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	About This Guide


This Instructor Guide for Distance Learning Classes will enable you to train participants on one specific topic using a live instructor web based training application. The significant features of this guide are as follows:

· It provides references to the slide numbers of the PowerPoint presentation prepared to accompany this unit.  Slides should be used as the content delivery method for this class.

· It provides approximate time duration for each section. However, the time duration may vary depending on the length of discussions and questions that participants might have on a particular section. 

· It provides suggestions on when to use the online highlighting tools.

· This material was designed to be delivered using web conferencing software. This guide does not provide detailed instructions on how to set up or manage any web conferencing software.  Instructors are expected to secure this information and skill set independent of this document.  

· For purposes of this manual, the following assumptions are made:

· VoiP (Voice over Internet Protocol) is being used 

· Chat and highlighting tools are available

· Instructor computers are properly configured

· Session is created prior to class start time

· A quiet/private delivery space is being used 

· The invitation to attend has been distributed or posted

· Support material is available to participants

· The instructor is familiar with the course material

· The instructor is experienced with the software

· Evaluation tools are available for distribution 

	Legend


The following legend provides descriptions of the icons used in this guide.

	Icon
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	Instructor Script/Group Discussion
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	Time/Approximate duration
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	Important Note
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	PowerPoint presentation
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	Website Link
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	Chat/Dialogue Box
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	Example
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	Handout/File Attachment
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	Live Demonstration
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	Distance Learning Pre-Class Preparation TC "Distance Learning Pre-Class Preparation" \f C \l "1" 
	       2 Hours


· Review the script, and slides associated with this unit to ensure you are thoroughly familiar with the information to be delivered. Slide numbers are referenced throughout the guide to enable easy coordination of the script with the slides at an appropriate pace.  
· Secure a technical assistant or co-instructor for the session.  This person should monitor and respond to participant questions. 
· Conduct at least one live practice, with your co-instructor.
· Ensure you have appropriate teaching conditions and equipment:

· Quiet room with minimal background noise

· Newer model computer with high speed Internet access

· Headset with microphone

· Web camera (optional)

· Web conference software user name and password

· DTS soft certificate and password for EWTS*** access

· PowerPoint slides for this unit

· Website link(s) for this unit 

· Web conference URL; access instructions

· Help Desk telephone number(s) 

· Notepad and pen

· Check software and hardware:  

· Computer works properly with web conference software

· Software is configured and tested for audio and/or video

· Headset is plugged into the computer and works

· Volume control on the headset and computer are properly set

· Web camera is placed for best visual of instructor

· Participant to instructor chat room/communication mode is working

· Instructor chat room is available

· Highlighting tools open and work as expected

· Welcome slide includes class name

· Slides and script are the most current version

· Slides are properly attached to the session

· EWTS is up and running before class starts (if appropriate)

EXPLANATION OF HIGHLIGHT ICONS & SYMBOLS:
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	Highlight Icon: Indicates to instructor and co-instructor specifically what needs to be highlighted on the each slide within the PowerPoint presentation supporting this class. Also includes directions on the color of highlight symbols to be applied.

Highlight Symbols:

Indicates to instructor and co-instructor which specific highlight symbol to apply to a portion of a presentation slide.  Symbols will usually be a stars, arrows, check marks, and/or boxes. Placement also indicates exactly when to apply the symbol within the text.
Complex Sequence Notes:

When highlights must be applied in a specific flow or complex pattern, each point will be indicated with a sequential number.




INSTRUCTOR ROLES:
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	The co-instructor is typically responsible for the following:
· Accepting participants into the class 

· Guiding participants to technical assistance information

· Executing slide changes for the instructor
· Highlighting slides for the instructor

· Responding to participant questions

· Passing content question to the instructor or a SME during class
· As appropriate, collecting participant email addresses for distribution of supplemental information or responses to unique questions after class

· Ensuring any unanswered class questions are distributed to SMEs and responses are sent to participants in a timely manner
· Ensuring any requested supplemental information is distributed to participants in a timely manner 

The instructor is typically responsible for the following:

· Ensuring class starts and ends on time
· Ensuring slides and script associated are the most current version
· Ensuring slides are properly attached to the web conference
· Ensuring any web links are properly entered and working
· Ensuring the evaluation card is distributed at the close of class



Opening the Class
	Welcome TC "Welcome" \f C \l "1"                                                                                               4 Minutes


 Display:
	
	Slide 1: Welcome
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Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

Department of Defense

WELCOME

T-106

Travel Assistance Center (TAC) &

Travel Explorer (TraX)




 NOTE TO INSTRUCTORS ONLY

	
	When this material is delivered via web conferencing software that depends on VOIP (Voice over Internet Protocol), it is important to do a sound check before starting the script.

