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Deficiency Reports Guide

1. Purpose.
This guide is provided to help the management of Deficiency Reports (DRs) received on SSG software applications.  It establishes roles and responsibilities and describes the manner in which Deficiency Reports are controlled, responded to, and coordinated. 

2. Definition.
A DR identifies problems requiring documentation or programmatic changes for developmental, fielded, QT&E I, or QT&E II software.  Incidents become DRs when a software or documentation release is required to fix the problem affecting all users.  DRs are identified either by a customer or by system personnel.  There are two methods of creating a DR:

· The System POC can convert an incident from ‘Sys POC Working’ to ‘Evaluation’ after determining the problem requirements require a software fix.

· The system POC can input the DR directly.
3.  Roles in the DR process.
· Customer Support Agents  
Responsible for initial evaluation of the customer’s problem; after consulting with the Project Manager, the Project Manager will transition a trouble ticket to DR status.

· Deficiency Reports Manager
The Deficiency Reports Manager is assigned to SSG Analysis and Programs and monitors the Deficiency Report to ensure the system is operational and time constraints are met.  The DR Manager provides reports for the Project Manager.
· Project Manager
Responsible for initial appraisal of the Deficiency Report, providing a valid solution and coordinating with SSG Quality Assurance Test and Evaluation personnel for release of the software application to the field.
· SSG Quality Assurance Test and Evaluation
Responsible for validating the solution from the project, ensuring its compliance with regulations and compatibility with other components.  Acts to reconcile problems between the project personnel and the SSG HelpDesk personnel (if needed).
· SSG Product Distribution
Responsible for assigning the release number and loading the release information into Remedy.
· SSG Corporate Software Configuration Management
Makes final preparations to release software fix inform DR managers of release number and date of shipment.  Ensure configuration management of the application and all associated files and documentation.
4.  Definitions of priorities.
The following definitions apply to priorities of Deficiency Reports:              
· Priority 1  
This priority denotes a problem that prevents accomplishment of essential capability or jeopardizes safety, or other requirement designated at ‘Critical’.
· Priority 2  
This priority denotes a problem that adversely affects the accomplishment of an essential capability or adversely affects costs, technical or scheduled risks to the project or to the life cycle support of the system and no work around solution is known. 
· Priority 3  
This priority denotes a problem that adversely affects the accomplishment of an essential capability or adversely affects costs, technical or scheduled risks to the project or to the life cycle support of the system and a work around solution is known.
· Priority 4 
This priority denotes a problem that results in operator inconvenience or annoyance but does not affect a required operational or mission essential capability or results in inconvenience or annoyance for development or maintenance personnel but does not prevent the accomplishment of the responsibilities of those personnel.
· Priority 5  
This priority denotes any other condition.

5.  Time limits of priorities.
The following are time limits for responding to each DR based on priority:  

· Priority 1  
The Project Manager will provide a valid fix or work around within 48 hours of the DR creation with a maximum of 7 days for the fix to be sent to the field.  This timeframe applies to both SSG and contractor or vendor supported software.  It does not include the additional time it will take the end user to install the new release.
· Priority 2  
The Project Manager will provide a valid fix or work around, ready for shipment to the field within 45 days of the DR creation date.  For software supported by a contractor or vendor, the Project Manager will provide a valid fix or work around for all funded DRs on the next scheduled release.
· Priority 3  
The Project Manager will provide a valid fix or work around, ready for release to field users, within 120 days of the DR creation date.  For software supported by a contractor or vendor, the Project Manager will provide a valid fix or work around for all funded DRs on the next scheduled release.

· Priority 4  
The Project Manager will provide a valid fix or work around, ready for shipment to the field within 180 days of the DR creation date. For software supported by a contractor/vendor, the Program Manager will provide a valid fix/workaround for all funded DRs on the next scheduled release.

· Priority 5 
The Program Manager will provide a valid fix/workaround, ready for release to the field, within 180 days of the DR creation date or on the release of a program upgrade. For software supported by a contractor or vendor, the Program Manager will provide a valid fix or work around for all funded DRs on the next scheduled release.

6.  Assets.
· Problem Resolution System

· Operator Manual (OM)

· Local Operating Instructions

7.  Deficiency Report Management – workflow states.
‘Help Desk Working’  
‘Help Desk Working’ is when an incident is assigned to the SSG HelpDesk. When a customer believes the problem should be a DR, the Customer Support Analyst (CSA) contacts the system POC to try to resolve the problem.  If the system POC decides that the problem warrants a DR, the CSA moves the incident to ‘Sys POC Working’ or ‘Customer Proposed DR’ by changing the status field.  
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After picking ‘Sys POC Working’ a screen will appear requesting a POC be indicated.  Clicking the ‘Load POC Menu’ will display a drop down menu.  From the menu pick the applicable POC.
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‘System POC Working’ 
‘System POC Working’ is when the incident is assigned to the system POC for resolution.  System POCs will be notified via Remedy Notifier (provided they have it running) that an incident needs to be reviewed.  At ‘System POC Working’, the POC will provide a solution and send it back to ‘Help Desk Working’ for it to be closed or, to ‘Evaluation’ if the ticket is to become a ‘DR’.

