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FM COMNAVSURFOR SAN DIEGO CA//N43//

TO ALNAVSURFOR

INFO COMFLTFORCOM NORFOLK VA

COMPACFLT PEARL HARBOR HI

COMSECONDFLT

COMSECONDFLT

COMTHIRDFLT

COMFIFTHFLT

COMSIXTHFLT

COMNAVSEASYSCOM WASHINGTON DC //SEA03/SEA04/SEA05/SEA07/SEA08//

COMNAVSEASYSCOM WASHINGTON DC //SEA03/SEA04/SEA05/SEA07/SEA08//

NAVSHIPYD AND IMF PUGET SOUND WA //100//

SOUTHWEST RMC SAN DIEGO CA//00//

NAVSHIPYD AND IMF PEARL HARBOR HI //100/100B/200/280/310/400/1216//

COMLOG WESTPAC //00//

COMNAVSURFWARCEN WASHINGTON DC//00//

NAVSURFWARCEN SHIPSYSENGSTA PHILADELPHIA PA//00//

NAVSURFWARCENDIV PORT HUENEME CA//00//

NAVSURFWARCENDIV CRANE IN//00//

ANCHOR DESK NORFOLK VA

ANCHOR DESK WASHINGTON DC

MIDLANT RMC NORFOLK VA//N43//

SOUTHEAST RMC MAYPORT FL//N43//

SOUTH CENTRAL RMC INGLESIDE TX//N43//

COMNAVSURFLANT NORFOLK VA//N00/N43/N6//

MIDLANT RMC DET NAPLES IT

NAVSHIPREPFAC AND JAPAN RMC YOKOSUKA JA //100//

SOUTH CENTRAL RMC INGLESIDE TX

COMNAVSURFOR SAN DIEGO CA

BT

UNCLAS //N04790//

MSGID/GENADMIN/COMNAVSURFOR//

SUBJ/DISTANCE SUPPORT (DS) POLICY FOR CNSF UNITS//

REF/A/RMG/COMNAVSURFOR/162034OCT02//

REF/B/RMG/COMFLTFORCOM/291336ZDEC03/NOTAL//

NARR/REF A PROVIDES COMNAVSURFOR GUIDANCE ON DISTANCE SUPPORT (DS).  REF B PROVIDES FLEET TECHNICAL ASSISTANCE (FTA) POLICY.

POC/CDR STONE/N4311/CNSP/-/TEL: 619-437-3243/EMAIL: LEON.STONE AT NAVY.MIL//

RMKS/1. THE PURPOSE OF THIS MESSAGE IS TO RE-EMPHASIZE FLEET POLICY REGARDING DISTANCE SUPPORT (DS) FOR COMNAVSURFOR SHIPS, PROVIDE CONTACT INFORMATION AND DEFINE REPORTING REQUIREMENTS FOR SURFACE SHIPS AND REGIONAL MAINTENANCE CENTERS (RMC). PORTIONS OF REFS A AND B ARE INCLUDED BELOW TO CLARIFY THE POLICIES AND PROCEDURES FOR THE

DS PROCESS.

2. DISTANCE SUPPORT CONTINUES TO BE VERY SUCCESSFUL AND IS SAVING THE NAVY VALUABLE MAINTENANCE DOLLARS. AS AN EXAMPLE OF THESE SAVINGS, RMC TECH REP TRAVEL COSTS HAVE BEEN REDUCED APPROX 50 PERCENT OVER THE

LAST TWO YEARS.  ACCORDINGLY, PER REF A ALL COMNAVSURFOR SHIPS WILL USE DISTANCE SUPPORT EXCLUSIVELY WHEN REQUESTING SHORE-BASED SUPPORT. THE ACHIEVABLE GOAL REMAINS THAT ANY SHIP, ANYWHERE AND AT ANYTIME, WILL

RECEIVE ITS INITIAL, COORDINATED, REACH BACK ASSISTANCE FROM THE SHORE SUPPORT INFRASTRUCTURE WITHIN AS LITTLE AS 2 HOURS WHEN PRIORITY DICTATES (PARA 6H). USE OF DISTANCE SUPPORT PROCESSES ALLOWS MORE TIMELY SUPPORT FOR SHIPS, BUT ALSO SERVES AS A FORCE MULTIPLIER FOR

THE SHORE SUPPORT COMMANDS BY ENABLING EXISTING SUPPORT PERSONNEL TO SERVE ADDITIONAL CUSTOMERS. THIS POLICY IS NOT INTENDED TO CIRCUMVENT ANY OF THE NORMAL CHAIN OF COMMAND REPORTING REQUIREMENTS.

