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Bank Card Customer Support Tracking System
Background
The Bank Card Customer Support (BCS) Tracking System has been designed as a  central tracking tool for bank card related processes and issues, allowing Department of the Interior (DOI) management a better understanding of the types of problems bureaus are having with EAGLS and card-related issues, as well as a means to follow up on and provide solutions to these issues.  The system will allow for prioritization of similar problems/issues, escalation to the Bank of America or to the DOI Office of Acquisition and Property Management (PAM), and tracking and reporting.  In addition to submitting issues and problems, users will have access to a “knowledge bank” for solutions to previously reported issues.  

The BCS is a management tool and is not intended to bypass, replace, or slow down the Bank of America Technical Helpdesk process.  It will allow centralization of DOI issues to provide a stronger voice to the Bank of America, help to identify training needs for EAGLS users, help assess the severity of issues/problems, and ensure tracking of issues through to resolution.  The DOI National Business Center (NBC), Bank Card Systems Support Team will maintain the system.

The BCS was developed using the Remedy( Corporation’s Customer Relationship Management software.

Overview

BCS users will submit issues and problems directly into the system via the web.  The NBC Bank Card Systems Support Team will automatically be notified by e-mail when a request is submitted; they will then either provide a solution to the submitter or forward the request to the bank, PAM, or other appropriate individual for resolution.  The submitter will be notified by e-mail each time the status of a request changes (e.g., once the request is assigned, a solution is provided, the request is closed, etc.) and workarounds, interim solutions or final solutions will be provided in the e-mail.   Each request will be assigned an individual service request number that will aid in tracking; submitters will also be able to query a request or add additional information to an existing request by referencing the original service request number.  The Bank Card Systems Support Team will add solutions to a “knowledge bank” that users can search from within the web system.  Each request will become part of a database from which reports can be generated by the Bank Card Systems Support Team, and BCS users will be able to download the reports.  Examples of issues that users may submit include EAGLS enhancement requests, EAGLS functionality problems, reporting tool enhancement requests (including requests for new reports), reporting tool functionality problems, general bank issues, and charge card policy questions/issues.

System Requirements
In order to use the BCS system, you will need to have Internet Explorer version 5.0 or higher installed on your computer.  To download now, click on the following URL:  http://www.microsoft.com/windows/ie/download/ie55sp2.htm 

Additionally, if you wish to view reports from the BCS system, you will need to have either Seagate Crystal Reports software or Seagate Info Analyzer installed (reports are generated as Crystal Reports, but can be opened with Info Analyzer).  To download Info Analyzer, log on to the EAGLS website, and choose “Help” from the menu to access the GCSU Technical Helpdesk page.  Select “Reporting Tool” from the menu; then select “Info Analyzer.”  Select “Download Seagate Info Analyzer 7.0 Software” and complete the instructions for downloading.

First-Time User Registration
To use the BCS system, you will also need to be entered into the system database as a user.  New user registration is a one-time process. To register:  

type in URL: http://financialservices.nbc.gov  When the following screen appears, click [image: image1.png]Continue



.

[image: image2.png]This is the Financial Services Web Application Site

Tf you plan to refurn to this site Please Book Mark on this page

Cantinue




· On the next screen (warning screen), click [image: image3.png]Continue



; you will then come to NBC’s Financial Services Site. 
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· Select [image: image5.png]New User



 to access the following New User Registration screen:
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· Fill in your e-mail address, first and last name as they appear on your credit card, and a password of your choice (the only restriction is that your password must have be 6-10 characters).  Retain your password for future use.

· Check DOI-BCS and click on [image: image7.png]Submit Registration




.

· On the next screen, enter the last 12 digits of your Bank of America Government MasterCard, and click [image: image8.png]Subrmit




.  The following screen will appear:
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· Make any changes to update your information, and click [image: image10.png]Cantinue




.  You will receive a screen confirmation that your information has been received, and within 48 hours you will receive e-mail from the Bank Card Systems Support Team that you can access the BCS.

