R 162034Z OCT 02 ZYB PSN 819791S35

FM COMNAVSURFOR SAN DIEGO CA//N00//

TO COMNAVSEASYSCOM WASHINGTON DC//00/01/04/05//

COMNAVAIRSYSCOM PATUXENT RIVER MD//00//

COMSPAWARSYSCOM SAN DIEGO CA//00//

SPAWARSYSCEN CHARLESTON SC//00//

SPAWARSYSCEN SAN DIEGO CA//00//

COMNAVSUPSYSCOM MECHANICSBURG PA//00//

FISC NORFOLK VA//00//

FISC SAN DIEGO CA//00//

NAVICP MECHANICSBURG PA//00//

FTSCPAC SAN DIEGO CA//00//

FTSCPAC DET EVERETT WA//JJJ//

FTSCPAC DET PEARL HARBOR HI//JJJ//

FTSCPAC DET SASEBO JA//JJJ//

FTSCPAC DET SINGAPORE SN//JJJ//

FTSCPAC DET YOKOSUKA JA//JJJ//

FTSCLANT NORFOLK VA//00//

FTSCLANT DET MAYPORT FL//JJJ//

FTSCLANT DET NAPLES IT//JJJ//

FTSCLANT DET NAPLES IT//JJJ//

FTSCLANT DET NEW LONDON CT//JJJ//

COMNAVSURFWARCEN WASHINGTON DC//00//

NAVSURFWARCEN SHIPSYSENGSTA PHILADELPHIA PA//00//

NAVSURFWARCENDIV PORT HUENEME CA//00//

NAVSURFWARCENDIV CRANE IN//00//

COMNAVUNSEAWARCEN NEWPORT RI//00//

NAVUNSEAWARCENDIV KEYPORT WA//00//

NAVSURFWARCENDIV DAHLGREN VA//00//

NAVSURFWARCENDIV INDIAN HEAD MD//00//

NAVMEDINFOMGMTCEN BETHESDA MD//00//

BUMED WASHINGTON DC//00//

CNET PENSACOLA FL//00//

ANCHOR DESK NORFOLK VA//JJJ//

ANCHOR DESK WASHINGTON DC//JJJ//

ALNAVSURFOR

ALNAVAIRPACLANT

INFO COMFLTFORCOM NORFOLK VA//00/01/41/43//

CINCPACFLT PEARL HARBOR HI//00/01/41/43//

COMNAVSURFOR SAN DIEGO CA//N00/N41/N43/N6//

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

COMNAVAIRFOR SAN DIEGO CA//00/01/41/43//

COMNAVSUBFOR NORFOLK VA//N00/N4//

COMNAVAIRLANT NORFOLK VA//N00/N43/N6//

COMSECONDFLT

COMTHIRDFLT

COMFIFTHFLT

COMSIXTHFLT

COMSEVENTHFLT

UNCLAS //N04790//

MSGID/GENADMIN/COMNAVSURFOR//

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

REF/A/RMG/COMFLTFORCOM/181245ZJUL02//

NARR/REF A PROVIDES COMFLTFORCOM GUIDANCE FOR USE OF DS.//

POC/CDR MATTINGLY/N434/CNSF/-/TEL:619-437-3264/

EMAIL:MATTINGLY.SCOTT.AT.CNSP.NAVY.MIL//

POC/R. BLANKENSHIP/N436/CNAF/-/TEL:619-545-1496/

EMAIL:BLANKENSHIP.MAURICE.AT.CNAP.NAVY.MIL//

POC/B. BRANHAM/N04L53/NAVSEA/-/TEL:202-781-3287/

EMAIL:BRANHAMB.AT.NAVSEA.NAVY.MIL//

RMKS/1. THIS IS A JOINT COMNAVSURFOR, COMNAVAIRFOR AND

COMNAVSEASYSCOM POLICY MESSAGE.  AS A RESULT OF IMPROVED

CONNECTIVITY, WE HAVE THE OPPORTUNITY TO SHIFT OUR FRAME OF REFERENCE

ON HOW OUR SHIPS ARE BEST SERVED BY SUPPORT ORGANIZATIONS. BY MAKING

THE MAXIMUM USE OF THE AVAILABLE CONNECTIVITY AND RELATED TECHNOLOGY,

AFLOAT FORCES CAN BEST LEVERAGE THE ASSISTANCE OF THE EXISTING SHORE

SUPPORT COMMANDS AS DELINEATED IN REF A. THE ACHIEVABLE VISION IS

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 9). THIS VISION NOT ONLY 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.

