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Introduction to ECARES for Customers

(Extramural Customer Assistance Request System)

presented by
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The screen shots and specifications contained in this presentation depict the current version of the system,
which is still under development. Some specifications may change prior to October 4, 2004.



Project Overview and History

e MEO IT Committee formed in Dec. 2003 to
study what IT issues required resolution prior
to DEAS startup.

e February 2004: MEO IT Committee begins to
study various options for a work request
system.

e Options Considered:
. Various COTS products.

. Development of custom application (in house).



Project Overview and History

e Sitescape Enterprise Forum COTS
product selected by DEAS Director In
consultation with MEO IT Committee In
April 2004.

e Contract Awarded in May 2004.

e Requirements finalized and system
development by contractor begins early
June 2004.



What will ECARES do for you?

e Single location for entering & tracking requests.
e High system availability and reliability.

e Clarity about what tasks can be selected via the
Menu of Services (Task Dictionary).

e Assurance that requests are promptly and
properly routed & assigned.



What will ECARES do for you?

e Emaill notifications to customer from system
when work requests reach important milestones.

e Completion of work requests according to the
standards in the Performance Work Statement
(PWS).

e More efficient use of support staff via workload
balancing.



Project Timeline

e June/July:
. Development of phase 1 custom features.

. Establish application and database server
iInfrastructure.

® August 1-16:

. Alpha testing and initial debugging of
custom code.

® August 17 - 25:
. Beta test period with 6 ICs:
NCI, NIDDK, CSR, NIGMS, NIMH, NIEHS



Deployment Schedule

e Early September:
. Post beta evaluation and bug fixes.
. Additional development and testing.

e September 22:

. Begin “phased deployment” in “pre-production”
mode for entry of actual work requests In
anticipation of October 4 DEAS startup.

e October 4:
. Standup date for DEAS
. System in full production.



Phase 1. Completed Components

e User authentication via NIH Login.

e Security parameters for various user roles.
e Customer request and tracking interface.
e Task Leader/Supervisor interface.

e Custom database enhancements:
. Extramural users lookup tables.
. Request routing tables.
. Task dictionary and PWS standards tables.

e Internal workflow processes and associated
business rules.

e Email notification messages and logic.



Regarding Examples Used in This
Presentation

e The screenshots in this presentation may not
be identical to the screen designs in the
upcoming production version.

e The data shown on the sample screenshots
IS test data only. It is not meant to be
representative of actual customer data and
does not indicate the nature and type of
supporting information that customers will
need to provide.



ECARES Users by Role

e NIH Extramural Community (Customers)
. Requestor — person entering request (usually, the customer)
. Customer — person receiving completed work product

e DEAS Staff (assigned to the ICs)
. People who are assigned to do your work

e DEAS Task Leaders
. Front line staff leaders, make and monitor assignments

e DEAS Supervisors — 3 per hub, supervise task leaders
e DEAS Hub Managers — one for each of 3 hubs.

e DEAS Quality Control
. Provide assistance with work request or system problems



The Task Dictionary Defined

The Task Dictionary Is the comprehensive
list of tasks that may be selected when
requesting work via ECARES.

The

ask Dictionary 1s the DEAS
“Menu of Services”.



Menu of Services: Features

e Listing of all tasks that can be performed by
DEAS staff from the Performance Work
Statement (PWS).

e Administrative support tasks for each

business area are listed with that business
area for convenience.

e The PWS timeliness standards associated
with each task are used for computing all
dates associated with request completion.

e There is no “other” category for selecting
unlisted tasks. Only tasks from the PWS can

be requested.



The Menu of Services (one of three)

Address |@ http ifecares od.nib, govideas/zonel Jdispatch. cgifinitf . docshare/newDocFormFolf 100001 fermd 98552561 /609937 2 /Grants V| Go Links *

.

