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1. Introduction

The Defense Travel System (DTS) is a state of the art initiative designed to make Department of Defense (DoD) business travel “quicker, easier and better.”  The DTS is based on a Central Data Center (CDC) and its interfaces with other DoD and commercial systems.  Operation and maintenance of each of these individual systems are the responsibility of their respective process owners, but when integrated they constitute the end-to-end Defense Travel System.  Due to the complexity and number of systems involved in the DTS, there is a need for a comprehensive and multi-tiered Help Desk system to support travelers, Authorizing Officials (AO), Defense Travel Administrators (DTA), and other users.  This document describes the DLA DTS Help Desk system architecture, roles, and responsibilities.  Development of specific site Standard Operating Procedures (SOP) is the responsibility of DLA field activities.

2. Background

The DTS is an automated end-to-end system that substantially increases

customer service and mission support while at the same time reducing administrative costs and overhead.  This is accomplished through the use of DoD and commercial communication networks to connect the traveler and travel administrators to centralized CDC processors at the Northrop Grumman Mission Systems (NGMS) regional data center and to the servicing Commercial Travel Office (CTO).  Additionally, electronic transmission of claim information is made to the Defense Finance and Accounting Service (DFAS), and payments are electronically routed to the traveler’s bank account and to their government sponsored travel card account.

Since the DTS functions in an electronic rather than a paper environment, the organizational structures and process flows related to business travel are

dramatically changed.  Rather than a distinct series of stovepipe processes, the DTS can be thought of as an integrated electronic information-processing pipeline.  This new structure requires a different type of system to assist users when they experience a problem or require information.

3. Help Desk Objective

The objective of the DLA DTS Help Desk is to ensure customer satisfaction and mission accomplishment by resolving problems at the appropriate organization level.  Generally, the knowledge and skills necessary to resolve a DTS problem will be held by personnel at a site.  Data will also be collected to assess overall system performance as an aid in DTS process improvements.

4. Integrated System Approach

As stated above, the DTS is based on a CDC and its interfaces with other DoD

and commercial systems.  The following is a list of the systems which constitute the DTS and the primary organization responsible for each: 

System





Responsible Agency
Public Key Infrastructure (PKI)
Defense Information Systems Agency (DISA)

Central Data Center (CDC) 

            NGMS (Contractor)
Virtual Public Network (VPN) 

DISA/Services/Agencies

Electronic Commerce Processing 

DISA

Node (ECPN)

Defense Accounting & Disbursing 

Defense Finance and Accounting Service

System (DADS) 



(DFAS)
Electronic Funds Transfer (EFT) 

Federal Reserve Bank (FEDLINE)

Financial Institutions 



Numerous commercial financial

organizations
Archive/Management Info System 

Defense Manpower Data Center (DMDC)

Installation ADP/Network Infrastructure 
Installation/Site
Government sponsored charge card 

GSA (Bank of America)

Travel arrangements 



Travel Services Contractor

5. Help Desk Procedures

The DTS Help Desk has a three tier support structure.

a. Tier 1, the user level, is the first element of support.  This tier consists of the support

systems available to the traveler, the organizational DTA, and the Authorizing Officials (AO). This includes training materials received from trainers, Computer Based Training (CBT), help screens within the DTS, Frequently Asked Questions (FAQs) via the DTS web sites, and the government charge card vendor (for billing inquiries and problems).  When faced with a question or problem, the traveler or AO is expected to:

Gather information or data about the problem or question

Attempt to determine the probable problem source

Engage all Tier 1 sources to help solve the problem or answer the question

Report it to the DTS Tier 2 level if the problem or question cannot be resolved.

b. Tier 2 is the servicing CTO and the site DTS Help Desk.  This level is available for solving problems or answering questions in support of the traveler or AO.  Travelers will contact the CTO for travel arrangement problems or travel changes after commencement of travel.  The types of services provided by the CTO to DTS travelers are essentially the same as those provided under manual processes.  The local DTS Help Desk will support the end-user to resolve all other problems or questions.

The local DTS Help Desk will field problems and questions on topics such as: software, entitlements, travel policy issues, transaction problems, payment problems,

contract performance issues, etc.  It is the responsibility of each DLA Activity to determine where the local DTS Help Desk is sited, and how it is to be staffed and organized.

