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NMCI:  Philadelphia Trouble Tickets
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INTRODUCTION

The Navy’s decision to track NMCI performance at the enterprise level has negatively impacted mission accomplishment at the command level.  The purpose of this paper is to demonstrate the impact, and to recommend potential solutions to the problem.

Navy transformation initiatives, and specifically the implementation of the NMCI environment, have necessitated significant changes to the Navy team.  The ability for NMCI customers to do their jobs effectively requires their computers to work properly and consistently.  Meaningful customer support metrics are necessary.  Current metrics under NMCI are either insufficient or not available to enable leadership the tools to monitor and improve workforce productivity.
ENVIRONMENT

Implementation of NMCI has not been followed with necessary customer-oriented metrics at the command level.  Available evidence indicates NMCI customers are waiting too long for required service and support from the NMCI contractor directly impacting customer satisfaction and organizational performance to complete assigned mission and support to the Fleet war fighter.

The NMCI contract is currently between EDS and the Navy with SPAWAR serving as the lead agent for the entire Navy enterprise.  The NMCI contract provides allowances for performance measurement within the construct of SLAs.  As an enterprise level service & support contract it includes the requirement for performance data to measure and ensure the contractor is meeting the various SLAs.  The required performance data is made available at the Navy enterprise level for each geographic site or area receiving NMCI service & support from EDS.  SLAs and associated performance data are not detailed down to the organizational/command level where NMCI service and support is provided to actual NMCI customers.

Relying on SLAs depicting only Navy-wide service and support performance masks the contractor’s true performance at organization/command levels.  SLA’s reported to be meeting specific enterprise level goals can hide specific mission critical support areas at any given command with negative impact to mission accomplishment.  The Navy/Marine Corps team is flying blind without the ability to monitor the impact of NMCI on workforce productivity at the organizational/command level.

PROPOSAL

EDS currently provides a Web site for the local organization/command to view a limited number of selected data elements from the supporting EDS Remedy Help Desk management database tool.  This Web site tool has proven to be extremely helpful and the only vehicle currently available for the local organization/command to view status of each individual service request supporting the NMCI customer.

Using the EDS provided Remedy Web site tool, a limited number of local commands currently receiving NMCI service and support have managed self-help initiatives to create relatively low granularity NMCI customer support metrics.

The two relevant and attainable customer support metrics are derived from  the ability of the NMCI contractor to execute and complete service requests in a timely manner for NMCI customers.  There are currently two types of requests in use supporting the NMCI environment for a NMCI customer to effect necessary service and support from the supporting contractor – MAC (Move, Add, Change) requests and NMCI Trouble Tickets.

NMCI MAC requests are currently monitored per the NMCI contract via a contract SLA Number 15 but only to achieve a closure goal within four days or less and reported only at the Navy enterprise level.  No metric exists to monitor the open (backorder) MAC requests and the impact of these respective aging open MAC requests to the NMCI customer.  Additionally, no metrics are made available at the local organizational/command level.

NMCI Trouble Tickets are not monitored per the NMCI contract.  There is no specific NMCI contract SLA for NMCI Help Desk initiated Trouble Tickets.  However, a Trouble Ticket metric could be added to the contract and the associated metrics made available to both the contractor and local command to proactively monitor and improve service and support to the NMCI customer, as necessary.

Examples of the resulting metrics supporting NMCI customers in Mechanicsburg & Philadelphia are depicted in Appendix A & B.  NMCI customer support data and metric trends are depicted from March through September 2003.  Appendix A provides the resulting metrics for all organizations/commands receiving NMCI service and support in the geographic areas of Mechanicsburg and Philadelphia, Pennsylvania.  Appendix B provides a recently added enhancement to improve metrics granularity by depicting or breaking out a specific command receiving NMCI service and support based on the Unit Identification Code (UIC).  Appendix 2 depicts the resulting metrics for the Naval Inventory Control Point (NAVICP) Mechanicsburg site (UIC = N00104) and Philadelphia site (UIC = N00383) with a total of approximately 3500 NMCI customers implemented.

COST-BENEFIT

There are both direct and indirect costs to the Department of Navy when a computer is not available.  These costs include the direct cost of downtime for the employee, the cost of lost or delayed service to the customer, and the value of the work that is not accomplished.