Create a New Work Request oK | Cancel |

Filter task list by Business Area:
Review Grants Program All

r Select a Task from the Task Dictionary

Grants: General and Administrative Support

() 10200- Duplication and Scanning of Documents
() 10220- Scheduling Internal and Staff Meetings

(0 10280- Tyning and Preparing Docurments

() 10300- Presentation Preparation

() 10060- Travel Arranoements

(0 10080- Travel Youcher Processing

() 10100- Training Arrangements

C10020- Supply Ordering

O 10040- Eguiprent Maintenance and Repair

) 10120- Mail - Distributing Incarming hiail

(10140 Wail - Collecting and Routing Qutgaing Mail
() 10160- Fax- Distributing Incoming Faxes

(> 10180- Fax- Sending Outaoing Faxes

(10240 Telephone Coverane

() 10260- Erail Correspondence and Other Response to lnguiries =
(0 10320- Visitars - Receiving and Escorting

Grants: Official Grant File Management

{2 10340- Creating Official Grant Files

() 10360- Filing Docurments in Official Files

() 10380- Pulling and Distributing Official Files

(0 10400- Requesting/Mananing Missing or Late Matarial
() 10420- Sending Mon-Electronic MNGA

(O 10440- Processing Research Training Grant Forms

[«



Time and Date Standards

e Depending on the type of task being
requested, you may be prompted to enter a
date value that is specific to the task.

e Some examples of date types you may be
asked to enter with your request (all are task

name dependent):

. AWARD ISSUE DATE

. GRANT TERMINATION DATE
. MAIL OUT DATE

. MEETING START DATE

. REVIEW MEETING END DATE
. TRAVEL ONSET DATE

. TRAVEL RETURN DATE




Time and Date Standards - continued

e ECARES computes estimated task
completion dates at the time of request
entry based on the PWS timeliness

standards:

. It estimates when work Iis expected to be
completed based on the Minimum time to
completion standard in the PWS.

. Task Leaders are ultimately responsible for
assigning a completion date to your request.

. Assigned completion dates will always fall within a
range defined by the minimum and maximum time
standard from the PWS.




Time and Date Standards - continued

e Earlier completion dates can be requested
with justification.

e Requests for future, long term completion are
accepted:

. WIill go into “assigned - on hold” state until start
date

. When the “system calculated start date” arrives,
the workflow state will change to “assigned — work
In progress”.

. This start date assists staff in knowing when work

should actually begin so that the request is
completed by the assigned date.



Creating A Work Request

Some general guidelines:

e Only one task can be entered per work
request.

e “Standing order tasks” from the PWS will not
be visible in the Task Dictionary (i.e.-
answering phones, opening mail, etc).

e However, “standing order tasks” may be
assigned to specific employees in your area.

e Performance of DEAS on standing order
tasks will be measured via employee logging
and customer surveys.



Logging In to the system

e Access ECARES by pointing your
browser at:

http://ecares.od.nih.gov
e ECARES uses NIH Login.

e Access Is restricted to NIH users
associated with valid IC extramural
organizational codes in the NIH
Enterprise Directory (NED).

e |n the near future, ECARES will be
Integrated with the NIH Portal.



http://ecares.od.nih.gov/

Logging In to the system

NIH Login

o Select your dormain: INlH j which dormain should I selec?

(2] User name: |j|:|rdan'l

Password: |

Change Password b

Warning Notice

This iz a WS Government computer system, which may be accessed and used anly for authorized Government business by

autharized persannel. Unauthorized access or use ofthis computer systermn may subject violators to criminal, civil, andfor
administrative action.

-
Al imfarraationn o thie carartar coctarn reas b intareantad o roeardad o raad canind Aedd Aicclaend oo aedd ta o sathoariad] Bareannal fae —I



The “Customer Landing Page”

Address |@ httpsffecares, od.nih.gow/deaszonel jdispatch. cgifinitf . docshare/customerLandingPage v| G0 Links **

A |

Division of Extramural Activities Support
DEAS
Hathan SALMINEN - OD

Extramural Customer Assistance Request System
(ECARES)

IMPORTANT: Requests Entered For Work DUE Prior to October 4, 2004 Will Be DELETED.
Actual requests may be entered, but ONLY for work due after the DEAS Opening Date of October 4, 2004,
Please do not enter "test” or "practice” requests into this system. Thanks.

For user support contact the MIH Help Desk at 301-496-4357 or at http.//support.cit.nih.gov for assistance.