Stop and ask participants if they can hear you clearly, pause and give participants time to respond, and then proceed with the class.


   Highlight:
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	· No highlights needed.


Welcome participants: 
	
	Hello, my name is (insert name), and I will be your instructor today.
Also on the line today is (insert name), who will be monitoring the chat box and dealing with technical details.

Welcome to T-106 TAC and TraX.



Display:
	
	Slide 2: Topic, Target Audience, Pre-Requisites
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Topic: Travel Assistance Center (TAC)

and Travel Explorer (TraX)

Target Audience: Anyone involved in DoD travel

Time: Approximately 60 minutes

Pre-Requisites: None
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T-106 CLASS OVERVIEW




   Highlight:
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	· Stamp a star or check on each point as it is reviewed.




Ensure all participants have signed into the appropriate class: 
	
	This class is T-106 TAC & TraX; an overview of the Travel Assistance Center and the Travel Explorer website.
The content is appropriate for all DoD travelers, as well as any personnel who support travelers on TDY assignments.

The session is approximately 60 minutes long and will move at a moderate pace.

There are no suggested pre-requisites for attendance today. 



Display:
	
	Slide 3: Technical Issues?
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TECHNICAL ISSUES?

•

AUDIO GAPS

•

SLOW SCREEN CHANGES

•

DISCONNECTS 



Exit class



Close all other software applications



Log back into class 



Check with local IT staff

If problem persists call the DISA Help Desk: 

1-800-447-2457




Highlight:
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	· Stamp a star or check on each point as it is reviewed.



Explain:

	g
	This class is provided by the Defense Travel Management Office and delivered with the DoD-approved Defense Connect Online software.
If you experience poor audio slow changing screens or connection issues, please take corrective action on your own. 
First, exit the class, and close all other software browsers open on your computer; then re-enter class. 

If the problem continues, contact your local IT support team and ask for help configuring your computer to work with DCO.
Or call the DISA/DCO Help Desk; their number always appears in the corner of the classroom screen.




Display:
	
	Slide 4: Attendance Credit
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SELECT:

GUEST

ENTER:

FULL NAME + SERVICE/AGENCY INITIALS

ATTENDANCE CREDIT

Helen  Smith/DTMO     




Highlight:
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	· Draw a box around “Guest” and login name area. 



Explain:

	
	To receive proof of attendance for this or any other DTMO distance learning class, always select the GUEST option on the login screen and enter your full name and Service or Agency initials.

Attendance is manually credited to eligible participants 1-2 weeks after class.

Print your certificate by going to the My Completed tab in TraX.

Class login information must match training registration information or credit cannot be awarded.

If you did not provide complete information at entry today, please do so now by using the chat box.



Display:
	
	Slide 5: Communicating In Class
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COMMUNICATING IN CLASS




Highlight:
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	· Draw a box around the icon with the raised hand.
· Draw a box around the chat box text entry area.


Explain:
	
	For those who are new to our program, participant microphones are turned off during class, so please do not select your microphone icon.

There are however two options for communicating with our team today. 

First, everyone has a “raise the hand” icon, in the lower left corner of the screen. 

Please go there now, and send me a message of your choice, then look at the attendance box to confirm your action.

	
	INSTRUCTOR NOTE: Pause to give participants time to act, then insert a brief personal comment thanking them for their actions before returning to the script.  Remove all icons before advancing. 

	
	You can also ask questions at any point by using the chat pod.

(Insert co-instructor first name) and I will make every effort to quickly respond to your questions.

When this is not possible, we will email the response after class.


Training 

Objectives
	Objectives" \f C \l "1" 

	
	1 Minute


Display:
	
	Slide 6: Training Objectives
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TRAINING OBJECTIVES

• Local Travel Support

• Travel Assistance Center (TAC)

• Travel Explorer (TraX)

– Registration and login

– Creating a TAC help ticket

– Knowledge Center

– Training section

– Trip Tools
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   Highlight:
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	· Stamp a star on each bullet as it is reviewed.