IMPLEMENTATION STRATEGIES

· Customer oriented support metrics should be made available by SPAWAR and specifically the NMCI Program Management Office (PMO) at the command level to better enable and improve command involvement and workforce productivity. 

· The Navy must ensure required data and specifically NMCI customer support metrics are available to the customer at a claimancy level via the designated Navy Contracting Technical Representatives and Claimancy Program/Project Management.

· Financial incentives can be provided to the NMCI contractor for proactive management of all MAC requests and NMCI Trouble Tickets at the local organizational/command level.

· NMCI customer support and service matter to the NMCI customer and it is imperative we create the management processes and metrics to motivate the contractor to expeditiously close all tickets.
· Navy enterprise goals for NMCI must include continuous improvement to NMCI service and support while enabling the NMCI customer to achieve mission and required readiness support to the Fleet war fighter.
RECOMMENDATIONS

Request SPAWAR NMCI Directors Office and specifically NMCI PMO (PMW-164) provide the following to the Navy / Marine Corps Team:

1. Provide organization/command level NMCI customer support metrics for NMCI MAC (Move, Add, Change) requests and NMCI Trouble Ticket close and open (backorder) trend statistics on a monthly basis.

NMCI customer support metric granularity should include the ability to discern between the supporting ISF Local Base Operation’s tickets (physical visit support to NMCI customer required) and those processed by the NMCI Help Desk and Network Operating Center (NOC) tickets (logical or virtual support to NMCI customer).  In addition, the Navy needs to have a copy of and a full understanding of the metrics algorithm used by EDS to compute all necessary NMCI customer support metrics.  For example, when does the metric for a Trouble Ticket start?  For example, is it when the NMCI Help Desk call is made by the NMCI customer or when the action is assigned to a technician or group on the Information Strike Force (ISF)/EDS team to complete the action?

Additional metric granularity enhancements to consider should support the ability to discern between the following types of NMCI problems:

· Desktop hardware problems (NMCI SLA #1);

· E-mail performance problems (NMCI SLA #3);

· Print services (NMCI SLA #9);

· Internet access (NMCI SLA #12);

· Mainframe access (NMCI SLA #13);

· Desktop access to government applications (NMCI SLA #14);

· Unclassified remote access (NMCI SLA #18);

· Classified remote access (NMCI SLA #19);

· Organizational messaging services (NMCI SLA #20A);

· Desktop VTC (NMCI SLA #21)

· And any other SLAs considered necessary to achieve organizational/command level mission requirements.

This type of metric granularity is critical because it also will enable the Navy designated Contract Technical Representatives (CTR) and Activity Contract Technical Representatives (ACTR) with the ability to validate SLA performance for invoice payment and for any financial bonus incentives due the contractor.  Once the cutover process to the NMCI environment is completed the Navy will begin monitoring SLAs to validate 100 percent of NMCI invoices and bonus money for payment to the contractor.   As it is now without the algorithms and the detail described above it is all but impossible to provide such necessary validation at a claimancy level (NAVSEA, NAVAIR, NAVSUP, SPAWAR, and NAVRESFOR for example).

2. Update/modify the NMCI contract SLA ( 15 supporting MAC (Move, Add, Change) request processing to include incentives for proactive contractor management of open (backorder) MACs … goal should be to close/complete all open MAC requests within 4 days at the local organization/command level.

3. Update/modify the NMCI contract to include a new SLA for NMCI Help Desk Trouble Ticket processing.  The new NMCI Trouble Ticket SLA should include incentives for proactive contractor management of NMCI Trouble Ticket close rate and open (backorder) processing time.  A suggested goal would be to close/complete all Trouble Tickets within 1 day at the local organization/command level.

4. The NMCI customer service metrics data collected and presented in Appendix 1 & 2 are representative of at least the NAVSUP community in Mechanicsburg and Philadelphia and possibly the entire Navy enterprise.  Request Navy NMCI PMO validate/confirm if the statistical trends and problems depicted with ticket close rates and aging open (backorder) tickets are unique/localized to Mechanicsburg and Philadelphia.  Specifically, do these same trends and problems apply Navy wide?
APPENDIX A
Appendix A provides the resulting metrics for all organizations/commands receiving NMCI service and support in the geographic areas of Mechanicsburg and Philadelphia, Pennsylvania. 