Enter a Hew Work Request

Task ID Title Status Assignee

10200 this is only a test Assigned - On Hold

11380 Meed 10 hoxes of copier paper Assigned - On Hold

11220 Mail out material to transition committes Assigned - Woark in Progress Justin DOMATOMN

10380 Full file for Grant 1234 Complete - Pending Customer Acceptance Justin DORATOR

11660 Prepare slides for meeting Assigned - Woark in Progress Justin DOMATOMN D
11260 Date test Assigned - On Hold

102N Srhedule staff meestinn for Ot & Assinnad - On Hald



The “Customer Landing Page”

e This Is your first stop after login.

e Initiate a new work request from this
page.

e Page presents a summary view of all
your current requests.
. Request ID number and title.
. Current workflow status.
. Employee assigned to do your work.

. Request Title links to request details (more
on this later...)



Enter A New Request

Extramural Customer Assistance Request System

[

ork DUE Prior to October 4, 2004 Will Be DELETED.
for work due after the DEAS Opening Date of October 4, 2004,
test” or "practice” requests into this system. Thanks.

IMPORTANT: Requests Entered Fg
Actual requests may be entered, bu

For user suppo act the NIH Help Desk at 301-496-4357 or at http://support.cit.nih.gov for assistance.

—

Enter a Hew Work Request

] Status Assignes

10200 this is only atest Assigned - On Hald

11380 Meed 10 boxes of copier paper Assigned - On Hald

11220 hail out material to fransition committes Assigned - Work in Progress Justin DOMATOMN
10380 Pull file for Grant 1234 Complete - Pending Customer Acceptance Justin DOMATOMN
11660 Frepare slides far meeting Assigned - Work in Progress Justin DOMATOM
11260 Date test Assigned - On Hold

10220 Schedule staff meeting for Qct & Assigned - On Hold

10620 Travel Youcher Processing Fending Assignment

10080 Pleaze process my travel voucher Fending Assignment




The Menu of Services

Address |@ htkp:/fecares, od.nib,gowideas/zonel fdispatch. cgifinitf, docsharefnewbocForm/Folf 100001/ crnd 9355256 1 /6099372 iGrantks » | Go Links **

3

Create a New Work Request 0K | Cancel |

Filter task list by Business Area:
Review Grants Program All

r Select a Task from the Task Dictionary

Grants: General and Administrative Support

() 10200- Duplication and Scanning of Docurm erts
(0 10220- Bcheduling Internal and Staff Meetings

(2 10280- Typing and Preparing Documents

(2 10300- Presentation Preparation

() 10060- Travel Arrangements

() 10080- Travel Youcher Processing

O 10100- Training Arrangemets

C10020- Supply Ordering

() 10040- Equiprment Maintenance and Repair

) 10120- Mail - Distributing Incarming Mail

() 10140- Mail - Collecting and Routing Outgaing Mail
(2 10160- Fax- Distributing Incoming Faxes

() 10180- Fax- Sending Outgoing Faxes

() 10240- Telephone Coverage

 10260- Email Correspondence and Other Response to Inguities L
() 10320- Visitors - Receiving and Escorting

Grants: Official Grant File Management

(2 10340- Creating Official Grant Files

(2 10360- Filing Documents in Official Files

(2 10380- Pulling and Distributing Official Files
10400~ Reguestina/Managing Missing or Late Material
() 10420- Sending Non-Electronic MGA

(O 10440- Processing Research Training Grant Forrns

[




1. Select a task business area:

Address |@ http:/fecares.od.nih.gov/deas/zone fdispatch. cgifinitf . docshare fnewDocFormFolf 100001 /emd 85525861 /609937 2/ Grants

Filter task list by Business Area:
Review Grants Program All

OK | Cancel |

Wmsk from the Task Di

Grants: General and Administrative Su

(0 10200- Duplication and Scanning of Docurments
(O 10220- Bcheduling Internal and Staff Meetings

(0 10280- Typing and Preparing Docurments

(0 10300- Prezentation Preparation

O 10060- Travel Arrangernents

) 10080- Travel Youcher Processing

(10100- Training Arrangermnents

C 10020- Supply Crdering

() 10040- Eguipment Maintenance and Repair
(10120 Mail - Distributing Incorming Mail

