
[image: image1.wmf]Fig.8- The user already has a Valid User ID

and Password and logs in and submits FIR.

Fig. 9- If FIR is an Emergency, the Emergency Contact will

be notified immediately by Phone or Beeper.

Fig. 7- The new user fills out user

registration form with the FIR.

Fig. 12- The Help Desk Administrators will receive an e-mail with a link to the FIR so they can

begin evaluation and resolution of the problem.

Fig 13- Administrator requests more

information from the user.

Fig 14- Administrator identifies and sends to

user a hyperlink to an existing PRR that

answers user's problems.

Fig.15 - Administrator can provides workaround

to user. Admin may or may not

generate a new PRR.

Fig 16- Admin decides if  the FIR requires

 further Investigation. Generates a new Pending

PRR, and offers a temporary workaround

to user if available.

Fig 17-The user is notified with solution or status of problem

resolution .

User in the Field Has a

Problem with Hardware/

Software

If approved receives valid ID and

Password

Fig.1- If new user, fills out and submits registration

form.

Submits Registration form

Fig. 2- User Logs into the Virtual Help

desk

Fig.3-User can search existing Problem

Resolution

Reports (PRRs) for a solution.

Fig 4.- Review the System Technical

Manuals

Fig. 5-Join Online Chat Room or the

Collaboration Forum.

Fig.6- User in the field has a software or hardware problem and needs

to submit a Field Incident Report (FIR) on the Virtual Help Desk Website

User submits Additional

 Information if requested.

Fig. 10-Emergency contact is called. Details of FIR

are dictated via computer generated voice.

Fig.11- Help desk Administrators receive page with

Phone # of help desk automated system and/or

details pertaining to FIR. They call into automated

system to hear FIR or contact user Directly.

                                 Admin calls into Automated

System.

                                                     Help Desk receives page.

Help Desk Administrator contacts user

directly.

User can't find solution on their own and

needs to submit a FIR


*For further explanations please view the proceeding page*

. 

Fig.1- A user in the field has a hardware/software problem, but is not a registered user.  When prompted to login into the help desk, the user fills out an Access Request form and submits it to Help Desk Administration.  Upon approval of the request, the user receives a valid User ID and password and can then access the Help Desk resources such as the FIR/PRR repositories, associated technical manuals, and Online Collaboration and Chat room (in Figs. 3, 4, and 5).

Fig. 2- A user in the field has a problem and is already a registered user with a valid User ID and password. The user proceeds to login to the help desk when prompted and subsequently has permissions to access the Help Desk resources such as the FIR/PRR repositories, associated technical manuals, and Online Collaboration and Chat room (in Figs. 3, 4, and 5).

Fig. 3- The user may search or browse the Problem Resolution Report (PRR) database for an existing solution to their problem. If a solution already exists and is located, the user does not need to proceed any further.

Fig.4- The user may view or download any Firefinder Technical Publication

Fig. 5- The user may access the Online Collaboration Forum & Chat room to either engage in a real time chat with other users or help desk personnel or post messages to the Online forum. This is a Help Desk resource which allows field users as well as system administrators to communicate with one another.  The forum gives the user the ability to post messages (with optional file attachments) to which other field users or help desk personnel can reply.  The user may also reply to messages which have been posted by another user at any given point in time. The forum can also be used as a virtual meeting place for users and help desk personnel to collaborate or resolve issues.

Fig. 6- A user in the field has a hardware/software problem and subsequently connects to the Online Help Desk website to submit a Field Incident Report (FIR).


Fig.7- The user is not a registered user, so they fill out the Field Incident Report (FIR) form including personal registration information. Upon submission of the form, the Help Desk administrators are notified of the FIR as well as the new user Access Request application. 

Fig. 8- The user is already registered and has a valid User ID and password.  They login to the help desk and fill out the Field Incident Report (FIR) form. (The user’s personal information is already filled into the form).  Upon submission of the form, the Help Desk administrators are notified of the FIR.

Fig. 9- If the Emergency checkbox on the FIR form is checked indicating a necessity for immediate action, an Emergency contact is telephoned and paged as are all other help desk administrators who carry pagers or mobile phones.

Fig. 10- An emergency FIR has been submitted. The Emergency contact is telephoned and details of the FIR are dictated to them via a computer generated voice.  The POC can then determine the best course of action to deal with the situation. 

Fig.11- An emergency FIR has been submitted.  The help desk administrators equipped with pagers are paged with the phone number of the automated help desk and/or text details pertaining to the FIR (including the name and telephone number of the field user who submitted the FIR). The administrator can then call the automated help desk number and hear the FIR dictated to them or if necessary, contact the field user directly by phone to discuss the nature of the problem.

Fig. 12- Upon submittal of a FIR by a field user, the Help Desk Administrators are notified via email with a hyperlink to the FIR so that they can review it in detail and prepare to take the appropriate action. begin to resolve it. 

Fig. 13- FIR response Option 1- The Administrator clicks the hyperlink to the FIR, reviews the details of it and determines that more information is required from the field user in order to troubleshoot the problem.  The Administrator proceeds to select the option to request more information from the user, and subsequently enters details about what information is needed from the user. Upon submission, the user is sent an email with a link to the details of the Administrator’s additional request for information.  When the user replies with the requested information, the Administrators are informed that the FIR has been updated with the additional information that was requested.  The FIR evaluation process is then restarted at Fig. 12.

Fig. 14- FIR response Option 2- The Administrator clicks the hyperlink to the FIR, reviews the details of it and determines that a Problem Resolution Report (PRR) already exists in the PRR repository which addresses the user’s problem.  The Administrator proceeds to select the option to refer the user to the specified PRR that solves the problem in question.  Upon submission, the user is sent an email with a link to the existing PRR and the FIR is Closed.

Fig. 15- FIR response Option 3- The Administrator clicks the hyperlink to the FIR, reviews the details of it and determines that a simple solution or workaround can be applied to solve the problem.  The Administrator proceeds to select the option for a Simple Solution/Workaround and enters the description of the solution.  The decision is then made whether or not to generate a PRR based on the solution to the FIR. If the problem will most likely be encountered by other users for one reason or another, then the Administrator selects the option to generate a PRR. This will make it easier for users who encounter this problem in the future to find a solution to their problem.  If on the other hand the problem was isolated and the Administrators determine that it is unlikely that it will be repeated by others, then the option will be selected NOT to generate a PRR from the FIR. Upon submission, the user is sent an email that details the simple solution/workaround and includes a link to the PRR if one was generated. The FIR status is set to Closed.

Fig. 16- FIR response Option 4- The Administrator clicks the hyperlink to the FIR, reviews the details of it and determines that no obvious solution exists; further investigation or action is required.  The Administrator proceeds to select the option for Further Investigation.  The problem type and priority are selected and a temporary workaround or quick fix is entered (if one is available).  Upon submission, the field user is sent an email indicating that the problem is legitimate and that further investigation is required  in order to find a solution.  The temporary workaround or quick fix is also included in the email to the user (if one was entered) as is a link to the newly generated PRR. The status of the FIR is set to Pending until which time a resolution to the problem can be determined.  If and when the problem is resolved, the PRR  is updated and closed as is the corresponding FIR and the field user is notified of the solution. 

Fig. 17- Based on which FIR response option is chosen by the Help Desk Administration, the user is notified as to the status of the FIR as well as to the details of a possible solution. 

*NOTE* 


While an Administrator has a PRR open for Editing, the database will lock it and prevent any other Administrator from editing it until the lock is released.    
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