Data for NMCI metrics regarding MAC's & Trouble Tickets was downloaded from the EDS provided Remedy Web Tool with results reported as of the morning of 1 October 2003 for Mechanicsburg & Philadelphia.  The following provides a summary analysis regarding MAC and Trouble Ticket status for each geographic area supported by EDS in Mechanicsburg and Philadelphia, Pennsylvania.  All commands using NMCI at these two sites are included in the available data without breaking out Naval Inventory Control Point (NAVICP) sites located in Mechanicsburg (UIC = N00104) and Philadelphia (UIC = N00383):

* Analysis of the attached NMCI metrics from September 2003 reveals the average days to close MAC's improved in Mechanicsburg but degraded or got worse in September for Philadelphia as compared to the previous month.  The average days to close Trouble Tickets degraded or got worse in September for both Mechanicsburg and Philadelphia as compared to the previous month.

The average days to close MAC's for Mechanicsburg improved from 13.9 days in August to 9.3 days in September.  The average days to close MAC's for Philadelphia degraded from 21.1 days in August to 21.8 days in September.  The average days to close Trouble Ticket's for Mechanicsburg degraded from 4.5 days in August to 7.7 days in September.  The average days to close Trouble Ticket's for Philadelphia degraded from 5.6 days in August to 7.7 days in September.

* The September NMCI metrics indicate significant progress was made by the EDS team to reduce the total number of open (backorder) MAC's and Trouble Tickets in both Mechanicsburg & Philadelphia.

The total number of open MAC's in Mechanicsburg decreased from 163 in August to 87 in September and the total number of open MAC's in Philadelphia decreased from 192 in August to 93 in September.  The total number of open Trouble Tickets in Mechanicsburg decreased from 485 in August to 260 in September and the total number of open Trouble Tickets in Philadelphia decreased from 346 in August to 182 in September.

* The most problematic open MAC & Trouble Ticket age category appears in the 20 days and older date range.  For open MAC's this date range comprises approximately 40% of open MAC's impacting Mechanicsburg NMCI customers and approximately 63% of open MAC's impacting Philadelphia customers.  For open Trouble Ticket's this date range comprises approximately 49% of open Trouble Ticket's impacting Mechanicsburg NMCI customers and approximately 52% of open Trouble Ticket's impacting Philadelphia NMCI customers.

The average age of open MAC's for Mechanicsburg degraded from 33.7 days in August to 48.6 days in September.  The average age of open MAC's for Philadelphia degraded from 30.7 days in August to 45.5 days in September.  The average age of open Trouble Ticket's for Mechanicsburg degraded from 20.1 days in August to 22.4 days in September.  The average age of open Trouble Ticket's for Philadelphia degraded from 21.8 days in August to 27.0 days in September.

* Bottom line: the attached NMCI metrics continue high out of spec for all MAC's and Trouble Tickets supporting the Mechanicsburg and Philadelphia NMCI sites.  Statistical trends regarding open (backorder) MAC's and Trouble Ticket's improved in September however all other related metrics continue problematic impacting NMCI customer satisfaction, productivity, and mission execution.  It is our contention the NMCI Help Desk, Network Operating Centers, and as important, the local EDS Base OPS teams must be provided with the required staffing and be empowered with the required tools to complete MAC's and resolve Trouble Ticket's expeditiously.
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MAC Requests 

Definition:

NMCI Move, Add, Change (MAC) requests are submitted by the NMCI Activity Contract Technical Representatives (ACTR) for NAVICP NMCI customers to receive the following types of NMCI related business support:

- MAC requests for processing and executing approved user requests

- user account services to include Create and Modify, De-install, Move and Re-install approved hardware and software changes.

Computation:

Balance of Open MACs = Balance of Open MACs from previous month + MACs Opened – MACs Closed

Data Source:

NMCI ISF/EDS providedWeb Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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MAC Requests 

Definition:

NMCI Move, Add, Change (MAC) requests are submitted by the NMCI Activity Contract Technical Representatives (ACTR) for NAVICP NMCI customers to receive the following types of NMCI related business support:

- MAC requests for processing and executing approved user requests

- user account services to include Create and Modify, De-install, Move and Re-install approved hardware and software changes.