3. IAW REFS A AND B, ALL COMNAVSURFOR SHIPS (EVEN THOSE IN HOMEPORT) WILL USE DS EXCLUSIVELY WHEN REQUESTING SHORE-BASED SUPPORT. COLLABORATIVE CHAT TOOLS ARE AVAILABLE AS PART OF THE DS PROCESS AND MAY BE USED BY PIER SIDE OR DEPLOYED STRIKE GROUP SHIPS TO EITHER SEEK ASSISTANCE WITHIN THE CSG/ESG OR TO ACCESS SHORE-BASED DS. SHIPS WILL INITIATE THE DS PROCESS BY CALLING OR E-MAILING ONE OF TWO ENTRY

POINTS. THESE ARE THE REGIONAL MAINTENANCE CENTERS (RMC'S) OR THE NAVY INTEGRATED CALL CENTER (NICC). RMC'S ARE THE FIRST POINT OF CONTACT FOR DIRECT TECHNICAL ASSISTANCE REGARDING SHIPBOARD SYSTEMS AND EQUIPMENT FOR FLEET UNITS. DISTANCE SUPPORT CAN ALSO BE INITIATED BY CONTACTING THE NAVY INTEGRATED CALL CENTER (NICC) AT 877-418-6824 OR DSN

510 428-6824.

4. RMC DISTANCE SUPPORT CAN BE INITIATED BY THE FOLLOWING

METHODS:

    A. MID ATLANTIC RMC PHONE: 1-877-387-2526

       NIPR WEB SITE: HTTPS WWW.MARMC.NAVY.MIL

       MARMC CAN BE REACHED VIA SIPR CHAT ROOM AT ADDRESS:

       138.165.38.29 THEN ROOM NR FTSCLANT

       EMAIL (NIPR):  CDO.AT.FTSCLANT.NAVY.MIL

       EMAIL (SIPR):  TECHASSIST.AT.FTSCLANT.NAVY.SMIL.MIL

    B. SOUTHEAST RMC PHONE:  (COMM) 904-270-6323 X 100 DSN 960-6323

       EMAIL (NIPR): MDET.CDO.AT.FTSCLANT.NAVY.MIL

       EMAIL (SIPR): MDET.CDO.AT.FTSCLANT.NAVY.SMIL.MIL

    C. MARMC DET NAPLES: PHONE (COMM) 39-081-568-7869

       DSN 314-626-7869

       EMAIL (NIPR): CDO.AT.FTSC.NAPLES.NAVY.MIL

       EMAIL (SIPR): (OFFICER IN CHARGE)

       BAYLOSISB.AT.NAPLES.NAVY.SMIL.MIL OR

       MARCUMD.AT.NAPLES.NAVY.SMIL.MIL

       FTSCLANT DET NAPLES CAN BE REACHED VIA SIPR CHAT ROOM AT

       ADDRESS: 138.165.38.29 THEN ROOM NR FTSCLANT.

    D. SOUTH CENTRAL RMC: DUTY PHONE: 361-385-0090

       EMAIL (NIPR): SCRMC.SDO.AT.NAVY.MIL

    E. JAPAN RMC (JRMC): PHONE DSN (315)243-5362

       COMM 011-81-468-16-5362

       EMAIL (NIPR): TECHASSIST_JRMC.AT.SRF.NAVY.MIL

       EMAIL (SIPR): TECHASSIST_JRMC.AT.CNRFE.NAVY.SMIL.MIL

    F. SOUTHWEST RMC (SWRMC): PHONE DSN 526-3608

       COMM (619)556-3608

       MARMC CAN BE REACHED VIA SIPR CHAT ROOM AT ADDRESS:

