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DS CRM ISEA - RMC Collaboration Tool

1 Overview

The Distance Support ISEA — RMC Collaboration Tool improves, simplifies, and documents
collaboration efforts between the RMC and Warfare Centers. This toolset provides the Warfare
Center and RMC subject matter experts with a common area to share advice, technical
information or ask questions. This tool does not require a separate program or application; the
two-way conversation is documented within the Distance Support Enterprise CRM Shared Data
Environment (SDE) (BMC Remedy) Work History section. The Collaboration Tool allows
additional collaborators to be invited into the discussion. This toolset leverages the use of
emails for notification and captures the information in the DS Enterprise CRM SDE for future
use.

This action directly supports the ISEA “three C goals” of Communication, Collaboration, and
Carry. Communication leads to Collaboration which will Carry us forward.

Remedy
TAAS
Record

S B oy -
®

| |
| |
| |
| e

I Chat Chat Notfification :

Message

| y ® |
I ‘ / |
| ! — . |
| 'r \ Invite Collaboration I
I — Third

I RMC @ fodeh Tool :
| [ | I
I Email | I Email I
I Message ®I T Message :
: otification | . _\ ) : ® Motification |
| | Chat | |
Lecsierennn s I Message @ D |

e ot e e e o gl e e -
Invite E il
Q Third Party @ Mes";:ge
Email Matification

Collaboration Too| '--———————————— "% __ |
Workflow

Figure 1-1 - Collaboration Tool Workflow
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The basic workflow of the tool is as follows:

(1) ISEA is notified by the Remedy System through email that the RMC is working a job for
one of their systems.

(2) The ISEA reviews job

(3) The ISEA collaborates with the RMC by entering text into the chat box

(4) RMC POC is notified of the collaboration through email

(5) The RMC reviews the ISEA message

(6) RMC continues the collaboration by entering additional chat.

(7) The ISEA is notified of additional information from the RMC by email.

The process continues as either the RMC or ISEA enter additional information. Other parties can
be invited into the collaboration as follows:

(A) RMC or ISEA invite a third party to collaborate

(B) Third party is notified through email of the collaboration

(C) The third party enters collaboration chat and both the RMC and ISEA are notified of the
new information.

(D) The third party is included on all future collaboration for this job.

9/19/12 Unclassified



DS CRM ISEA - RMC Collaboration Tool

2 Accessing the Collaboration Tool

The Collaboration Tool is hosted by the Distance Support program in Navy Data Center, San
Diego. Access will most often be through a link contained in an email related to an ongoing
tech assist. It is also planned for the Service Request Module of the Navy 311 website. A DoD
PKI certificate is required for usage of the Collaboration Tool.

3 Parts of the Collaboration Tool
Below is a screenshot of the tool.

Global Distance Support Center, Technical - Collaboration Exit & Logoff

Welcome |saac Isea - In Service Engineering Agent (ISEA)

; : A d by URL o - -
Show Me: J Azx:s:o\lﬁ:crat\ons -Kilo Details \Glaboratlon Chat \

Opportunities for Collaboration
JCN 23162EAD10418

~ Open Requests

. Ship Name USS DEWEY DDG 105 Send

~ USS DEWEY DDG 105
¥ COMDITIOMING SY'S, AR (R-114 CHILLED WA~ CASREP DTG ]
el
v
232 VLA CASREP Serial CASREP Category G

APL 33A070001 BC T40S000 UNCLASSIFIED

Equipment Name CONDITIONING SY 2, AR (R-114 CHILLED WATER PLANT)

HSC 51422
HSC Name AIR COMDITIONING PLANT - MO. 2
Status Name N PROGRESS

Work Status Name OMNBOARD-LOCAL

Priority Code 4

Collaborations | == 2-Kilo N Chat

-

Remarks

Comments ONBOARD-LOCAL
RMC SWRIMC =] Contact
Work Group Name C-213A AIR COMDITIONING AMND REFRIGERATION COMPRESSORS TECH

POC First Name ROGER POC Last Name RMC

5172011
12:56:00 P

51212011
10:43:00 AM

Figure 3-1 - Collaboration Tool

There are three main parts to the Collaboration Tool - Chat, 2-Kilo and Collaborations.
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3.1 2-Kilo

The middle area of the display contains details about the job.