Computation:

Balance of Open MACs = Balance of Open MACs from previous month + MACs Opened – MACs Closed

Data Source:

NMCI ISF/EDS providedWeb Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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Trouble Tickets

Definition:

NMCI Trouble Tickets are created by NMCI users for Technical and Application Support to include the following:


- problem resolution


- laptop (including network connectivity)


- workstation (including network connectivity)


- software


- printer


- password resets.

Computation:

Balance of Open Trouble Tickets = Balance of Open Trouble Tickets from previous month + Trouble Tickets Opened – Trouble Tickets Closed

Data Source:

NMCI ISF/EDS provided Web Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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Trouble Tickets 

Definition:

NMCI Trouble Tickets are created by NMCI users for Technical and Application Support to include the following:


- problem resolution


- laptop (including network connectivity)


- workstation (including network connectivity)


- software


- printer


- password resets.

Computation:

Balance of Open Trouble Tickets = Balance of Open Trouble Tickets from previous month + Trouble Tickets Opened – Trouble Tickets Closed

Data Source:

NMCI ISF/EDS provided Web Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
[image: image8.wmf]8

NMCI:  Philadelphia Open Trouble Tickets

0

50

100

150

200

250

300

350

400

450

500

Aug-03

Sep-03

Open Trouble Tickets

0

5

10

15

20

25

30

Days

GT 50

21 - 50

11 - 20

6 - 10

2 - 5

0 - 1

Average Age

of Open

Trouble

Tickets

 

Sep

-

03

 

Philadelphia

 Open Trouble Tickets

 

Average Age of Open Trouble Tickets

 

183

 

27.0

 

 


Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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MONTH YEAR

LOCATION

REQUEST TYPE

REQUESTS 

OPENED IN 

MONTH

TOTAL 

REQUESTS 

CLOSED IN 

SAME MONTH

OPEN BALANCE

AVERAGE DAYS 

TO CLOSE

Mar 2003

MECH

MAC

264

261

60

7.1

Apr 2003

MECH

MAC

228

253

35

4.9

May 2003

MECH

MAC

300

174

161

5.5

Jun 2003

MECH

MAC

664

540

285

7.9

Jul 2003

MECH

MAC

659

728

216

10.6

Aug 2003

MECH

MAC

407

460

163

13.9

Sep 2003

MECH

MAC

424

500

87

9.3

Mar 2003

MECH

TROUBLE TICKET

1130

1041

146

1.8

Apr 2003

MECH

TROUBLE TICKET

1611

1610

147

2.6

May 2003

MECH

TROUBLE TICKET

1986

1898

235

2.5

Jun 2003

MECH

TROUBLE TICKET

1644

1627

252

3.5

Jul 2003

MECH

TROUBLE TICKET

2219

2100

371

4.1

Aug 2003

MECH

TROUBLE TICKET

2468

2354

485

4.5

Sep 2003

MECH

TROUBLE TICKET

1651

1876

260

7.7

Mar 2003

PHIL

MAC

140

128

27

5.7

Apr 2003

PHIL

MAC

132

112

47

4.6

May 2003

PHIL

MAC

43

43

47

21.1

Jun 2003

PHIL

MAC

246

121

172

3.8

Jul 2003

PHIL

MAC

293

235

230

11

Aug 2003

PHIL

MAC

307

345

192

21.1

Sep 2003

PHIL

MAC

200

299

93

21.8

Mar 2003

PHIL

TROUBLE TICKET

477

462

32

2.3

Apr 2003

PHIL

TROUBLE TICKET

910

855

87

1.7

May 2003

PHIL

TROUBLE TICKET

1450

1370

167

2.1

Jun 2003

PHIL

TROUBLE TICKET

1291

1286

172

3

Jul 2003

PHIL

TROUBLE TICKET

1592

1484

280

3.8

Aug 2003

PHIL

TROUBLE TICKET

1379

1313

346

5.6

Sep 2003

PHIL

TROUBLE TICKET

1023

1187

182

7.7

Balance Calculations - data as of 1 October 2003


Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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SITE

REQUEST TYPE

AVERAGE AGE OF 

OPEN TICKETS (DAYS)