NOTE: If you experience problems during initial access call 303-969-7780 ext. 2435 for assistance.

Logging Into BCS as a Repeat User
· type in URL: http://financialservices.nbc.gov
· Click [image: image11.png]Continue



on both the first page (bookmark site) and the initial warning screen; you will then come to NBC’s Financial Services Site. 

· Select [image: image12.png]Login



 from main menu screen; the following screen will appear:
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· Enter your e-mail address on the Login screen.  Enter the 6-character password you chose when you registered as a new user; then select [image: image14.png]Login



.  

· In the Application List screen (below), select [image: image15.png]Bankcard Customer Support



 to take you into the BCS Tracking System.
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The BCS Menu

Once you have completed login and have accessed the BCS Menu (see below), you have five options: 

· Submit (to enter a new service request), 

· Query (to check on the status of your existing service requests), 

· Add Info/Attachment to Existing Request (to add written information or an attachment to one of your requests that is not yet closed), 

· Search Knowledgebase (to look at solutions for resolved and closed requests), and

· Download Reports (to view reports).
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NOTE: On each BCS screen, you will see a countdown timer in the upper right-hand corner that looks like this:[image: image18.png]0925



.  If you are not actively navigating in the system you will time out after 10 minutes and the following screen will appear:

[image: image19.png]Department of the Interior, National Business Center
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To restart your session, select [image: image20.png]Start Over



.

To Submit a Service Request:

· From the DOI-BCS Menu, select Service Request: Submit.

· The “Submit A Request” screen will appear (see below).  Select the “Issue/Problem Type” and a “Severity” from the drop-down menus, fill in the request “Summary” line with a brief description of your request/issue/problem, and then type a detailed description with specifics in the “Details” field.  

· Click on [image: image21.png]Subrmit this information as a Service Request



. 

[image: image22.png]Submit a Request
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[image: image23.png]Details
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· You will receive a confirmation that your request was submitted.  The confirmation will list the service request number.  (Print this page or write down this number, as you may wish to query on your request or add information to your request in the future).

· You will also receive an e-mail confirmation of your request.  Any time the status of your request changes (e.g., the request is forwarded to the Bank of America or PAM, the request is put on hold, an interim solution/workaround is provided, or the request is resolved/closed) you will receive an e-mail detailing the change in status as well as the workaround, interim solution, or final solution.  

To Query an Existing Service Request:

· From the DOI-BCS Menu, select Service Request: Query.  The following screen will appear:

[image: image24.png]Query Existing Requests

By using this form, you can see a list of requests you have submitted. You can then see the details of any
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· Enter the Service Request Number in the “Request ID” field, and select [image: image26.png]Search Now On Request ID Only



  to find the current status of a request.  When your query returns results, you can click on the resulting service request ID number to view the details of the request.
· You may also query for a list of your own service requests or your bureau’s requests, by issue/problem type, by severity, by keywords in the summary field, by completion status (open or closed service requests), or a combination of these.  
· To query for a list of your own requests, click the drop-down arrow in the “Show me tickets that match my” field, select “account,” and then click on [image: image27.png]Search for matching Service Reguests



.  Your query will return results of all the service requests you have submitted.  You can then click on the service request ID numbers to view the details of each request.

· You may search your bureau’s requests by selecting a bureau from the drop-down menu of the “Select a Bureau” field.  Then click on [image: image28.png]Search for matching Service Reguests



.  Your query will return results of all the service requests that have been submitted from your bureau.  You can then click on the service request ID numbers to view the details of each request.

· To query by issue/problem type, click the drop-down arrow in that field, select a problem type, and then select [image: image29.png]Search for matching Service Reguests



.  Your query will return results of all the service requests matching that issue/problem type.  Click on the service request ID numbers to view the details of each request.

· To query by severity, click the drop-down arrow in that field, select a severity level, and then select [image: image30.png]Search for matching Service Reguests



.  Your query will return results of all the service requests matching that severity level.  Click on the service request ID numbers to view the details of each request.

