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SECTION III

Trouble Ticket Process

3-1 Overview.  

The SSF Trouble Ticket (TT) process provides an organized structure for the field to report a problem associated with SSF and resolve it.   General procedures are summarized below.

3-2 Problem Resolution Responsibilities

a. Installation SARSS1 and AMCISS AWCF activities and their customers

(1) If SSF Implementation Team members are still on site at the supporting SARSS2AC/B (CTASC) or AMCISS site, contact the team via phone and/or email for assistance in resolving the problem.  The Implementation Team Schedule is at Appendix A.  The names, emails, and phone numbers of Implementation Team members are at Appendix B.

(2) If the SSF Implementation Team is no longer stationed at the SARSS2AC/B CTASC or AMCISS site, contact installation staff POCs by phone and/or email, and also the local AMC supply and/or maintenance representatives (as applicable) for assistance in resolving the problem.  These logistics managers and systems analysts participating in the SSF Implementation are the first line of defense for resolving SSF problems.

b. SSF Implementation Teams.  As long as they remain on site, these teams:

(1) Accept problem reports or TTs from AWCF sites.

(2) Conduct initial research to determine applicability and scope of the report.

(3) Review the report for accuracy, completeness, and supporting documents and examples.

(4) Assist the AWCF site in preparing the problem report for submission to the NOC, as necessary.

(5) Seek clarification and assistance from policy, functional, and systems POCs.  Names, email address, and phone numbers of these and other POCs are at Appendix C (by Last Name) and Appendix D (by Location, Organization, and PositionTitle).

c. Installation Staff.  Upon departure of the SSF Implementation teams from the site, the installation staff assumes responsibility for providing initial research, coordination, and assistance in the preparation and submission of TTs.  For example, the installation staff normally has knowledgeable managers and analysts.  In addition, on-site AMC supply and maintenance representatives are available to represent AMC in the SSF process and coordinate problem resolution with AMC offices and activities.

d. SSF NOC.  The NOC is the central focal point for SSF information and problem solving during all phases of SSF fielding.  The NOC serves as the 911 source for answers about SSF and controls and coordinates the processing of TTs.  The NOC:  

(1) Receives written TTs and coordinates a merit review process to determine the appropriate actions that apply.

(2) Coordinates analysis with design agencies and policy/procedure staff offices.

(3) Officially opens Problem Reports (PR), when their merits support that action, and assigns PRs to action agencies for resolution.

(4) Tracks and documents potential and actual PRs.

(5) Coordinates decisions to close PRs when they are resolved and properly documented.

(6) Maintains databases and other records of TT and PR processing, resolution,  and closure.

e. Design agencies and staff offices.  These activities:

(1) Provide analysis support to the NOC in determining if a TT warrants opening and processing as a PR.

(2) Accept NOC assignments to develop, test, and implement changes to software, policy, and procedures, as applicable, to resolve open PRs assigned to them for action.

(3) Report to the NOC the numbers and implementation dates assigned to ECPs designed to resolve PRs.

(4) Select user acceptance test sites where they demonstrate the ECPs that actually resolve the problem.

(5) Invite originators to attend user acceptance tests and contribute comments about the results.

(6) Field software changes and implementation instructions following successful user acceptance tests.

(7) Provide closure recommendation and supporting documentation to the NOC to support closing the PR.

3-3 Process.  Most SSF installation related problems may be resolved locally when the installation representative contacts the local AMC SSF representative.  When an issue cannot be resolved locally, then the installation representative should prepare and submit a formal TT.  Anyone involved in the SSF process may submit a Trouble Ticket.  The steps to follow are listed below and in the flowchart in Appendix E:

a. Step 1 - Originate a TT. 

(1) Research the problem thoroughly and list the information in logical sequence.  For example:

(a) What was supposed to happen and what actually happened.  Describe the process in detail.  Use document identifier codes, routing identifier codes, DODAACs…all the information you would use to explain the situation clearly to an experienced logistics manager.

(b) Provide a full image of at least three of the transactions involved.

(2) Prepare the TT.  Preparation instructions are in Appendix F and a blank form is in Appendix G.

b. Step 2 – Forward TT with examples to the local AMC SSF representative.  If one is not available, submit it to the installation staff.  

c. Step 3 – The AMC representative or installation staff will:

(1) Determine accuracy of the TT and examples.

(2) Review the TT with AMC SSF counterparts.

(3) Decide whether or not to submit the TT to the NOC.

(a) If not, explain the reasons why in a response (and the solution, if applicable) to the originator.

(b) If yes, add the results of the local research and any additional comments or explanations to the appropriate sections of the TT and send it to the NOC at ssfnoc@hqamc.army.mil
d. Step 4 - NOC actions

(1) Conduct a merit review.

(a) Research previous problem report and action item files for similar situations and their resolutions.

(b) Discuss the issue with appropriate design agencies, functional proponents, and staff office representatives at SSF PMO and other appropriate agencies.

(c) Decide whether to open an official PR.

1 If opening a PR is not warranted, explain the reasons why (and the solution, if applicable) in a response to the originator and others that participated in the submission of the TT.

2 If yes, assign a PR number, assign the PR to the appropriate Office of Primary Responsibility (OPR) for action, and post the opened PR to the SSF web site.

e. Step 5 - OPR actions:

(1) Analyze the problem and develop a solution.

(2) Test and finalize the solution and notify the NOC of any applicable ECP numbers.

(3) Schedule a user acceptance test at an appropriate site and notify the NOC.

(4) Announce the date(s) and time(s) of the user acceptance test to the field.  If the site is not the one where the originator is, invite the originator to attend the acceptance test and offer comments.

(5) Conduct the user acceptance test and demonstrate that the solution actually resolves the problem.  If it doesn’t, repeat steps 1 through 5 until it does.

(6) When the user acceptance test is successful, provide a narrative of the solution and results to the NOC to support the recommendation to close the PR.

f. Step 6 - NOC Actions:

(1) Decide if the documentation from the user acceptance test meets the requirements for closing the PR.  If not, coordinate with the OPR until it does.

(2) Add the documentation to the PR file and close the PR.

(3) Post the closed PR to the SSF Web Site and email a copy to the originator and the members of the NOC distribution list.
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