The local DTS Help Desk has as its support resources training materials, CBT, the CTO, DTS web sites, and the government travel card vendor.  At the Tier 2 level, examples of some functions include:

Acknowledging help requests from Tier 1

Being knowledgeable on the use of system and qualified to handle problems

appropriate to the DTA level

Reviewing data provided by Tier 1 and other DTS Help Desks

Gathering additional data as needed

Engaging other Tier 2 resources or associates in problem solving activities

Resolving Tier 2 problems accurately

Informing the problem owner of action status and when the problem is resolved

Escalating problems to Tier 3 only when all Tier 2 means are exhausted.

c. Tier 3 is the final level of DTS support.  NGMS provides support for this tier. The main purpose of this level is to provide direct support to the DTAs for those questions or problems that cannot be resolved at the Tier 1 or 2 level.  DTAs are not expected to have the knowledge, capabilities, or resources to troubleshoot problems occurring in the Defense Travel System outside of normal base level operations.  The NGMS Help Desk is equipped with specialized resources, points of contact, and technical knowledge to coordinate problem resolution at the higher system levels.

The vast majority of common questions or problems with DTS can be solved at the organizational DTA or user level.  In other cases, problems will require prior verification by the DTA that they are not due to base level hardware, software, or network difficulties, or that they cannot be corrected within the CDC database by either the traveler or the DTA.  For example, in the case of a non-receipt of an EFT payment, the DTA would first work with the traveler to verify that the bank account information in the traveler's profile was correct prior to reporting the non-EFT receipt as a problem that required DISA or DFAS action.  As another example, slow CDC response time could be a NGMS problem, a Non-secure Internet Protocol Router Network (NIPRNet) problem, or a base LAN problem.  In this case, the DTA is expected to check with the local base Information Technology or Information Systems staff and verify that the problem does not lie at the base level before reporting it to the NGMS Help Desk.

The NGMS Help Desk will resolve problems or questions relating to CDC issues or

performance that are forwarded by a DTA or travel services contractor.  DISA

will handle problems involving Public Key Infrastructure (PKI), NIPRNet, Virtual Private Networks, and non-receipt of EFT into the traveler’s bank account or travel charge card account, etc.  Resolution of problems forwarded to the Tier 3 level may encompass multiple technical areas and require cross-functional research among NGMS, DISA, and other government and commercial organizations.

As mentioned above, the DTAs will be expected to research and verify that a problem or issue is outside of their direct control prior to forwarding problems to the Tier 3 level.

Once a problem is presented to the third tier, it is extremely important that the DTAs and

their customers be kept abreast of the status of the problem and resolution.  At the Tier 3

level, functions include:

Acknowledging assignments from Tier 2 service providers

Reviewing data provided by the problem owner (from both Tiers 1 and 2)

Gathering additional information as necessary

Engaging resources necessary to solve the problem

Overseeing and coordinating resolution activities

Documenting current status in the call tracking/problem management system

Periodically communicating problem status to the Tier 2 DTS Help Desk
Documenting the resolution

Informing the Tier 2 DTS Help Desk when the problem is resolved.

Problems may be elevated to the Tier 3 Help Desk via telephone call, e-mail, FAX or by direct entry into the Tier 3 database.  Tier 3 Help Desk will utilize an automated call tracking system and a shared knowledge base to track problems and record lessons learned.

6. Help Desk Overview Training

Overview training on the DTS Help Desk System will be provided by the PMO training

team during DTA training.  Each organization/site will need to study and decide how to structure and staff its DTS Help Desk.

7.  DTS Help Desk Management

a. Discussion

It is the responsibility of each DLA Activity to evaluate their organizational structure and mission in order to determine how best to support or staff the DTS Help Desk.  The DTS Help Desk can be centrally located, or functional experts can reside in different work areas.  Some organizations may choose to set up a dedicated full time Help Desk; others may decide on a matrix organizational structure with a central point of contact who can refer problems or questions to local functional experts when necessary.  
To ensure proper support, it is suggested that the DTS Help Desk include a designated

Help Desk Manager who is responsible for the overall operation of the Help Desk.

Included in the DTS Help Desk organization should be designated personnel or points of

contact that are from the information technology, finance, and transportation functions.