2. THIS POLICY APPLIES TO ALL SHIPBOARD EQUIPMENT WITH THE FOLLOWING

CNAF EXCEPTIONS:

   A. NAVAL NUCLEAR REACTOR PLANT SYSTEMS & EQUIPMENT

   B. NAVAL NUCLEAR REACTOR PLANT SYSTEMS & EQUIPMENT DESIGNATED AS

UNCLASSIFIED NAVAL NUCLEAR PROPULSION INFORMATION IAW CLASSIFICATION

GUIDE CGRN-1 REV 2

   C. AIRCRAFT

   D. CATAPULTS AND ARRESTING GEAR

   E. SPECIAL WEAPONS INSPECTIONS

   F. SPECIAL CLEARANCE MATERIAL

   G. FLIGHT DECK CERTIFICATION

3. IMPLEMENTATION. EFFECTIVE IMMEDIATELY ALL COMNAVSURFOR AND

COMNAVAIRFOR SHIPS (EVEN THOSE IN HOMEPORT) WILL USE DISTANCE SUPPORT

(DS) EXCLUSIVELY WHEN REQUESTING SHORE-BASED SUPPORT (EXCEPTIONS

PARA 2 APPLY). COLLABORATIVE CHAT TOOLS ARE ALSO AVAILABLE AS PART

OF THE DS PROCESS AND MAY BE USED BY PIERSIDE OR DEPLOYED BATTLE

GROUP AND AMPHIBIOUS READINESS GROUP SHIPS TO EITHER SEEK ASSISTANCE

WITHIN THE BG/ARG OR TO ACCESS SHORE-BASED DS. SHIPS WILL INITIATE

THE DS PROCESS BY CALLING OR EMAILING ONE OF TWO ENTRY POINTS. THESE

ARE THE FLEET TECHNICAL SUPPORT CENTERS (FTSC) OR THE NAVY INTEGRATED

CALL CENTER (NICC). FTSCS ARE THE FIRST POINT OF CONTACT FOR DIRECT

TECHNICAL ASSISTANCE REGARDING SHIPBOARD SYSTEMS AND EQUIPMENT FOR

FLEET UNITS. FOR OTHER TECHNICAL ISSUES, AS WELL AS REQUESTS

CONCERNING PERSONNEL, LOGISTICS, MEDICAL, OR OTHER QUALITY OF SERVICE

AREAS, THE NAVY INTEGRATED CALL CENTER (NICC) SHALL BE UTILIZED FOR

ACCESSING SOURCE OF SUPPORT (SOS) PROVIDERS.

4. NAVSEA DISTANCE SUPPORT PROGRAM MANAGER. THE NAVSEA DS PROGRAM

OFFICE (04L) WILL BE THE CENTRAL MANAGER FOR COORDINATING DS

PROCESSES AND BUSINESS RULES AS WELL AS MONITORING ASSOCIATED

METRICS. THE NICC WILL MANAGE THE DS REMEDY DATABASE. THE REMEDY

DATABASE WILL BE ONLINE AT MOST SOS PROVIDERS IN NOV/DEC 02 TIMEFRAME

AND WILL SERVE AS THE UNCLAS VIRTUAL BACKBONE FOR ALL DS METRICS.

ALL SOS PROVIDERS WILL MANDATE RIGOROUS USE OF THE REMEDY DATA BASE

IN RESPECTIVE BUSINESS RULES AND STANDING ORDERS.

