Record Button - Moves to the next Call Record in your Call Group.
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Last Call Record button - Moves to the last Call Record in the current Call Group.
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Profile button - Opens the Customer window and displays the Profile 

            record of the current customer.  The Profile contains all relevant information about a customer or employee, such as name, DSN and commercial number, location, and email address.  Users may edit Profile information at any time.

Call Group

A Call Group is a collection of Call Records with similar characteristics. For example, a Call Group of all ‘Call Records with Open Call Status’ will contain all Open Call Records.

Opening Call Groups:

· Click on ‘Group’ on the menu bar, then click on the ‘Open Call Group’ or click the icon from the Toolbar

· Select the view

· Select a Call Group

· [image: image47.png]Open Call Group

View =
€ persona
e e T—T Ciose
© Team
@ Globl ot |
coal
o Closed Cals yAgn Ui Cloed Call nuser specied Regon 2] Add
Euope Trsnser | Tickels thatneedo b tsnfened back to
o FFl Open Cale Allopen calsceaing wih P ilase piobl | | Now Hol Lt
o GiobalInone Glbal Inyre calk
Joumal Search Searches Joumnal fields for words) entered. it
o e
Meys Pty 142 Allnon lsed Pty 142 kels under M
o Modern System- Al All cal tikets created under Modern Systet Deete
o Hodsm System - Open AlNON CLOSED: cal ket undet odet
g Mocem Systen Closed Al Cosed calicket under Modem Syt

Cals Assig

My New Assigrmerts Al cals assigned ta me thal are no acknor,

. My RosponsileCals  Cals | esponsibl ot (1ocking sohing.

g Open ANSOCCals  Open calls that contain ANSOC ket nurl
Open Call Acords Al on-closed calecords

 Open Calls Tis i All open cals eceived i the past i

2 e Cals b i1 ll e ol f te s st B

hasociated Toobar Butors_|




Click ‘Open’ or double click on the Call Group selected      

New Call Groups:

Call Groups are added or modified from time to time, so review the list for changes. The following Groups are new: 

· DCPDS 1&2-Open – All non closed level 1 & 2 DCPDS tickets

· DCPDS Closed Today – All DCPDS tickets closed today

· DCPDS ClosedLastWeek – DCPDS tickets closed in the last 7 days

· DCPDS Mod Yesterday – DCPDS tickets modified in the last 48 hours

· DCPDS Opened Today – All DCPDS tickets opened today

· DCPDS OpenedLastWeek – DCPDS tickets opened in the last 7 days

· DCPDS Search by Date – Search open tickets by last modified date

Simple Search

· Select Simple Search from the Group menu
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Choose a search criteria

· Select an ‘Operator’

· Click the ‘Browse’ button to display a list of available values

· Click ‘Run’
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Search by HEAT ticket number
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Click on ‘File’ on the menu bar and scroll down to ‘Go to Call ID’
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Enter the HEAT ticket number in the window box that appears

· Click ‘OK’

Section III

 Problem Report Format

Summary of the Problem:___________________________________________________

(Note:  summary cannot exceed 60 characters in length)

Critical Function: ______________________Recommended Severity:_______________

A.  General Information:

1. Caller’s Name, and Component: 

2.  Telephone Number where the caller may be reached:   

3  (Optional) Fax

                      Email

4. Name/Phone for Additional Info (If different from the caller):

5.  Regional Personnel Office (Name & Number) where the problem occurred:

6.  Name of the User who encountered the problem:

7.  When and on what instance did this problem occur? (For example, did the problem begin after a patch was applied; if so, what was the patch number? Is the problem occurring on a live Region or a training instance?)

8.  If another problem reporting tool is used, please tell us the related problem number for cross-reference purposes: 

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

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

11.  Navigation (for example, People/Enter & Maintain/Special Information/Education):

12.  In as much detail as possible, please describe the steps that led up to the problem: 

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

14.  Is there anything unusual about the action you were working on, or any observations you think might help diagnose and repair the problem? 

15. What workaround have you discovered for this problem? (Required for Severity Level 2 and 3)   What workarounds were attempted, and why did they not succeed? 

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

(Required for Severity Level 2 and 3)

17.  Has the problem been tested on the SQT instance?  If so, what record was used?  Could the error be saved in SQT?  What record(s) in SQT demonstrate the error?

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

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

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

C.  Complete only for trigger errors:

C1.  If a popup notice appeared, please provide the complete text provided when the “History” button is clicked: 

C2.  If the trigger error appeared on the bottom status line, please state the entire notice that appeared: 

C3.   Does a trigger error occur when similar actions are processed, or only with one action or record?

C4.  Does the trigger error recur after the user either reboots or ends the ntvdm.exe process and logs back into DCPDS? 

Section IV

HEAT - MORE HELPFUL HINTS

You can create queries (call groups) to help you review and track HEAT tickets.  Here are some examples:

MY CURRENT ASSIGNMENTS

{CallLog.CallStatus} <> 'Open' AND {Asgnmnt.Assignee} = 'Fname Lname' AND {Asgnmnt.Resolution} = 'null'

 SEARCH BY REMEDY

{Subset Remedy} like %5407%

GENERIC SEARCH

{CallLog CallType} = 'DCPDS' AND {CallLog.CallDesc} like %intermittent% AND {CallLog .CallStatus} <> 'Closed'

OPEN FAB TICKETS

{Asgnmnt.GroupName} = 'FAB' AND {CallLog.CallStatus} = 'Open'

MY OPEN TICKETS

{Asgnmnt Assignee} = 'Fname Lname' AND {CallLog.CallStatus} = 'Open'

ALL NE TICKETS

{Profile.Site} = 'Aberdeen PG CPOC' and {CallLog.CallStatus} <> 'Open'

HEAT Call History Tab Screen

The Call History is part of each Customer Record. It lists all Call Records for each customer. The Call History tab screen appears in Grid view in the Customer window. Each row in the Call History tab screen represents a Call Record. To go to a Call Record in the list, double-click its row.
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HOW TO SET UP GROUPS (QUERIES)

CREATE A NEW CALL GROUP   
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· Go to ‘Group’ on the Main Menu bar and select New Call Group or click on the 
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 icon from the HEAT Tool bar.
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· Enter a name and description for your group query for your HEAT tickets.  

· You have the option of creating your query by selecting your field text and operators using the table name, field text and operator drop down menus or typing the query in the expression text box.   Here is a sample:
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CREATE YOUR OWN PERSONAL HOT LIST

This is typically used when you have a select group of HEAT tickets that you want pulled up each time.  You can select your HEAT tickets and add them to your Hot List as follows:

· Select Group, then go to Add Call to My Hot List, New Hot List
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· Select Name and Description:
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· Click OK and you have created a Hot List titled, “Jeannette 4/25/2003.”

· When you are viewing a HEAT ticket that you would like to add to this list, click Group, Add to My Hot List:
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The system will notify you that the ticket was added to your designated Hot List:
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