O 10140- Mail - Collecting and Routing Outgaing Wail
(O 10160- Fax- Distributing Incoming Faxes
(10180 Fax- Sending Outyoing Faxes

(O 10240- Telephone Coverade

(O 10260- Email Correspondence and Other Response to Inguiries
O 10320- Visitars - Receiving and Escorting

Grants: Official Grant File Management

(0 10340- Creating Official Grant Files

(O 10360- Filing Docurments in Oficial Files

(O 10380- Pulling and Distributing Official Files

(O 10400- Reguestina/Managing Missing or Late Material
(0 10420- SBending Mon-Electronic MGA

(O 10440- Processing Research Training Grant Farms

View task menu by fu
business area or view en
these links.

nctional
itire list via




1. Select a task business area:

e Task menu may be viewed by business
area: Review, Grants, Program

e Or user may choose to view the entire
task menu at one time: select All

e User may select a default business area
as part of their user profile.

e Task menu was built from the PWS.



2. Viewing the task definition

Address |@ httpsf fecares,od.nib,gov(deas/zonel fdispatch, caifinitf . docshare/nessDocFormFolf 100001 fcrmd 98552861 farants A

Create a Mew Work Request 0K | Cancel |

Filter task list by Business Area:
Review Grants Program All

Microsoft Internet Explorer

A

r Select a Task from the Task Dictionary Task Definition: Includes damesticfforeign and lacal krawvel. Includes reviewing travel requestsfarders and wouchers,

coordinating arrangements with the Traveler, entering travel requestsforders inta the MNERSS system, coardinating

Grants: General and Administrative S arrangements with the travel management contractor (Omega Travel), processing Foreign Travel dearance Forms iF
) applicable, preparing an Actual Expense Allmwance (AEAY memo if there is & situation where Traveler is unable bo
10200 Duplication and Scanning of Documg secure lodging at Gowvernment per diem rake, checking for meeting registration requests and preparing travel orders,
and entering travel vouchers inko the NERSS system,
(10220- Scheduling Internal and Staff Meetin
(0 10280- Typing and Preparing Documents

(2 10300- Presentation Preparation

) 10060- Travel Arrangements
) 10080- Travel Youcher Processing
10100 Training Arrangements

O 10020- Supnly Ordering

Grants: Official Grant File Management C“Ck the taSk tltle f()r a

10340 Creating Official Grant Files

© 10360 Filing Documents in Official Files def|n|t|on Of What the 1task

(10380 Pulling and Distributing Official Files

() 10400- ReaquestinaManading Missing or Late Material t I I d
() 10420- Sending Mon-Electronic MNGA ype InC u eS'
O 10440- Processing Research Training Grant Forrms

(2 10460- Closing Out Grants

(10480 Transferring Files to Storace

(2 10500- Disposing of Documents
Grants: IMPAC Il and Other Database Actions

(10520- Processing Actions in Databases
O 10540- Querying Databases




3. Select a Task to Request

Address |@ http:f fecares.od.nib, govfdeasizone 1 fdispatch. cifinitf . docshareinewDocFarmiFolf 100001 fcrnd 9855286 1/ Grants

Filter task list by Business Area:
Review Grants Program Al

r Select a Task from the Task Dictionary

Grants: General and Administrative Support

() 10200- Duplication and Scanning of Documents

(O 10220- Scheduling Internal and Staff Mestings

(2 10280- Typing and Preparing Documents

(O 10300- Presentation Preparation

(O 100B0- Travel Arrangements 1
O 1T Tane e Frocessing

() 10100- Training Arrangements

(' 10020- Supply Grdering

Grants: Official Grant File Management

(O 10340- Creating Official Grant Files

(O 10360- Filing Documents in Official Files

(10380 Pulling and Distributing Qfficial Files

O 10400- ReguestingManading Missing or Late Material
(O 10420- Sending Man-Electranic NGA

(O 10440- Processing Research Training Grant Forms
O 10460- Closing Dut Grants

(O 10480- Transferring Files to Storage 2
() 10500- Disposing of Documents

Grants: IMPAC Il and Other Database Actj

() 10520- Processing Actions in Data
(O 10540- Queri

OK I Cancel |




4. Enter Date Type Requested

- For tasks that require date information, users will enter it here.