       205.26.156.66 THEN ROOM NR TECHASSIST

       EMAIL (NIPR): TECHASSIST.AT.FTSCPAC.NAVY.MIL OR

       SWRMCTECHASSIST.AT.NAVY.MIL

       EMAIL (SIPR): TECHASSIST.AT.FTSCPAC.NAVY.SMIL.MIL

    G. COMLOG WESTPAC: PHONE DSN

       EMAIL (NIPR): KANGJ.AT.CLWP.NAVY.MIL

       EMAIL (SIPR):  N43MD0.AT.DMS.CLWP.NAVY.MIL

    H. HAWAII REGIONAL MAINTENANCE CENTER (HRMC)

       PHONE DSN 315-473-0044 COMM (808)630-7762

       EMAIL (NIPR): TECHASSIST.ATFTSCPAC.NAVY.MIL

       EMAIL (SIPR): MORINPJ.AT.CPF.NAVY.SMI.MIL

    I. JAPAN REGIONAL MAINTENANCE CENTER DET SIGAPORE

       PHONE DSN 315-421-2463 COMM 65-6750-2463

       EMAIL (NIPR): RAINESD.AT.CLSWP.NAVY.MIL

       EMAIL (SIPR): FTSCPAC.AT.DMS.CLWP.NAVY.SMIL.MIL

    J. NORTHWEST REGIONAL MAINTENANCE CENTER (NWRMC)

       PHONE DSN 727-5449 COMM (425)304-5449

       EMAIL (NIPR): TECHASSISTNW.AT.NAVY.MIL

       EMAIL (SIPR): TECHASSIST.AT.FTSCPACEV.NAVY.SMIL.MIL

    K. MID ATLANTIC MAINTENANCE CENTER DET BAHRAIN

       PHONE COMM (973) 3-947-8503

       WEB SITE WWW.CUSNC.NAVY.SMIL.MIL

5. THE NAVY INTEGRATED CALL CENTER CAN BE CONTACTED BY THE

FOLLOWING METHODS:

    A. TOLL FREE PHONE NUMBER IS 1-877-418-6824, DSN IS 510-428-6824

    B. WEB SITE: WWW.ANCHORDESK.NAVY.MIL

    C. EMAIL: HELP.AT.ANCHORDESK.NAVY.MIL

    D. VIA A WEB PORTAL

    E. NAVY MESSAGE PLAD: ANCHORDESK

    F. VIA SG CHAT SESSIONS WITH THE NICC

NICC PHONES AND EMAIL ARE MANNED SEVEN DAYS A WEEK 24 HOURS A DAY.

6. INITIATING A DS REQUEST-PRIORITIZATION. ALL DISTANCE SUPPORT REQUESTS REQUIRE STANDARD INFORMATION FOR ENTERING A DS 'TROUBLE TICKET' INTO NEMAIS OR THE REMEDY DATABASE. THE FOLLOWING INFORMATION IS TO BE PROVIDED BY THE SHIP FOR EACH DISTANCE SUPPORT REQUEST. THIS PRACTICE WILL ENSURE ACCURATE METRICS ARE COLLECTED WHILE FOCUSING SOS

PROVIDERS ON YOUR HIGH PRIORITY REQUESTS.

    A. ACTIVITY (SHIP OR UNIT)

    B. POC (NAME, PHONE, AND EMAIL)

    C. UIC

    D. SYSTEM (EQUIPMENT NOMENCLATURE)

    E. APL

    F. PROBLEM DESCRIPTION

    H. PRIORITY:

       PRI 1: CASUALTIES REQUIRING CLEAR AND IMMEDIATE ACTION TO

              OFFSET PERSONNEL SAFETY HAZARDS AND/OR CATASTROPHIC

              EQUIPMENT DAMAGE.

       PRI 2: SERVICES TO DEPLOYED SHIPS.

       PRI 3: SERVICES TO SHIPS SCHEDULED FOR MAJOR DEPLOYMENT

              WITHIN 90 DAYS.

       PRI 4: OTHER FTA REQUESTS.

       PRI 5: OTHER FUNCTIONAL CHECKS.

       PRI 6: FTA REQUESTS FROM NON-NAVY ORGANIZATIONS (E.G. COAST

              GUARD, FMS).

7. CASREP METRICS.  IN ORDER FOR THE DS PROCESS TO CONTINUOUSLY

IMPROVE, COLLECTION AND ANALYSIS OF METRICS IS IMPERATIVE.

    A. ALL SHIPS WILL:

       (1) INCLUDE THE 'ANCHORDESK' AS A MSG ADDEE ON ALL CASREP MSG TRAFFIC.

       (2) INCLUDE IN THE CASREP, IN THE REMARKS SECTION, ALL

INFORMATION ON DS TECH SUPPORT USED INCLUDING DS USED PRIOR TO

INITIATING THE CASREP.