5. FTSC HEADQUARTERS ORGANIZATIONS. CAN BE REACHED BY THE FOLLOWING

METHODS:

   A. PHONE:         FTSCLANT (COMM) 757-443-3872, (DSN) 646-3872

                     FTSCPAC  (COMM) 619-556-3608, (DSN) 526-3608

   B. NIPR WEB SITE: FTSCLANT WWW.FTSCLANT.NAVY.MIL

                     FTSCPAC  WWW.FTSCPAC.NAVY.MIL

   C. SIPR WEB SITE: FTSCLANT WWW.FTSCLANT.NAVY.SMIL.MIL

                     FTSCPAC  WWW.FTSCPAC.NAVY.SMIL.MIL

   D. EMAIL (NIPR):  FTSCLANT TECHASSIST.AT.FTSCLANT.NAVY.MIL

                     FTSCPAC  TECHASSIST.AT.FTSCPAC.NAVY.MIL

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

                     FTSCPAC  TECHASSIST.AT.FTSCPAC.NAVY.SMIL.MIL

FTSC PHONES ARE MANNED 7-24-365.

6. THE NICC 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 BG CHAT SESSIONS WITH THE NICC

NICC PHONES AND EMAIL ARE MANNED 7-24-365.

7. INITIATING A DS REQUEST-PRIORITIZATION. ALL DISTANCE SUPPORT

REQUESTS REQUIRE STANDARD INFORMATION FOR ENTERING A DS TROUBLE

TICKET INTO 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 FOCUSSING

SOS PROVIDERS ON YOUR HIGH PRIORITY REQUESTS.

   A. ACTIVITY (SHIP OR UNIT)

   B. POC (NAME, PHONE, EMAIL)

   C. UIC

   D. SYSTEM (EQUIPMENT NOMENCLATURE)

   E. APL

   F. PROBLEM DESCRIPTION

   H. PRIORITY:

        PRI 1: CRITICAL SAFETY OR DAMAGE CONTROL ITEM. REQUIRED FOR

PERFORMANCE OF SHIP'S MISSION. REQUIRED TO SUSTAIN BARE MINIMUM

ACCEPTABLE LEVEL OF HUMAN NEEDS AND SANITATION.

        PRI 2: EXTREMELY IMPORTANT SAFETY OR DAMAGE CONTROL ITEM.

REQUIRED FOR SUSTAINED PERFORMANCE OF SHIPS MISSION. REQUIRED TO

SUSTAIN NORMAL LEVEL OF BASIC HUMAN NEEDS AND SANITATION. REQUIRED

TO MAINTAIN OVERALL INTEGRITY OF SHIP OR A SYSTEM ESSENTIAL TO SHIP'S

MISSION.  REQUIRED FOR MINIMUM ACCEPTABLE LEVEL OF PRESERVATION AND

PROTECTION.

        PRI 3: IMPORTANT SAFETY OR DAMAGE CONTROL ITEM. REQUIRED FOR

EFFICIENT PERFORMANCE OF SHIP'S MISSION.  REQUIRED FOR NORMAL LEVEL

OF HUMAN COMFORT. REQUIRED FOR OVERALL INTEGRITY OF EQUIPMENT OR

SYSTEMS THAT ARE NOT ESSENTIAL, BUT ARE REQUIRED AS BACKUPS IN CASE

OF PRIMARY SYSTEM FAILURE. REQUIRED TO ACHIEVE MINIMUM ACCEPTABLE

LEVEL OF APPEARANCE.

        PRI 4: REQUESTS OF A QUALITY OF SERVICE NATURE.

8. ARG-CVBG RESPONSIBILITIES FOR METRICS. IN ORDER FOR THE DS

PROCESS TO CONTINUOUSLY IMPROVE, COLLECTION AND ANALYSIS OF METRICS

IS IMPERATIVE. TO SUPPORT THIS EFFORT:

   A. ALL SHIPS WILL:

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

TRAFFIC. (EXCEPTIONS OF PARA 2 APPLY)

      (2) INCLUDE IN CASREP COMMENTS ALL INFORMATION ON DS TECH

SUPPORT USED PRIOR TO INITIATING CASREP AS WELL AS HOW IT WAS USED

TO CORRECT THE CASREP.