-All other tasks will skip this step and proceed to detalls page.

<} Enter, Requested Date - Microsoft Internet Explorer,

File  Edit Wew Faworites Tools  Help

eBack < @ < \ﬂ @ _:] /,;__\J Search ‘E?:(Faverites G'Media 6‘3 [:_:' .:;, - J

Address |€| http:flecares.ad.nib,govideas/zone 1 fdispatch, cgifinitf . docshare/newbacFarmnFalf 100001 fornd 965528611 F7SA56 w | Go

Enter Requested Date

Cancel |

Travel Voucher Processing - Reyjpfiing and Entering travel vouchers into NBRSS

Enter Task Date y "o
TRAVEL RETURN DATE
morth year September Oetu:uber

|2? v|| September v|| 2004 v| of choose date from popup calendars: 2 —
eptember 2004

S5u Mo Tu We Th Fr Sa
il Cancell 1 2 3 4
a B 7 8 8 1011
12 13 14 15 16 17 18




5. Add Request Detalls — top half

2a

Address |@ http:ffecares, od.nib.govjdeas/zonel fdispatch. coifinitf, docshare/newDocForm/Folf 100001 jcrmd 98552861

Enter Your Request Infermation oK I

Cancel

Travel Voucher Processing - Reviewing and Entering travel vouchers into NBRSS

Enter a brief description of the work being requested

Task type number 10080
TRAVEL RETURN DATE Qar2irinog
Estimated Completion Date |10/0452004

Desired Completion Date
day marith year October Movember

|4 v|| Octaher v|| 2004 v| or chooze date from popup calendars:

Explanation If your Desired Completion Date is less than the Estimated Completion Date, vou need to supply a justification.

Customer Login Name
| | '—is" Customer Title

Request details




5. Add Request Detalls — top half

e Detall page shows a system calculated
“estimated completion date” based on the
PWS time standards.

e If requesting an earlier completion date, you
are required to enter a brief explanation.

e Completion dates in the past cannot be
entered.

e Leave the customer field blank unless you are
entering the request for someone else.




5. Add Request Detalls — bottom half

Address |@ http:ffecares. od.nih. govfdeas/zone fdispatch, coifinitf, docsharenewbocFormiFolf 100001 fcmd 93552861 -

Customer Login Name
| | Li51| Customer Title

Request details

' Style v || Font v || gize v/
B J U === = & &= § e
3 Frarn the trip to Bethesda)|
|:| e HThL Stop using the HTRL editar Check speling

Edliting options... 10

r Options

— Submit!

Artach afile
| |[ Browse... ]

[] Attach more files = prompt will ppear after you click 0K

OK | Cancel |



5. Add Request Detalls — bottom half

e Provide supporting information needed
to complete your request in the Request
Details text edit box.

e |f you have a large amount of
supporting detall, create a document off
line and attach it to your request.

e All document formats supported.
e Multiple files may be attached.

e Assignee will retrieve your files from the
request when they receive it.



6.Post Request Submission: Result Screen

‘A Please process my travel voucher - Microsoft Internet Explorer,

File

Edit  View Favorites Tools Help

eaack - \,_) |ﬂ @ h ;\J Search kE?;n:(Favu:uril:es e'Media @ [f{- ; = _J

Address |@ http:jfecares. od.nib.gov/deasizone 1 /dispatch, cgifinitf . docshare/showFolder 101000/ defidef 4074067 V| Go Links *

A

Division of Extramural Activities Support
DEAS
Hathan SALMIHEN - OD

s

Workflow: Tazk Reguest'Workflow: Pending Assignment

Eeturn to your landing page

Modify this request |

B 971. Please process my travel voucher

Reply |

Mathan SaLmMMEM  Posted on 0952704 0350 P
Workflowe state changed by Mathan SALMIMEN on 02027104 0350 P
Click here to zee all state changes: State Chande History

Travel Youcher Processing  Reviewing and Entering travel vouchers into NBERESS

TRAVEL RETURN DATE 0952712004
Estimated completion date |10/0452004
Requested completion date |10/0452004
Request date 0952704 03:50 PM
Customer Mathan SALMINEMN
Task leader Lucy RS ER
Assignee

Fram the trip to Bethesda

|

@ Daone %  Internct




What Happens to Submitted Requests?

e Submitted requests are routed to an
appropriate task leader based on:

. Your IC.
. Your location.