2-Kilo Details

JCN 23162EAMMON S

Ship Name USS DEWEY DDG 105

CASREP DTG

CASREP Serial CASREP Category

APL 33A070001 ac T40=000

Equipment Name  COMNDTIONIMNG SY'S, AR (R-114 CHILLED WATER PLANT)

HSC 51422
HSC Name AR COMDITIONING PLANT - NC. 2
Status Mame M PROGRESS

Waork Status Name OMNBOARD-LOCAL

Priority Code 4

When Discovered 2/20/2011 7:00:00 P

Date Received 372011 8:15:00 &AM Deadline Date 4/28¢2011 5:00:00 PM
Deferral Date 2/20/2011 7:00:00 PM Date Updated 5/17i2011 9:28:31 AM
Remarks =
Comments COMBOARD-LOCAL

RMC SWRMC 5] Contact

Work Group Name C-2134 AIR CONDITIONING AND REFRIGERATION COMPRESSORS TECH

POC First Name ROGER POC Last Name RMC

Date ™ Comment

5172011
12:56:00 P

Si22011
10:43:00 AR

3162011
2:23:00 PM

T

Figure 3-2 - 2-Kilo Details
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3.2 Chat
The chat box is used to type information that will be relayed to other collaborators and be

documented in work history.

Collaboration Chat
ISEA, that would be great. |

would love to hear what you =]
have | [%Se”‘j
Fl f_"-*:
l‘:ﬁil:l
Invite
UNCLASSIFIED
Isaac Isea (ISEA)

3112012 4:47:19 PM

Hello RMC, I have seen this problem
before and | think that I might be able 1o
aSs5ist.

Figure 3-3 - Collaboration Chat Box

3.3 Collaborations
The Collaborations area allows users to search for collaborations. There are three ways to
search for collaborations. Click the radio button to select the appropriate method.

1) Directly by URL
2) Through a list of Active Collaborations
3) Through a list of Collaboration Opportunities

Show Me: @& Accessed by URL
Active Collaborations
" Opportunities for Collaboration
¥ Open Requests
* USS DEWEY DDG 105
¥ CONDITIONING SY'S, AIR (RF-114 CHILLED WA~
23162EA010418

Figure 3-4 - Find Collaborations
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4 ISEA actions

4.1 Email Notification to ISEA of Tech Assist
The ISEA is notified by the Distance Support program through email when the RMC is working a
job for a system under their responsibility.

From : anchordeskfnavy.mil

To @ k
CC : h
BCC

Subject : Tech Assist Notification from RMC for Collsboration, TALA3Z00000021947 is Open
Plain Text EBody:
L Tech Assist has bheen opened at the AOR RMC on the helow identified Ship and System.

Tou are being sent this email notification as the Global Distance 3upport Center, Technical
[GD3IC-T) has identified wyou as the cognizant ISEL chnical POC. If wou are not the correct POC
please reply to this e-mail and prowvide the correcéﬁpoc or indicate that you do not know the
correct POC.

If you desire updated status, please contact the GDEIC-T referencing the Rewmedy Support Reguest
nuwber, and the GDIC-T will prowvide you updates as desired. Contact the GDIC-T by replying to
thiz ewail [anchordeskfnavy.mwil), by online chat at www.anchordesk. nav—" e
415-6524 (option 2, option Z2). Do not contsct the RMC for routine =ta Llnk to Tech ASSiSt

The intent of this email iz to facilitate collaboration bhetween the RNC and [SEL comnunities,
with the goal being to fix the 2hip and System in the most effective and efficient manner

pos=sible. For example if wou have a solution or recommendation to eypedite the repair, or have
parts on hand, by all means feel free to respond by entering your response in the Collahoration
forum:

https:/fgamwpleurl.ndesd. nowi . navy.wil/gdse/chat . asp?jon=2 1350EM04 ZAGE

Receipt of this notification does not authorize any additional expenditure of support funds.
Tech Ahssist escalation will proceed if warranted, IAW JFMM policy.

Figure 4-1 - Open Tech Assist Email Notification

The email contains a link to the Collaboration Tool and allows the ISEA to review and comment
on the job.
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4.2 ISEA Collaboration Chat
The Collaboration tool displays the Tech Assist.