The local DTS Help Desk should be reachable during normal working hours and have

one or more telephone numbers and an e-mail address.  DTAs are responsible for developing local Help Desk SOPs and providing this information to travelers and AOs.  DTAs are also responsible for generating local procedures for handling emergency travel requirements during nonworking hours and for dealing with urgent problems that occur when the Help Desk is not staffed.  Most urgent problems which occur after normal working hours will be related to travel arrangements; these will be handled by the commercial travel office (CTO) on a seven days a week, 24 hours per day basis.  The Help Desk can handle other problems during normal working hours.  It is recommended that the following management techniques be used to facilitate the DTS Help Desk:

Document all problems and questions in a call tracking and problem

management system. 
Document problems and their resolutions in a local knowledge base. The local

knowledge base will serve to record lessons learned and facilitate sharing of

information by Help Desk and training personnel.

Regularly utilize the local knowledge base to keep abreast of common problems

and how to resolve them.

As discussed above, the staffing and organization of the DTS Help Desk is at the discretion of each Activity.  The DLA PMO will establish procedures for sharing knowledge across the Agency.  
b. Recommended Help Desk functions and responsibilities

(1)  DLA PMO:  The DLA PMO is responsible for developing and maintaining the DLA Help Desk Concept of Operations.  In addition, the DLA PMO will work with the DLA Configuration Management Collaborative Team to develop and manage common Help Desk metrics and a common Help Desk database schema.         

(2). Local Help Desk Manager: This person is responsible and accountable for the operation of the local Help Desk.  Responsibilities include:

Developing SOPs for performing Help Desk responsibilities, if needed
Ensuring that Help Desk staff are carrying out local Help Desk and DTS policies

Ensuring that all call tickets are promptly answered or elevated to next level when appropriate

Maintaining a local knowledge base of Help Desk calls

Utilizing metrics to track overall Help Desk performance

Assessing Help Desk performance, making recommendations and executing improvements.

(3). Information Technology Representatives serve as the Information Technology (IT)

Point Of Contacts (POC) for the Help Desk and will field IT related questions.  Responsibilities include:

Taking Help Desk training
Researching technical issues and providing responses

Solving IT problems occurring at the installation level which impact local functioning of the DTS

Elevating IT problems to NGMS only after verifying the problem does not reside at the installation

Maintaining liaison with installation hardware, software, and network personnel

Monitoring frequently asked questions to add to knowledge base.

(4). Finance Representatives serve as the finance POCs for the Help Desk, and will field

all financial questions or problems.  Responsibilities include:

Taking Help Desk training

Developing expertise on lines of accounting and Centrally Billed Accounts (CBA)

Cross-training other Help Desk personnel on financial matters and financial systems pertaining to the DTS

Monitoring frequently asked questions to add to the knowledge base

Elevating specific transaction problems to NGMS after all local

resources have been exhausted.
(5). Transportation/Passenger Travel Specialists will field all non-routine transportation and travel policy issues.  Responsibilities include:

Having a thorough knowledge of simplified entitlements

Developing expertise on modes of travel and best use of each

Having knowledge of group and individual travel

Having knowledge regarding Air Mobility Command (AMC) controlled and

  
operated airlift

Having knowledge of transportation policy and procedures

Maintaining liaison with the CTO and HQ DLA travel specialist.

(6). Training Personnel are tasked with addressing training problems.  Responsibilities include:

Addressing training questions with DLA functional representative and the PMO-DTS Training Staff

Utilizing the knowledge base to improve training

8. General Problem Management and Resolution

Central to Help Desk problem management and resolution is the trouble ticket used to log all requests for Help Desk service.  All problems must be entered into the Help Desk trouble ticket database.  

Trouble ticket database.  The PMO-DTS has developed a trouble ticket database to track and resolve problems.  This database includes all the necessary information to capture problem and resolution data.  The database is available from the PMO-DTS. 
An organization may use the PMO-DTS developed tracking database or other Help Desk software (e.g., Remedy, Support Magic, or Vantive), but the following minimal information must be captured:

· Date and time the call was received

· Caller identification 

· Phone number and email address of caller

· Complete and specific description of problem(s) reported

· Priority, if applicable

· Identification of DTS Help Desk personnel who recorded trouble call

· Identification of person or office responsible for correcting the problem

· Complete and specific description of the solution

This is a reference for all Help Desk personnel; this problem may recur, and the notes might help someone else recognize and solve the problem more quickly. 

· Date and time the problem was resolved and the user notified.
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