MECH

MAC

48.6

MECH

Trouble Ticket

22.4

PHIL

MAC

45.5

PHIL

Trouble Ticket

27

SITE

REQUEST TYPE

AGE CATEGORY

TICKET COUNT

MECH

MAC

Less than 2 days

13

MECH

MAC

Between 2 and 5 days

9

MECH

MAC

Between 5 and 10 days

12

MECH

MAC

Between 10 and 20 days

18

MECH

MAC

Between 20 and 50 days

11

MECH

MAC

Greater than 50 days

24

MECH

Trouble Ticket

Less than 2 days

38

MECH

Trouble Ticket

Between 2 and 5 days

11

MECH

Trouble Ticket

Between 5 and 10 days

38

MECH

Trouble Ticket

Between 10 and 20 days

44

MECH

Trouble Ticket

Between 20 and 50 days

109

MECH

Trouble Ticket

Greater than 50 days

19

PHIL

MAC

Less than 2 days

7

PHIL

MAC

Between 2 and 5 days

1

PHIL

MAC

Between 5 and 10 days

13

PHIL

MAC
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APPENDIX B

Appendix B provides a recently added enhancement to improve metrics granularity by depicting or breaking out a specific command’s NMCI customer support based on the Unit Identification Code (UIC) receiving NMCI service and support.  Appendix 2 depicts the resulting metrics for the Naval Inventory Control Point’s (NAVICP) Mechanicsburg site (UIC = N00104) and Philadelphia site (UIC = N00383) with a total of approximately 3500 NMCI customers implemented and receiving NMCI service and support as of 1 October 2003.

Data for NMCI metrics regarding MAC's & Trouble Tickets was downloaded from the EDS provided Remedy Web Tool with results reported as of the morning of 1 October 2003 for NAVICP Mechanicsburg & Philadelphia.  The following provides a summary analysis regarding MAC and Trouble Ticket status for NAVICP sites supported by EDS in Mechanicsburg and Philadelphia, Pennsylvania: 

* Analysis of the attached NMCI metrics from September 2003 reveals the average days to close MAC's improved for both NAVICP Mechanicsburg and Philadelphia in September as compared to the previous month.  The average days to close Trouble Tickets degraded or got worse in September for both NAVICP Mechanicsburg and Philadelphia as compared to the previous month.

The average days to close MAC's for NAVICP Mechanicsburg improved from 12 days in August to 7 days in September.  The average days to close MAC's for NAVICP Philadelphia improved from 23.5 days in August to 19.8 days in September.  The average days to close Trouble Ticket's for NAVICP Mechanicsburg degraded from 3.7 days in August to 7.3 days in September.  The average days to close Trouble Ticket's for NAVICP Philadelphia degraded from 5.6 days in August to 7.6 days in September.

* The September NMCI metrics indicate significant progress was made by the EDS team to reduce the total number of open (backorder) MAC's and Trouble Tickets at both NAVICP Mechanicsburg & NAVICP Philadelphia.

The total number of open MAC's for NAVICP Mechanicsburg decreased from 83 in August to 33 in September and the total number of open MAC's for NAVICP Philadelphia decreased from 106 in August to 51 in September.  The total number of open Trouble Tickets for NAVICP Mechanicsburg decreased from 266 in August to 127 in September and the total number of open Trouble Tickets for NAVICP Philadelphia decreased from 246 in August to 125 in September.

* The most problematic open MAC & Trouble Ticket age category appears in the 20 days and older date range.  For open MAC's this date range comprises approximately 58% of open MAC's impacting NAVICP Mechanicsburg NMCI customers and approximately 47% of open MAC's impacting NAVICP Philadelphia customers.  For open Trouble Ticket's this date range comprises approximately 46% of open Trouble Ticket's impacting NAVICP Mechanicsburg NMCI customers and approximately 48% of open Trouble Ticket's impacting NAVICP Philadelphia NMCI customers.

* Bottom line: the attached NMCI metrics continue high out of spec for all MAC's and Trouble Tickets supporting the NAVICP Mechanicsburg and NAVICP Philadelphia NMCI sites.  Statistical trends regarding open (backorder) MAC's and Trouble Ticket's improved in September however all other related metrics continue problematic impacting NMCI customer satisfaction, productivity, and mission execution.  It is our contention the NMCI Help Desk, Network Operating Centers, and as important, the local EDS Base OPS teams must be provided with the required staffing and be empowered with the required tools to complete MAC's and resolve Trouble Ticket's expeditiously.
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MAC Requests 

Definition:

NMCI Move, Add, Change (MAC) requests are submitted by the NMCI Activity Contract Technical Representatives (ACTR) for NAVICP NMCI customers to receive the following types of NMCI related business support:

- MAC requests for processing and executing approved user requests

- user account services to include Create and Modify, De-install, Move and Re-install approved hardware and software changes.