Global Distance Support Center, Technical - Collaboration Exit & | ogoff
Welcome Isaac Isea - In Service Engineering Agent (ISEA)

Show Me: @ Accessed by URL

-, Active Collaborations 2-Kilo Details Collaboration Chat
Opportunities for Collaboration
JCN 23162EA010418 5
* Open Requests =
Ship Name UsSs DEWEY DDG 105 Sen
~ USS DEWEY DDG 105

~ CONDITIONING SYS, AR (R-114 CHILLED WA’ | CASREP DTG jele]
D
IS CASREP Serial CASREP Categary i dnl

APL 334070001 BC T40s000 UNCLASSIFIED

Eguipment Name CONDTIONING SYS, AR (R-114 CHILLED WATER PLANT)

HSC 51422
HSC Name AIR CONDITIONING PLAMNT - NO. 2
Status Name IN PROGRESS

Work Status Name ONBOARD-LOCAL

Priority Code 4

When Discovered 2/20/2011 7:00:00 P

Date Received 3i7i2011 8:15:00 AM Deadline Date 4/28/2011 8:00:00 P
Deferral Date 2/20/2011 7:00:00 P Date Updated SMTI2011 9:25:31 AM
Remarks 2
Comments ONBOARD-LOCAL

RMC SWRMC [ Contadt

Work Group Name C-2134 AIR CONDITIONING AND REFRIGERATION COMPRESSORS TECH

POC First Name ROGER POC Last Name RMC

SM72011
12:56:00 PM

51212011
10:43:00 AM

3118/2011
2:23:00 P

Figure 4-2 - Collaboration Tool

ISEA enters text into the chat window and after fully entering the information clicks Send to
save the information in Work History and deliver a message to the RMC informing them of the
collaboration.
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Collaboration Chat Enter text to send to RMC
He| q
:[ S5end
o |

Invite Click to save message and

UNCLASSIFIED notify RMC

Figure 4-3 - Collaboration Chat

4.3 ISEA Notified of Additional Collaboration Chat
The ISEA is notified by the Distance Support program through email when additional
collaborative chat is available for review.

From : anchordeskinavy.mil

To : somwe.onefnavy.mil

CCo:

BCC

Subject @ MNotifieation of Collaboration Activity on TLASOOOODOO021947 (2 1350EMO4ZRAGS)

Plain Text Body:

This message iz to notify vou that there has been collsboration activity on a Tech Assist for
which wyou are the RBMC or ISELA point-of-contact or a past contributor. Flease click the following

link to wiew this actiwvitcy:

https://sampleurl.ndesd. nomi.navy.mil/gdsc/chat . asp?jon=21350EM04ZAGE

If you are not a point-of-contact for this Tech Assisty, please reply to this e-mail to the Global
Distance Support Center, Techhical (GDSC-T), S0 they cathassist with updating this Tech Assist.

Link to Tech Assist and
Collaboration Chat

—--— TECH AZ3I3T REFERENCE NUMEER --—-

Remedy Number: TALZOOOOOOZ 1947

JCH: Z1350EMD4ZAGE

——— SERVICE REQUEST INFORMATICH —--- I

Customer Activity: U3s SIMPSCON FFG S6

Date/Time Open: 9/30/2011 5:15:00 LM

Noun Name: GENERATOR 3ET, 60HZ, DIESEL ENGIMNE DRIVEN

Pro
REQ
L3S
CHE
4,

PR
THE
473

Figure 4-4 - Notification of Collaboration
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5 RMC actions

5.1 Email Notification to RMC of Collaboration

The RMC is notified by the Distance Support program through email when the ISEA wants to
collaborate with the RMC and has entered information about the job. This email is in the same
format as the ISEA notification. See figure 3-4.

5.2 RMC Collaboration Chat

The RMC enters text into the chat window. After fully entering the information click Send to
save the information in Work History and deliver a message to the ISEA informing them of the
new information. See figures 3-2 and 3-3.