       (3) INCLUDE COMMENTS IN CASCORS REMARKS SECTION

DESCRIBING THE EFFECTIVENESS OF DS IN THE CORRECTION OF

THE CASREP AND TYPE OF DS USED (E.G. EMAIL CHAT, VOICE, VIDEO,

DATA), THE EFFECTIVENESS OR INEFFECTIVENESS OF DS, AND IF AN

ONBOARD TECH ASSIST WAS EVENTUALLY REQUIRED. USE THIS SPECIFIC

PHRASEOLOGY

          (A) "DISTANCE SUPPORT USED"/"DISTANCE SUPPORT

NOT USED" (USE OF ONE OF THESE TWO EXACT STANDARD PHRASES

IS REQUIRED TO ALLOW AUTOMATIC COLLECTION OF METRICS.

THIS SIGNIFIES WHETHER DISTANCE SUPPORT WAS UTILIZED IN ANY

FORM AS PART OF PROCESS TO CORRECT CASREP). PROVIDE AMPLIFYING

INFORMATION WRT PROGNOSIS FOR SUCCESS IN RESOLVING CASULATY

USING DS OR REASON WHY DS HAS IS NOT EXPECTED TO BE SUCCESSFUL.

          (B) "ON SITE TECH ASSIST PROVIDED"/"ON SITE TECH ASSIST NOT

PROVIDED" (USE OF ONE OF THESE TWO EXACT STANDARD PHRASES IS

REQUIRED TO ALLOW AUTOMATIC COLLECTION OF METRICS.  THIS

SIGNIFIES WHETHER ONBOARD VISIT BY A TECHNICAL REPRESENTATIVE WAS

REQUIRED TO CORRECT CASREP).

          (C) "DEPOT ASSIST PROVIDED"/"DEPOT ASSIST NOT PROVIDED"

(USE OF ONE OF THESE TWO EXACT STANDARD PHRASES IS REQUIRED TO ALLOW

AUTOMATIC COLLECTION OF METRICS.  THIS SIGNIFIES EITHER ONBOARD OR

SHIP-TO-SHOP ASSIST FROM DEPOT ACTIVITY OR CONTRACTOR WAS REQUIRED

TO CORRECT CASREP).

    B. REGIONAL MAINTENANCE CENTERS THAT HAVE NEMAIS WILL ENSURE

NEMAIS WORK ORDERS ARE INITIATED FOR EACH DISTANCE SUPPORT

INSTANCE AND THAT WORK ORDERS ARE ANNOTATED WITH THE

APPROPRIATE MAINTENANCE ACTIVITY TYPE:

23 - DISTANCE SUPPORT ONLY

24 - ONSITE TECH ASSIST ONLY

25 - DISTANCE SUPPORT TO ONSITE TECH ASSIST

    C. MONTHLY ALL REGIONAL MAINTENANCE CENTERS ARE REQUIRED

TO POST INTO THE RMC DISTANCE SUPPORT METRICS COMMUNITY

ON SURFORWEB THE FOLLOWING:

       (1) NUMBER OF TECHNICAL ASSISTS COMPLETED USING DS ONLY.

       (2) NUMBER OF TECHNICAL ASSISTS COMPLETED BY INITIALLY

USING DISTANCE SUPPORT THEN TRANSITIONING TO A ONSITE TECH ASSIST.

       (3) NUMBER OF TECHNICAL ASSIST IN WHICH DS WAS NOT USED.

8. IN CASES WHERE IT IS DETERMINED THAT A PROBLEM CAN NOT

BE SOLVED USING DS EXCLUSIVELY, THE RMC IN CONJUNCTION WITH

THE TYCOM AND ISIC, WILL ADVISE THE SHIP OF THAT LIMITATION

AND THE PLANNED CORRECTIVE COURSE OF ACTION (E.G. SEND A TECH

REP OR AWAIT RETURN TO HOMEPORT PRIOR TO ONBOARD TECH ASSIST).

9. DISTANCE SUPPORT PROVIDES THE FLEET A FOCUSED PROCESS FOR

MAINTENANCE. YOUR CONTINUED UTILIZATION, DATA DOCUMENTATION,

METRICS, ANALYSIS AND CANDID FEEDBACK WILL SHAPE THE FUTURE

OF FLEET SUPPORT AND WILL ULTIMATELY CONTRIBUTE TO OVERALL

IMPROVED READINESS.//

BT