      (3) COMMENT ON THE EFFECTIVENESS OF DS IN CASCOR REPORTS TO

INCLUDE HOW DS WAS USED (E.G. EMAIL CHAT, VOICE, VIDEO, DATA), THE

EFFECTIVENESS OR INEFFECTIVENESS OF DS, AND IF AN ONBOARD TECH ASSIST

WAS AVOIDED.

   B. ARG AND CVBG COMMANDERS WILL:

      (1) ESTABLISH THEIR OWN BG DS GUIDELINES/OPTASK. (SAMPLE

OPTASKS ARE AVAILABLE FROM THE NAVSEA DS PROGRAM MANAGER)

      (2) TRACK DISTANCE SUPPORT USAGE, BOTH INTERNAL AND EXTERNAL

TO THE GROUP. PROVIDE INPUT BACK TO CNSP CODE N434 OR CNAP CODE

N434 ON A MONTHLY BASIS TO IMPROVE DS PROCESSES. MINIMUM METRICS

REQUIRED WILL INCLUDE THE FOLLOWING AND CAN BE MONITORED

AUTOMATICALLY VIA THE ANCHORDESK WEB SITE THROUGH COORDINATION WITH

THE NICC. POST-DEPLOYMENT BRIEFS SHOULD ADDRESS THE EFFECTIVENESS OF

DS AS WELL AS CASREPS AVOIDED THORUGH DS USE.

         (A) NUMBER AND PRIORITY OF DS REQUESTS

         (B) INITIAL RESPONSE AND FINAL CLOSURE TIME TRENDS

         (C) DECK PLATE TECH ASSISTS AVOIDED BY USE OF DS

         (E) PERCENT CASREPS REQUIRING ONBOARD TECH ASSIST AFTER

EXHAUSTING DS.

9. DS RESPONSE TIME GOALS. ONCE NOTIFIED OF A REQUEST FROM AN AFLOAT

UNIT, EACH SHORE SOS PROVIDER IS REQUIRED TO RESPOND TO THE

REQUESTING SHIP AS SOON AS IS PRACTICALLY POSSIBLE. FOR REQUESTS

IDENTIFIED AS PRIORITY 1 OR 2, THE GOAL IS 2 HOURS. FOR PRIORITY 3

AND 4 REQUESTS, GOAL IS 4 HOURS. INITIAL RESPONSE IS DEFINED AS

CONFIRMATION THAT THE SOS HAS THE REQUEST FOR ACTION AND HAS

ESTABLISHED LIAISON WITH THE APPROPRIATE SHIPS FORCE PERSONNEL WRT

WORKING THE ISSUE TO CLOSURE. GOALS FOR FINAL CLOSURE WILL OFTEN BE

DEPENDENT ON INDIVIDUAL CIRCUMSTANCES AND WILL BE MONITORED VIA THE

REMEDY DATABASE TO IDENTIFY BENCHMARKS AND AREAS FOR IMPROVEMENT.

FOR MISSION DEGRADING ISSUES THE GOAL SHOULD CLEARLY BE TO REACH

CLOSURE ON THE REQUEST BEFORE A CASREP IS REQUIRED. TYCOMS MAY

REFINE SOS PROVIDER PRIORITIES FOR RESPECTIVE REQUESTS WHEN

OPERATIONAL CIRCUMSTANCES DICTATE.

10. CURRENT LIMITATIONS OF DS. IF-WHEN IT IS DETERMINED THAT DS

CANNOT SOLVE A PROBLEM REMOTELY, THE SOS PROVIDER, 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).

11. DISTANCE SUPPORT PROVIDES THE FLEET A FOCUSSED PROCESS FOR

MAINTENANCE, LOGISTICS, SUPPLY, COLLABORATION, AVIATION, C4ISR,

TRAINING, MEDICAL, PERSONNEL, AND CHAPLAIN-SPIRITUAL SUPPORT. YOUR

UTILIZATION, DATA DOCUMENTATION, METRICS, ANALYSIS AND CANDID

FEEDBACK WILL SHAPE THE FUTURE OF FLEET SUPPORT AND WILL ULTIMATELY

CONTRIBUTE TO OVERALL IMPROVED READINESS.//

BT