. The business area of the task you
requested. (ie-routed to task leaders who
specialize in review, grants or program
related functions).

e |[n a majority of cases, submitted
requests will be assigned to support
staff the day they are received.



Submitted Requests: Assignment Rules

e Requests submitted prior to 2 pm will be assigned to
an employee on the same business day. After 2 pm,
the assignment may not take place until the following
business day, depending on time of submission and
workload.

e If requests are not assigned within the allowed time
period, the supervisor and/or task leader is alerted
via a special email notification.

e All day related calculations are based on workdays or
fractions of workdays (for tasks requiring completion
within hours).

e For any request where today’s date = your requested
completion date, task leaders receive a mandatory
email alert.




Summary of Work Request Statuses

Status Definitions

Request Status

Pending Assignment

Pending Assignment - Overdue

Assigned — On Hold (for requests submitted for future completion)

Assigned — Work in Progress

Assigned — Work in Progress — Overdue (due date passed)

Assigned — Work in Progress — Redo

N OO~ W|IN|F

On Hold — Pending Clarification/Information
(request already assigned — info needed from customer)

Complete — Pending Customer Acceptance

Satisfactorily Completed — accepted by customer

10

Satisfactorily Completed — accepted by default

11

Not Satisfactorily Completed




Email Notifications

e Customers receive email notifications
anytime a task leader or supervisor changes
the workflow state of your request.

e |f the Requestor and Customer are not the
same person, both receive all notifications
concerning the request.

e Emails will contain information about the
specific request and indicate if any action Is
required by the customer (ie-signing off on a
completed request).

e Customers will soon have the option of
disabling email notifications.




Track your request

Address @ http:ffecares.od.nib.govideas/zone1 fdispatch. cgifinitf . docshare/customerLandingPage V| Go Links **

allilll _j HQ

Division of Extramural Activities Support
DEAS
Hathan SALMINEN - OD

|

Extramural Customer Assistance Request System
(ECARES)

IMPORTANT: Requests Entered For Work DUE Prior to October 4, 2004 Will Be DELETED.
Actual requests may be entered, but ONLY for work due after the DEAS Opening Date of October 4, 2004,
Please do not enter "test” or "practice” requests into this system. Thanks.

For user support contact the NIH Help Desk at 301-496-4357 or at http:/support.cit.hih.gov for assistance.

Enter a Hew Work Request I

Task ID Title |51 \ Assignee

10200 this is only a test szigned - On Hold \

11380 Meed 10 boxes of copier paper 4/ |nssigned- on Hold N

11220 hdail out material to transition committee Assigned - Work in Progress Justin DOMATOM
10380 Full file far Grant 1234 Caomplete - Fending Customer Acceptance Justin DOMATON
11660 FPrepare slides for meeting Azsigned - Work in Progress Justin DOMATOM
11260 Date test \ Assigned - On Hold

10220 Schedule staff mesting for 0ot § TN N\ |A==igned - on Hold S

10620 Travel Voucher Processing \ TNgending Assighment /

10080 Pleasze process my travel voucher \ Pen signment

\ [
Click request title link to see request

_ _ current request status
details and history



Examine request histor

Address |£§| http:fiecares, od.nib.gov/deas) zone 1 fdispatch, ogifinitf . docshare/docProfile/ 100977 V| G0 Links **
M
alilll / \S
Division of Extramural Activities Support
DEAS
Hathan SALMIHEHN - OD
Workflow: Task Request'WWorkflow:, Assigned - Work in Progress
Eeturn ta vour landing page
E 949. Prepare slides for meeting Reply I
Mathan SALMIMEN — Posted on 0962704 11:38 AW
Moditied by Amy PETERSON on 092 i b
Wiorkflowy state changed by SgPETERSOM on 09027 TG S3 PM
Click hereto =ee all state chares: State Change History
'\ . - - ags _m | = 1
Presentation Preparation Preparing or assisting in preparation of prese s http:Hfecares.od. nih.gov/deas/zonel/dispatch.cgifinitf.docshar... |._||_|E|
Estimated completion date |09730/2004
Requested completion date [08/30/2004 State Changed By |State Changed On | State After Transition
Assigned completion date |09/30/2004 Mathan SATIINER 0972704 11:38 AW |Subrmatted
il 0S/27i2004 Wathan SALMINEN 09/27/04 1139 AM Pending Assignment
Assigned date 0902712004 -
Reqllest date 0952704 11°-38 A Brenda BERNARD 09.!"2?.!"04 033? PM ASSLgnEd = On Hold
Customer Mathan SALMIMEN Amy PETERSOMN  09/27/04 03:53 PI |Assigned - Worke n Progress
Task leader Lucy ROVWEER
Assignee Justin DOMATOR Close Window 0
b
@bl Daone




