DCPS – TROUBLE REPORTING PROCEDURES

22 April 2004


Required Information Before Contacting DCPS Helpdesk or Customer Service Representative (CSR) and Point of Contacts

A.  Required Information:

Before emailing or placing trouble calls to the DCPS Helpdesk or the servicing Customer Service Representative (CSR) you must have the below information available:

General Information – Initial Call:

· Name of caller

· DSN and commercial phone number

· Activity name and location

· DCPS payroll office name

· DCPS database identifier (i.e. OMA, ZKA, ZPD, etc.)

· Site identifier (i.e. SDA IS, UIC, ADSN, etc.)

· Description of the problem including any applicable error messages

Additional Information – Follow Up Call:

· The helpdesk receiving the problem report

· When the problem was reported

· Who received the problem report

· The Ticket number assigned to the problem

B. Point of Contacts:

· Civilian Pay POCs:

A listing of phone numbers and email addresses for all CHRA Europe Region CSRs is available on the CHRA Home Page at http://www.chrma.hqusareur.army.mil/ under Pay Information, AF US Appropriated Fund Program, Civilian Pay POCs by Location.  The direct link is http://www.chrma.hqusareur.army.mil/civpay/af_program/pocs.htm
· DCPS Helpdesk:

Phone Number:  DSN 312-922-2990 extension 1310



    Commercial (850)453-4141 extension 1310

Email Address:  fpe.customer.contact.center@dfas.mil
Problem POC Table

	Type of Problem
	POC

	Host Site Connectivity
	DCPS Helpdesk

	Print Data
	DCPS Helpdesk

	File Transfers & Interface Problems
	DCPS Helpdesk

	Userid and/or Password Problems
	Local CSR

	Employee Data or Pay Processing Inquiries
	Local CSR


