SFCP-W-A  

SUBJECT:  External Standard Operating Procedure (SOP) E-01-05, Procedures for Submitting Problem Reports for MDCPDS


DEPARTMENT OF THE ARMY

OFFICE OF THE ASSISTANT SECRETARY

(MANPOWER AND RESERVE AFFAIRS)

WEST CIVILIAN PERSONNEL OPERATIONS CENTER

GREELY HALL,  BUILDING 61801

FORT HUACHUCA,  AZ  85613-5000

        REPLY TO

        ATTENTION OF

[image: image1.wmf]








SFCP-W-A  (1oo)
13 July 2001

MEMORANDUM FOR SEE DISTRIBUTION                   
SUBJECT:  External Standard Operating Procedure (SOP) E-01-05, Procedures for Submitting Problem Reports for MDCPDS   


1.  PURPOSE.  To provide procedures for submitting problem reports to the West CPOC Help Desk to ensure processing accountability. This supersedes the previous SOP dated 26 March 2001.
2.   SCOPE:   This procedure applies to all MDCPDS/CSU users and CPACs in the West Region.

3.   RESPONSIBILITIES:   

      a.  MDCPDS users: will contact servicing CPAC when technical problems are encountered and provide a description of the problem.

      b.  CPAC representative: CPAC will notify the West CPOC Help Desk of MDCPDS problem via published e-mail or telephone at HelpDesk@cpocwcp.hua.army.mil or DSN 821-8105/Comm (520) 533-8105.


      c.  West CPOC Information Services Division (ISD): will maintain a help desk to record and schedule problem reporting and resolution. 

4.  DEFINITIONS:
 
 
    a.  Functional Problem Reports: Functional problems are those which apply directly to the software application (e.g., not being able to access an RPA, incorrect permissions, etc.).


      b.  Technical Problem Reports: Technical problems are those which apply directly to the hardware or the communications associated with the software application (e.g., unable to print, ghostview not working, unable to logon due to CITRIX).


      c.  Trigger Error Problem Reports: The system generates an error message identifying a particular problem condition as a “trigger error.”  Trigger errors are considered technical problems, and for the purpose of problem reporting, will be handled as such. 
5.
  PROCEDURES:  Upon identifying that a problem exists, the MDCPDS/CSU user must provide the following information:


a.  The user’s name and userid of the person who encountered the problem.  


b.  The RPA Number, if applicable.


c.  The groupbox, if applicable.


d.  A brief description of the problem, to include the steps taken just prior to encountering the problem. 

e.  A screen shot of the error message. (including screenshot of  “history” button message).


f.  If a userid/password problem, specify whether CITRIX, MDCPDS, or CSU.

g.  Permission to reset the userid’s password to gain access to that account.

                




/S/

MARY M. RODRIGUEZ

                                                                        Director, West Civilian Personnel


                                                                            Operations Center  
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