Was your request completed correctly?

e Upon completion of your reguest, an
email notification will be sent to you.

e Click the link in the emaill, login to the
system, and you will be taken directly to
the Detalls page for that request.

e You may also get to the details/sign off
screen from the Request Title link on
the customer landing page.




Was your request completed correctly?

Address @ http:ffecares, od. nih, govfdeas/zone 1 fdispatch, cgifinitf .docshare foustomerLandingPage V| Qo Links **

qllLll _j HQ )

Division of Extramural Activities Support
DEAS
Hathan SALMIHEH - OD

Extramural Customer Assistance Request System
(ECARES)

IMPORTANT: Requests Entered For Work DUE Prior to October 4, 2004 Will Be DELETED.
Actual requests may be entered, but ONLY for work due after the DEAS Opening Date of October 4, 2004.
Please do not enter "test” or "practice” requests into this system. Thanks.

For user support contact the NIH Help Desk at 301-496-4357 or at http/support.cit.nih.gov for assistance.

Enter a Hew Work Request I

Task ID Title Status Assignee

10200 this is only a test Assigned - On Hold

11380 FHeed 10 boxes of copier paper Asgsigned - On Hold

11220 hail i i . e ——— i DO ATOMN
10 Bull file for Grant 1234 Complete - Pending Customer Acceptance Justin DOMATO
11660 mf‘"‘”’* ————  AssionadWokin Proaress kL M
11260 Date test Assigned - On Hold

10220 Schedule staff meeting for Oct 5\ Assighed - On Hold

10620 Travel Youcher Pracessing \ Pending Assignment

10080 Please process my travel wvoucher \ FPending Assignment

4l

Follow link to customer acceptance page



Decide the outcome.

Address @ http://ecares. od.nih.gov/deasizone 1 /dispatch. cgifinitf . docsharedocProfilef 100974

v|GD Links **
AT / \Q

Division of Extramural Activities Support
DEAS

Hathan SALMINEH - OL / \

[

Workflow: Task ReguestWaorkflow: Complete - Pending Customer Acceptance ﬁa yourwiork reguest campleted satisfactorily? 0K | \
O Yes
) Mo
~E}{planatiun text required far responseds) "Mao" /
Return toyour landing page
[E 946. Pull file for Grant 1234 Reply I
Mathan SALMMNER — Posted on 09027104 11:34 A

Modified by Amy PETERSON on 0952704 03:55 P

‘Warkflow state changed by Amy PETERZO0MN on 0902704 0356 PM
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Request Outcomes

e 24 hours after being notified that your
request is complete, the request status
will default to Satisfactorily Completed if
you do not log in and indicate your
acceptance/non-acceptance of the

Work.

e After 24 hours, you may still change the
status to Not Satisfactorily Completed

by contacting a supervisor.



Request Outcomes - continued

e Requests indicated as being Not Satisfactorily
Completed
. Require an explanation
- And will be tracked as redo work until completed

to the customer’s satisfaction.

e Your work with be given a new status of
“Work in Progress-redo” and possibly re-
assigned, iIf deemed necessary.

e \When the redo is complete, you will once
again be asked if you are satisfied.




Coming Improvements

e A number of improvements and
changes will be incorporated into
ECARES in the very near future.

e Many of these changes are a direct
result of customer comments following
the August beta test.

e Improvements will be incrementally
deployed as soon as they are
completed by the contractor.
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