· To query by keywords in the summary field, type in a keyword or words (e.g., fleet), then select [image: image31.png]Search for matching Service Reguests



.  Your query will return results of all the service requests with that keyword (or words) in the summary field.  Click on the service request ID numbers to view the details of each request.

· To query by completion status, click the drop-down arrow in that field, select either “closed tickets” or “non-closed tickets,” then select [image: image32.png]Search for matching Service Reguests



.  Your query will return results of all the service requests that match the completion status you chose.  (“Non-closed tickets” will return results of any status other than closed, including: Assigned/Work in Progress, Forwarded to Bank of America, Forwarded to PAM, Interim Solution/Workaround, and On Hold).

· You may also select any combinations of the above for more detailed searches.

To Add Information or an Attachment to an Existing Service Request:

NOTE: You should only be adding additional information and/or attachments to existing Service Requests that you have submitted.  Please do not add information to another user’s request.

To add written information:

· From the DOI-BCS Menu, select Service Request: Add Info/Attachment to Existing Request.  The following screen will appear:

[image: image33.png]Add Information to Existing Request
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[image: image34.png]Copyight National Business Canter. Al ights raserved




· Enter the Service Request Number in the appropriate field, and fill in the “Summary” and “Details” fields with the additional information.  Then select [image: image35.png]Submitthis Addition ta my Request



 .  You will receive a screen confirmation that your request was submitted, and you will also receive e-mail confirmation that your request was received by the NBC Bank Card Systems Support Team.

To add an attachment:

NOTE: Microsoft Word or Excel documents are recommended for attachments; if you choose to submit a different type of file, other users may not be able to access it.

· From the DOI-BCS Menu, select Service Request: Add Info/Attachment to Existing Request.

· Enter the Service Request Number in the appropriate field, and click [image: image36.png]Attachment



 .  The following screen will appear:
[image: image37.png]Department of the Interior, National Business Center
m Bankcard Customer Support (BCS)
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· Select  [image: image38.png]Browse.



, choose the file attachment, and then select [image: image39.png]Upload!



 .

· On the next screen, click [image: image40.png]Subrmitthis Attachment



.  You will receive confirmation that your attachment was submitted, and you will also receive e-mail confirmation that your request was received by the NBC Bank Card Systems Support Team.

To Search the Knowledge Base:

· From the DOI-BCS Menu, select Search Knowledgebase.  The following screen will appear:

[image: image41.png]Search the Knowledge Base
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· You may search for the solutions to resolved and closed requests by selecting from the Issue/Problem Type list (click on drop-down menu for choices), or by entering words to match in the “Solution” field, or both.  You may also limit the maximum number of entries to retrieve by filling in that field.  

· Click on [image: image42.png]Search Using the Above Key Wards



 to obtain search results.  When your list of results appears, you can click on the Knowledge Base ID Number to look at the entry (see example below).

[image: image43.png]BCS Home SearchKB | 3 G ‘
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· You can then perform another search by clicking on [image: image44.png]Search KB




.

To Download Reports:

Note:  BCS reports are created using Seagate Crystal Reports software (.rpt extension), but can be opened with Seagate Info Analyzer 7.0.  (See “System Requirements” on 

page 1 for instructions on downloading Info Analyzer).

· From the DOI-BCS Menu, select Download Reports.  The following screen will appear:

[image: image45.png]Department of the Interior, National Business Center
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· Select the report you wish to view by clicking on the title button.
NOTE:  Reports will be updated weekly; selections and views of reports will be expanded over the next several months.  If you have suggestions for reports, please submit a service request through BCS.
Help with BCS

For help with the BCS System, contact Dawn Carey or Karen Selleck with the NBC Bank Card Systems Support Team in Lakewood, CO.

Dawn Carey (303)969-7780 ext. 2656 Dawn_A_Carey@nbc.gov
Karen Selleck (303)969-7780 ext. 2420 Karen_B_Selleck@nbc.gov
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