Computation:

Balance of Open MACs = Balance of Open MACs from previous month + MACs Opened – MACs Closed

Data Source:

NMCI ISF/EDS providedWeb Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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MAC Requests 

Definition:

NMCI Move, Add, Change (MAC) requests are submitted by the NMCI Activity Contract Technical Representatives (ACTR) for NAVICP NMCI customers to receive the following types of NMCI related business support:

- MAC requests for processing and executing approved user requests

- user account services to include Create and Modify, De-install, Move and Re-install approved hardware and software changes.

Computation:

Balance of Open MACs = Balance of Open MACs from previous month + MACs Opened – MACs Closed

Data Source:

NMCI ISF/EDS providedWeb Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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Trouble Tickets 

Definition:

NMCI Trouble Tickets are created by NMCI users for Technical and Application Support to include the following:


- problem resolution


- laptop (including network connectivity)


- workstation (including network connectivity)


- software


- printer


- password resets.

Computation:

Balance of Open Trouble Tickets = Balance of Open Trouble Tickets from previous month + Trouble Tickets Opened – Trouble Tickets Closed

Data Source:

NMCI ISF/EDS provided Web Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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Trouble Tickets 

Definition:

NMCI Trouble Tickets are created by NMCI users for Technical and Application Support to include the following:


- problem resolution


- laptop (including network connectivity)


- workstation (including network connectivity)


- software


- printer


- password resets.

Computation:

Balance of Open Trouble Tickets = Balance of Open Trouble Tickets from previous month + Trouble Tickets Opened – Trouble Tickets Closed

Data Source:

NMCI ISF/EDS provided Web Based Remedy Tool

http://10.16.24.32/HelpDesk/HDTickets_/default.asp
The average time to close a ticket is computed as follows:

1.  For each ticket we calculate the time duration in days it took to close the ticket (Trouble Tickets and MACs).  That time duration is calculated by computing the difference between the open date and resolution date.

2.  The average for groups of tickets are then computed by calculating the simple average using the sum of the respective time duration fields divided by the total number of tickets for each group.  Groups are defined as Mechanicsburg Trouble Tickets, Mechanicsburg MACs, Philadelphia Trouble Tickets, and Philadelphia MACs.

Currently there are only two "states" considered in computing these metrics.  For example, the ticket is either "open" or "closed" and this is based on the resolution date field provided in the ISF/EDS Web based Remedy tool.  If there is a date in this field the ticket is considered "closed" otherwise the ticket remains "open" for metrics computation purposes.  Clearly these metrics do not discount or exclude tickets with a "pending" status (based upon customer request and non-availability) as there is currently no automated method available or yet developed to exclude "pending" status.
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Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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Open Tickets 

Definition:

All open NMCI Trouble Tickets and MACs with indications presented by average age along with specific age brackets.

Computation:

Open Tickets = Sum of all open tickets during reporting month

Data Source:


NMCI ISF/EDS provided Web Based Remedy Tool


http://10.16.24.32/HelpDesk/HDTickets_/default.asp
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� For the context of this project, low granularity NMCI customer support metrics refer to ability to depict only simple/basic metric relationships – for example, the ability to depict a Trouble Ticket’s average time to close and all open (backorder) ticket status.   Higher granularity metrics would provide the ability to discern between who and where Trouble Tickets are completed – for example, the ability to depict where a Trouble Ticket is being completed or delayed … at/by the local servicing NMCI/EDS Base Operations team Vs. at/by the NMCI Help Desk and Network Operating Centers.  Another example of higher granularity metrics would include the ability to discern between the various types of problems NMCI customers experience – for example, hardware Vs. software Vs. print services Vs. E-mail Vs. Internet connectivity, etc.  The “so what” factor for having higher granularity metrics is that those responsible for improving service and support can focus in on the most significant problem areas depicted in the metrics and make any necessary training and resource allocation changes to improve NMCI customer support.
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