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NAVY HQWeb/FlagSESWeb HelpDesk Standing Orders


Points of Contacts

	Navy HQWeb/FlagSESWeb Program Manager

CDR Mark Murphy (N09BC1)

murphy.mark@hq.navy.mil     or    OPNAVCIO@hq.navy.mil


	Navy HQWeb Project Manager

Jeffrey “Stu” Stuart 

XSystems, Inc

703/861-3186

stuart.jeff@xsystemsinc.com

	FlagSESWeb Project Manager

Paul Ketrick 

XSystems, Inc

703/855-2034

ketrick.paul@hq.navy.mil


	HQWeb/FlagSESWeb Technical Lead

Douglas Garnett-Deakin

VP - XSystems, Inc

703/786-9978

doug@xsystemsinc.com


	HQWeb/FlagSESWeb Administrator

Jennifer Dowling

XSystems, Inc

703/606-9931

dowling.jennifer@xsystemsinc.com

	HQWeb/FlagSESWeb Administrator

Adam Burrell

XSystems, Inc

703/899-7585

dburrell.adam@xsystemsinc.com

	HQWeb/FlagSESWeb/Quickplace Administrator

Mark Kaynor

XSystems, Inc

540/552-0888

mark@xsystemsinc.com



Help Desk Responsibilities



The Help Desk will provide services for HQWeb Tools users which will include but not be limited to:

-answering routine user questions concerning site access, policy, and functionality

-providing or resetting user login credentials

-coordination with the DNHN HelpDesk for network performance and interface issues

-coordination with technical support personnel for tier 2 and tier 3 issues as discussed below

-coordination with OPNAV CIO for policy and protocol issues


HQWeb Tool users will be able to access these services either via email or toll free phone call.  Best effort should be made during standard support hours (0700-1700, EST) to answer the incoming calls but the use of an answering machine is acceptable provided that the response times below are met.

Help Desk Response Criteria

1. Nominal response time of 30 minutes.  The Help Desk will normally respond to user help requests within 30 minutes.   Response can take the form of a phone call or email (if the query was received by email and an email response is appropriate to the request).  Unless there is an excessive backlog, initial response to calls received after standard support service hours shall normally be completed by 0730 on the next business day.  Monthly Help Desk reports will specifically annotate cases (user name, contact information, and issue summary) that require greater than 30 minutes for initial response.

Flag and SES users will be responded to first.  If conflict occurs, response to a Flag (admiral or general) or Senior Executive Service (SES) user is sufficient justification for exceeding normal response time for other users.  Flag and SES users should always be treated with a high level of professionalism and courtesy.

2. Nominal call resolution time of 2 hours.   User help requests will normally be resolved within 2 hours during standard support hours (0700-1700, EST).  Any calls received outside those hours can be queued and answered as described above.  Resolution will normally occur by 0900 EST on the next business day.  Monthly Help Desk reports will specifically annotate cases (user name, contact information, and issue summary) that require greater than 30 minutes for initial response.

If appropriate, resolution can take the form of referring the issue to the appropriate experts or policy makers as described below.  When an issue is referred by the Help Desk, the Help Desk will inform the user of the action taken.  

	Navy Related Questions (e.g., comments for the Chief of Naval Operations (CN0), questions about the Navy, etc)
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

	Policy and protocol issues 
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

	HQWeb Scanners
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

	General, non-site related questions
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

	HQWeb Improvements
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

Jeff Stuart (stuart.jeff@xsystemsinc.com)

	FlagSESWeb Improvements
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

Paul Ketrick (ketrick.paul@hq.navy.mil)

	HQWeb/FlagSESWeb Technical Problems

Phone, email or submission via WonderDesk depending on severity


	Jennifer Dowling (Primary)

Adam Burrell (First Alternate) 

Douglas Garnett-Deakin (Second Alternate)

Jeff Stuart (Third Alternate)

Paul Ketrick (Fourth Alternate)

	QuickPlace Content Questions
	CDR Mark Murphy (OPNAVCIO@hq.navy.mil)

Jeff Stuart (stuart.jeff@xsystemsinc.com)

	QuickPlace Technical Problems

Phone, email or submission via WonderDesk depending on severity


	Mark Kaynor 

Jennifer Dowling (First Alternate)

Douglas Garnett-Deakin (Second Alternate)

	Issues that are related to overall network performance or DNHN provided equipment shall be directed to the DNHN Help Desk at (703) 742-1809 or helpdesk@hq.navy.mil.   Note the ticket number of the request and coordinate with OPNAV N09BC


What is HQWeb?


HQWeb is a set of web-based tools used by the OPNAV (CNO) staff in carrying out its day-to-day staff working responsibilities.  It includes document and link libraries, a detailed, user modifiable staff directory, and a workflow management system known as ‘Taskers’.  The system resides on both the unclassified and classified Internets, however these two systems are independent of each other and do not communicate.

What is FlagSESWeb?


FlagSESWeb is a virtual meeting place in support of all Navy Flag Officers and civilian SES.  The system is used to exchange ideas via various forums, broadcast emails, and share professional information.  This system resides on the unclassified Internet only.  Access to this system is restricted to Navy Flag Officers, Navy SES and their assistants as required.

What is Retired FlagWeb?


Retired FlagWeb is an existing website used by retired Navy Admirals.  It is currently administered and supported by OPNAV CIO.  When it is added to the HQWeb Tools, additional information will be provided.  All questions concerning Retired FlagWeb or access to the site should be referred to OPNAV CIO.

HQWeb/FlagSESWeb Technical Perspective


Both systems in one form or another reside on approximately a dozen Lotus Domino Servers, primarily located in Pentagon 1D1070.  Content is replicated between servers across the firewall.  Users typically connect to the server outside of the firewall, but they may connect inside the firewall in the event of firewall problems or INFOCON Conditions.


Unlike FlagSESWeb, most of the HQWeb is available to the general public.  Certain sections, such as the OPNAV Library, posting forms, and other edit functions are restricted to OPNAV users via userID and password.
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