SINGLE STOCK FUND 

CUSTOMER HANDBOOK

APPENDIX F
-
Trouble Ticket Preparation Instructions


Single Stock Fund Trouble Ticket (TT)


Reporting Site:      


 
Date Identified:      







 
Agency of Identifier:     


Name of Identifier:     

Trouble Ticket Title:      


Phone Number:      


e-mail:     

Recommended Priority Code:  FORMCHECKBOX 
One
 FORMCHECKBOX 
 Two 
 FORMCHECKBOX 
Three
 FORMCHECKBOX 
Four
One – Correct Item ASAP.
 



Two – Correct Item as a Priority.

Three  – Correct during routine upgrades.
Four – Correct as time permits.

Justification:      

Discipline or Capability:

 FORMCHECKBOX 
Supply
 FORMCHECKBOX 
Finance    FORMCHECKBOX 
Maintenance    FORMCHECKBOX 
Hardware   FORMCHECKBOX 
Software    FORMCHECKBOX 
Network


Business Systems (Check Those Impacted):

 FORMCHECKBOX 
SARSS EXISTING
 FORMCHECKBOX 
STARFIARS-MOD
 FORMCHECKBOX 
MW SOFTWARE
 FORMCHECKBOX 
ACIIPS

 FORMCHECKBOX 
SARSS SSF ECP
 FORMCHECKBOX 
ISB
 FORMCHECKBOX 
IFS
 FORMCHECKBOX 
RTRP




 FORMCHECKBOX 
STANFINS
 FORMCHECKBOX 
AFMIS
 FORMCHECKBOX 
AMCISS
 FORMCHECKBOX 
INTERACTIVE


 FORMCHECKBOX 
CCSS LOGISTICS
 FORMCHECKBOX 
FAS
 FORMCHECKBOX 
SOMARDS


 FORMCHECKBOX 
CCSS FINANCIAL
 FORMCHECKBOX 
TAMMIS
 FORMCHECKBOX 
OTHER (Note Problem Type)


Issue Category:      (Select the one code that best describes the situation.)

CODE
DEFINITION 
CODE
DEFINITION

A
Automated System Logic
P
Policy/Procedure Issue or Operation Error

D
Issue previously addressed 
X
Pre-existing Issue

E
Scheduled Enhancement (ICP/ECP)
I
Incomplete Specifications

N
New Requirement
U
Unknown

Problem Description:     

Recommended Action:     
Below - National Operations Center Use Only-----------------------------------------------------------


 FORMCHECKBOX 
 Open

Problem Report  #                      
 FORMCHECKBOX 
Closed
Date Closed:     

Assigned to:      
Action Taken/Solution:      
Coordinating Agencies:     
1. Reporting Site



Name of the SSF Implementation CTASC site.

2. Date identified



Date the problem is identified (usually the same date the PR is 

prepared).

3. Agency of Identifier

Name of agency or installation reporting problem.

4. Name of Identifier


Name of person who identified problem..

5. Trouble Ticket Title

A very short description of the problem.

6. Phone Number


Phone number of person to call about TT

7. E-mail:





Email address of person to contact about TT

8. Recommended 


Suggest a priority that best describes the importance of

Priority Code



solving the problem.

1 = Urgent – Correct Item ASAP

2 = High – Correct Item as a Priority

3 = Routine – Correct during routine upgrades

4 = Low – Correct as time permits

9. Justification



Explain reason(s) for priority selection.

10. Discipline/Capability

Choose area where problem exists.

11. Business Systems


Select all systems that the problem impacts

12. Issue Category



Select category code that best fits problem.  For example, for an 

Automated System Logic problem reported and resolved during SSF Demonstration, select Code D, Issue Previously Addressed.  However, if problem existed in its current form prior to SSF, then select Code X, Pre-existing Issue.

13. Problem Description

Explain details of problem.  How and when was it detected

(during what  process)?  What transactions were involved (Document Identifier Codes)?  What locations were involved (Routing Identifier Codes)?  What happened that wasn’t supposed to happen, or vice versa?  What is the impact of the problem on system processing, data accuracy, etc?  Provide at least three

examples of problem transactions.

14. Recommended 


List details of a solution you propose.  Identify what system

Solution




needs changing, what transactions and processes are involved, and 

how the recommended solution would resolve the problem.

15. TT Status




NOC use only.  When problem is not resolved locally or with help

from design agencies or other sources, the NOC will open an official PR and assign a PR Number (yyyy-mm-nnn).  The action agency assigned to resolve the problem will develop and test the solution and demonstrate it at a User Acceptance Site that may or may not be the originating site.  The originating site will be invited to observe the solution and offer comments.  The design agency is responsible for fielding, validating, and documenting the solution.

16. Assigned to



NOC use only.  Enter the OPR tasked to solve the problem.

17. Action Taken/



NOC use only.  Explain the details about how the problem was 

Solution
resolved.  Include any Engineering Change Package (ECP) number that is applicable.  When completed, the TT or PR should include information that explains:

· What caused the problem

· How it was fixed (version number, date, and narrative summary of the program logic in layman’s terms)

· When the fix was installed (date) and validated.

· How it was monitored, how many transactions were checked, how were they tracked, what were the results.

· Did the processing validate that the fix solved the problem?

· If the problem is solved, state clearly that the fix is validated and recommend closure of the TT/PR. 

· The NOC will evaluate the adequacy of the documentation justifying the closure and will return PR’s to OPRs for added documentation until the closed PR meets the standalone quality test for audit standards.

19. Coordinating 



NOC use only.  List the agencies involved in solving the problem.  

Agencies
The NOC and OPR will coordinate analysis and resolution of each PR.  Include ancillary agencies when necessary.  
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