‘Evaluation’  
The System POC designates incidents as being in evaluation.  Incidents are considered to be a DR once their status is changed to ‘Evaluation’. The system POC will determine if the problem warrants a DR.  If it is determined that a problem does not warrant a DR the system POC will return the incident to ‘System POC Working’ and then to ‘Helpdesk Working’.  If a DR is valid and not a duplicate of a previously submitted DR, the system POC will pass the DR to other personnel who will work on a fix to the deficiency.  From the ‘Evaluation’ state an incident can be changed to one of the following states: ‘Pending Support’, ‘Duplicate’, ‘Sys POC Working’ or ‘Validation’.
‘Pending Support’  
Indicates the system POC has determined that additional information is needed from the customer to aid in the full diagnosis of the problem.  The system POC changes the DR status to ‘Pending Support’ and the problem resolution system prompts the system POC or manager to type the requested information into the body of an auto-generated e-mail.  The e-mail is sent to the end user.  From ‘Pending Support’, a DR can be moved to ‘Evaluation’.

· When the system POC receives the support material he will move the DR to ‘Evaluation’.

· If the material has not arrived by the 30th day the DR Manager has the option of resetting the suspense date.
· If the requested material does not arrive within 45 days, the system POC should move the DR back to ‘Evaluation’.  
· The system POC should send the DR back to ‘Help Desk’ to be ‘Closed’ (annotated as ‘Support Material Not Received’)  if the material has not arrived within 45 days of the incident being moved from ‘Pending Support’ to ‘Evaluation’.  
‘Duplicate’  
If it is determined that the problem is a duplicate, (previously entered as a DR) the problem will be linked to the original DR.  To mark a DR as a duplicate go to the ‘Status Field’ and activate the drop down menu and pick the ‘Duplicate’ indicator. 
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After marking the DR as a duplicate click the ‘DR Info’ tab.  The following screen will be displayed with a list of open DRs for that system at the bottom.  Highlight the DR that is the desired parent and click the ‘Click Here’ button.  The incident number chosen will then appear as the ‘Parent DR’.
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A DR only becomes a ‘Duplicate DR’ during ‘Evaluation’, and will be automatically changed to ‘Closed’ status when the release is shipped.
‘Validation’  
· The project personnel working on the DR send a proposed solution to the system POC for validation.
· If the system POC does not concur with the solution, he will return the DR for rework.  After reaching a new solution, project personnel will resubmit the DR for evaluation.

· From ‘Validation’, a DR can be moved to ‘Waiting Turn in’, ‘Evaluation’ or ‘QA Review’.  When the DR is submitted to ‘QA Review’ from ‘Validation’, the release number will be filled in.

‘Waiting turn in’  
The System POC has approved the solution to the DR.  The DR awaits validation from SSG Quality Assurance Test and Evaluation while other unrelated components of the release are pending.  The system POC holds the solution pending turn-in of other release components.  From ‘Waiting Turn in’, a DR can be moved to one of the following states: ‘QA Review’ or ‘Validation’.

‘QA Review’  
At ‘QA Review’ SSG Quality Assurance Test and Evaluation personnel will ensure the validity and compatibility of the proposed release. The DR is returned to ‘Validation’ if the solution is found to be insufficient.  If the DR solution is disapproved the system POC must provide a ‘new’ solution and reenter it for ‘Evaluation’ and Validation’.  From ‘QA Review’, a DR can be moved to ‘Recycled’, ‘Waiting Release’ or, ‘Validation’.

‘Recycled’  
The designator ‘Recycled’ is not a mandatory indicator.  It is used internally as an indication that it has already been through the DR process and is being returned for some reason.  From ‘Recycle’ a DR can be moved to ‘Validation’, ‘Waiting Turn In’, or Evaluation’.  A DR can be moved to ‘Validation’ without going to ‘Recycle’.

‘Waiting Release’  
After solution approval the DR is placed in ‘Waiting Release’ pending shipment date.   Once the release information is updated, any Deficiency Reports tied to that release are automatically closed.  From ‘Waiting Release’, a DR can only be moved to ‘Closed’ by the shipment of the release (the DR cannot be manually moved to ‘Closed’) or to ‘QA Review’.

‘Closed’  
The DR has gone out in a release. 
8. Performing a query to find open DRs.
Click the ‘Query Incident’ button from the Control Panel to bring up the Query screen.
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Select a system acronym from the drop down menu.  Only the DRs for the system code selected will be returned.
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Click the ‘Advanced’ button in the upper-right corner of the screen.  This will bring up the Advanced Query Bar:
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Type the following in the query bar:  ‘Status’ != ‘Closed’ AND  ‘Level’  = ‘3’  Now press the ‘Search’ button in the upper right corner of the screen.  Browse through the list to find the incident needed.

ATTACHMENT 1 - Workflow


[image: image9.wmf]Submit

Pending

Site

Closed

Pending

Vendor

Helpdesk

Working

Helpdesk            Level        

System POC                

Level

Deficiency Report  

Level

Evaluation

Validation

Duplicate

Pending

Support

QA

Review

Waiting

Release

Reshipment

Customer

Proposed DR

Sys POC 

Working

L

EVEL

0

L

EVEL

1

L

EVEL

2

L

EVEL

3

QA

Waiting 

Turn

-

In

Re

-

cycled


ATTACHMENT 2 – Workflow continued
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