NAFI – EDA Trouble Ticket Resolution

Trouble Ticket Spreadsheet Documentation

Introduction 

NAFI – EDA Trouble Ticket resolution is an important part of our common objective of paperless acquisition.  We would like to take this opportunity to thank you all for your past assistance with this resolution process.  As time goes on, users become more familiar with the various systems involved, and the systems themselves begin to integrate more closely and with more collaboration, the EDA trouble tickets should begin to dwindle.  

Until that time however, NAFI has developed a new procedure to streamline the process.  NAFI has developed a spreadsheet that will be continuously updated and sent to both the Claimants and the DOD EDA Helpdesk.  We respectfully request your assistance in taking action and updating the spreadsheet on tickets relevant to your Activity.  NAFI will maintain a Master spreadsheet, and will update the Master with your action, status assignments and comments.  

Instructions

This document contains important information about the spreadsheet – particularly, the proper use of “Status.”  The document includes:

· how to identify your tickets, 

· knowing which statuses indicate that action is required, and 

· using the proper status to indicate that action is required by others.  

Identification of Claimant specific tickets

When opening the spreadsheet, a prompt will appear that allows the user to enable or disable macros. Please ENABLE the macros. To identify tickets that require action, Claimants should click down on the arrow in the Claimant column header, and select the appropriate Claimant.  Based on the ticket status (more explanation below), Claimants will know what action is required.  Likewise, the OHD will know what action has been taken, and what action is required of them.  

Spreadsheet Field Definitions

This spreadsheet contains the appropriate fields so that all parties involved can understand what contract requires action, what the Trouble Ticket Issue is, what action has been taken to date, record action that has been taken on a ticket, and what the ticket’s current status is.  The following are field definitions:

TT Number- Contains the Trouble Ticket Number assigned to the ticket by the Ogden Help Desk. This also serves a reference number when referencing a specific ticket. 

Claimant- Contains the Claimant from where the contract has been issued.  

CAM- Contains the name of the Claimant’s Command Account Manager

Contract Number- Contains the contract number(s)/Mod which the trouble ticket references.

TT Issue- Contains a description of the issue which was stated by OHD in the Original Trouble Ticket. 

NAFI Status- Contains the current NAFI status of this ticket.  Please reference the NAFI status in order to determine if action is required.  Will contain one of the following:

INITIATED – NAFI will use this status to indicate that the ticket is being analyzed or researched by the NAFI team.  No action is required by the site or OHD.

RESOLVED - NAFI will use this status to indicate that the ticket has been resolved by NAFI internally, without assistance from the site.  No action is required by the site, however action is required by OHD to validate ticket resolution.

FORWARDED TO CAM - NAFI is not in a position to resolve this ticket.  Action must be taken by the Site to resolve this ticket.  Action is not required by OHD.

CLARIFICATION REQUESTED- NAFI is not able to assess ticket on the information provided. NAFI requests that OHD review the ticket and be sure that all information contained in it is correct and complete. Action is required by OHD to provide further clarification on the ticket.

OTHER- NAFI research has indicated that no action should be indicated on the ticket yet it should be closed. Comments will be provided by NAFI explaining NAFI’s perspective. Action is required by the OHD to review the ticket and close or reassign or provide additional justification as to why the ticket must be resolved. 

NAFI Action/Comments - Contains any additional information regarding the action that NAFI has taken on a Trouble Ticket. 

Site Status - Contains the site’s current status of the ticket.  Please use only one of the following: 

OPEN - All tickets Forwarded to CAM by NAFI default to Open.  Site keeps this status to indicate ticket has not been fully resolved, or is awaiting internal resolution.  No action required by OHD.  

RESOLVED - This status should be used by the site to indicate that all issues contained in the ticket have been resolved.  The site believes this ticket to be closed.  Action required by OHD to verify ticket resolution.

OTHER - This status should be used by the site to indicate that further action can not or should not be taken.  Such a case might be if the DFAS customer can not view a file because they do not have the proper software, but this file does not need to be viewed by DFAS.  Requires action by NAFI/OHD to determine ticket’s validity.

Site Action/Comments - Contains any additional information regarding the action that Site has taken on a Trouble Ticket.  This is required when indicating a status of OTHER.

OHD Status - Contains the Ogden Help Desk’s status of the ticket.  Please use only one of the following:

OPEN – This is the default value for all tickets when first opened by EDA OHD.  Indicates that OHD has not yet  reviewed the ticket since first opened.  

STILL UNRESOLVED - This status should be used by OHD to indicate that OHD believes the ticket is not fully resolved, that there is still an existing issue.  action has been taken by NAFI or a site on this ticket, the issue or all issues contained in the ticket have not been resolved. This would occur after OHD takes action on a NAFI or Site designated status of “Resolved.”  This ticket remains open.  Requires Action by the site or NAFI (depending on the ticket) to resolve further.

CUSTOMER CLOSURE – This status should be used by OHD to indicate that OHD believes the ticket to be resolved, but are waiting for the customer (who reported the ticket) to verify resolution.  This would occur after OHD takes action on a NAFI or Site designated status of “Resolved.”  Requires action by OHD to follow up with Customer  - no action by NAFI, Site or OHD.

CLOSED – This status should be used by OHD to indicate that OHD has closed the Ticket, because the customer has validated that the ticket is fully resolved.  Requires Action by NAFI to remove ticket from Spreadsheet.  

Identifying When Action is Required Based on Status Indicators

NAFI Action Required when:

· OHD Status is OPEN (to initiate ticket)

· Site Status is OTHER (to determine ticket’s validity with OHD)

· OHD Status is STILL UNRESOLVED (to further resolve ticket if NAFI originated ticket resolution)

· OHD Status is CLOSED (to remove ticket from Spreadsheet)

Site Action Required when:

· NAFI Status is FORWARDED TO CAM

· OHD Status is STILL UNRESOLVED (to further resolve ticket if Site originated ticket resolution)

OHD Action Required when:

· NAFI Status is RESOLVED

· NAFI Status is OTHER

· NAFI Status is CLARIFICATION REQUESTED

· Site Status is RESOLVED

· Site Status is OTHER

· OHD Status is CUSTOMER CLOSURE

By utilizing one master spreadsheet, a site will have the ability to view the comments that the OHD provided regarding the status of a ticket, while NAFI and the OHD will have the ability to view the actions that were necessary for the site to resolve a ticket.  NAFI will continuously update the master spreadsheet with responses received from the sites and OHD, so that all parties will be as informed as possible. 

