Tier 1 Resolution Items
PKIl log in error
Access request for My
NAVSUP
ERMS account request (refer
caller to form on site)
SWM password reset
SWM account archive
SWM (general browser
issues) ( Null exception,
Page cannot be displayed,
database error[not a website
outage]
SWM zip code not being
accepted in the system
One touch issues (refer to
GDSC)
Asset visibility (refer to
GDSC)
IDP account request (we
gather information and then
send it up)
IDP password reset
NAVSUP Collaborations
(password reset)
NLL (refer to NLL helpdesk)
ERP application issues (refer
to ERP Help Desk)

Legacy Hel%%?skDAngI?n Summary

Ticket Process

Collect caller
name, email, and
phone number

Ask caller for
problem
information

Refer to
Knowledge Base

ier 1 or Tier
resolution?

Unknown

Resolve issue

Contact Senior
Advisor

Update and close
ticket

Tier 2 Resolution Items
WWC-41742
ERMS issues
SDR issues
FACTS issues
All website outages
All NOLSC issues
CAVORM issues
CAVWEB issues
APL\AEL
ANSRS
AHF outage
IDP account request (we
gather information and then
send it up)
Inform21\Tlod
LCAV
MyNAVSUP
NAVSUP Collaborations
(other then password reset)
Primavera issues
Process MAX
Rram\lawson
eFSM access issues
ERP machine/hardware
issues

Request additional
caller information;
location is required
regardless of issue

Requires
Recall Bill?

No Yes
Update ticket with Contact
necessary appropriate
information and |« & |
assign to Masbenl!
| immediately
appropriate group

Retired Services
IDP issues
Primavera issues
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