6 Additional Collaborators actions

6.1 Invite Additional Collaborators
Additional collaborators can be invited into the conversation.

Collaboration Chat
He|

g Clink Invite to collaborate

with additional parties
UNCLASSIFIED

Figure 6-1 - Invite Additional Collaborators

9/19/12 Unclassified
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|-

Jg GOEC-T Collaboration {jeff-b¥Swzdrose) - Windows Internet Explorer | (=]

|E httpeffjeff-b T Qnzdrosefarsysfformsfeff-bT dnzdrose/GOEC-T+ CollaborationIrnvite Foacheid=50802 255 &format=htrm |

Invite Third Party

e %.;]

Email Address| |
Check
\ Enter email address of

additional collaborator

Dizplay Name

Last Name

First Name Click Check to lookup collaborator — —
Middle in Global Address List = o

Send Cancet
Telephone /

Click send to invite

Figure 6-2 - RMC POC Information

6.2 Additional Party Collaboration Chat
The Third Party enters text into the chat box. Once the information is fully entered click Send to
notify all other collaborators of the new information. See figure 3-4.

7 Additional Features

7.1 Security

A Common Access Card (CAC) is required to access the Collaboration Tool. Users without a CAC
are required to complete DD Form 2875, System Authorization Access Request (SAAR) to obtain
a user id and password.

9/19/12 Unclassified
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7.2 Collaboration Captured in Work History
All chat entries are appended to the Job Control Number’s (JCN) work history in the DS Remedy

system. They are available on-demand for historical purposes.

GOSC-T Support Request [jef-bT ]-- Work History

Liany Histony:

AM2012 4:47 41 P Distributed Sernver
M2012 44728 PM ISAAC ISEA

Collaboration chat from 1SEA:
Hello RMC, | hawe seen thiz prablem befare and | think that | might be able to assist.

srFizod 125600 Po (RGN E

[ 14
]
D etve . i

Liany Editor:

Cancel

Figure 7-1 - Work History

9/19/12 Unclassified
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7.3 RMC Point of Contact
Contact information for the RMC Point of Contact (POC) is available by clicking the Contact

button.

Global Distance Support Center, Technical - Collaboration

Show Me: @ Accessed by URL
“) Active Collaborations
Opportunities for Collaboration
* Open Requests
T USE DEWEY DDG 105
~ COMDITIONING SY'S, AIR (R-114 CHILLED W4’
Z3162EAD10418

2-Kilo Details

JCN

Ship Name
CASREP DTG
CASREP Serial
APL

Equipment Name
HSC

HSC Name

Status Name
Work Status Name
Priority Code
When Discovered
Date Received

Deferral Date

Remarks

Comments
RMC

Work Group Name

POC First Name

SM72011
12:56:00 PM

51212011
10:43:00 AM

3118/2011
2:23:00 P

Welcome Isaac Isea - In Service Engineering Agent (ISEA)

23162EA010418

Uss DEWEY DDG 105

CASREP Category

334070001 Bc T40S000
CONDITIOMNING SYS, AR (R-114 CHILLED WATER PLANT)
51422

AIR CONDITIONING PLANT - NO. 2

IN PROGRESS
ONBOARD-LOCAL
4

2/20/2011 7:00:00 P

372011 8:15:00 AM Deadline Date 428/2011 8:00:00 P

2/20/2011 7:00:00 Pt

Date Updated

51712011 9:23:31 AM

ONBOARD-LOCAL

SWRMC 18] Contact
C-2134 AIR CONDITIONING AND REFRIGERATION COMPRES SRS TECH

ROGER POC Last Name RMC

Exit & Logoff

Collaboration Chat

Send

&8

Invite

UNCLASSIFIED

. Click to obtain
RMC POC
information

Figure 7-2 - RMC POC Button

9/19/12
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Below is the display of RMC contact information.

=

@ GDEC-T Integration TAAS-Info (jeff-bT9wzdrose) - Windows Internet Explorer | {ml=)
‘E bittpffjeff-b TSz drosefarsys Formsfeff-b T Dnzdrose /GO EC-T +Integration + TALE-Info /RMC +POCFcacheid=2396bdbe |

RMC Contact Information

Command Name SWRMC

Work Group Mame  C-2134 AIR COMNDITIOMING &ND REFRIGERATION COMPRESSORS TECH

Last Name RIC

First Name ROGER %
Rank

Phone 619-556-2602

Phone Extension

Email Address roger.rme{@navy . mil

Figure 7-3 - RMC Contact Information

9/19/12 Unclassified
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