Explain:
	
	Today’s class has been designed to provide information about DoD travel resources and how to access them.
I will begin by discussing local travel support that should be available at your site or within your Service or Agency.
Next, I will provide an overview of the Travel Assistance Center, or TAC, which is available to help when issues cannot be resolved locally.
And finally, I will discuss the key features of Travel Explorer, or TraX, a web-based tool designed to assist the entire DoD travel community.  
When discussing TraX, specifically I will address how to:

· Register for an account and logging in
· Create a TAC help ticket
· Search the Knowledge Center to find answers and reference materials
· Access the Training Center, and
· Use the many trip planning tools.


	Local Support TC "Local Support" \f C \l "1"  
	
	3 Minutes


Display:

	
	Slide 7: Local Support Options
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• Always consult local level support first

• Options for local support

– Local help desk

– Defense Travel Administrator (DTA)

– Office travel experts / peers

• Experts on local business rules

• Most efficient means of problem resolution
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LOCAL SUPPORT OPTIONS




   Highlight:
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	· Stamp a star or check on each bullet point as it is reviewed.




 
Explain:

	



	Any time you require assistance for an official travel-related issue, you should always consult local support first.
Examples of local support include:

· a Service or Agency help desk,
· a Defense Travel Administrator, or DTA
· a local travel expert, and

· the most frequently overlooked resource - your own peers.

Local support personnel are typically familiar with your organization’s local business rules, making them the best source of answers to your for travel questions.




Display:
	
	Slide 8: How to Find Local Support
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   Highlight:
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	· Draw a box around Programs & Services

· Draw a box around the link information at the top of the page.

· Draw a box around the Local Level Support link in the left column


   Explain:

	
	If you’re not sure how to locate local support, a good place to start is the DTMO website at: http://www.defensetravel.dod.mil.
Under the Program and Services navigation drop down, select Customer Support / Local Level Support to search for the local support information of your site or within your Service or Agency.



Display:

	
	Slide 9: Local Support
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LOCAL SUPPORT
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   Highlight:
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	1. Draw a box around “Select your Service/Agency.”

2. Insert an arrow pointing to the “Local Level Support” inset.

3. Insert an arrow pointing to the “Request Update” button.


   Explain:

	



	Choose your Service or Agency from the drop down list and select Go.
This generates a list of the local support organizations points of contact at each site, as seen in the inset image on the right side of this slide.
You can narrow the search results by typing your site location into the Search field.

You will also notice a Request Update that Lead Defense Travel Administrators, or LDTAs, may use to change the contact information for their site.
To ensure the accuracy of all information posted, we ask that you 

please do not submit an update unless you are an LDTA.



Display:

	
	Slide 10: Interactive Exercise
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INTERACTIVE 

EXERCISE

HOW TO LOCATE YOUR 

LOCAL SUPPORT INFORMATION
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Explain:

	
	INSTRUCTOR DIRECTION:

· When using Defense Connect Online for class delivery, set up before class by opening an internet browser and navigating to http://www.defensetravel.dod.mil/site/localSupport.cfm.  Leave browser open during class.  
· When slides reach this point in class, select the Share drop-down in DCO from the share pod and select My Computer Screen to display the Local Support page.  
· On the DTMO’s Local Support page, enter the information provided by class volunteer(s) into the Service/Agency drop-down and the Search field.

· NOTE: If none of the participants offer their location, or if the locations are too complex, search under “Agency” and identify DHRA, which is DTMO’s LDTA office, as the example.

· Once complete, re-open the class slides using the Share drop-down and selecting the T-106 TAC & TraX .ppt file.

	
	To show you how easy it is to find local travel support, let’s perform a live search using the DTMO website using your site information as the example.
In the chat pod, I’d like a few volunteers to type their Service/Agency affiliation and their site location.

For example, if you work for the Army at Fort Jackson, type “Army – Fort Jackson” into the chat pod.
(Insert name for attendance pod) thank you for volunteering.




CONTINUED ON NEXT PAGE

Continue Interactive Exercise:
	
	With the DTMO website open on my screen, I select (insert volunteer’s Service/Agency name) from the drop down menu and type (insert volunteer’s location name) into the Search field.

And it looks like……….(insert comment about search results).

I think we have time for a second search (give direction to second volunteer)

 OR
I think you get the idea, so let’s move forward.




	Travel Assistance Center TC "Travel Assistance Center" \f C \l "1" 
	
	4 Minutes


Display:

	
	Slide 11: Travel Assistance Center (TAC)  Overview
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• The Travel Assistance Center (TAC) is available to 

resolve issues that cannot be resolved locally

• Operates from Chesapeake, VA

• Available to all DoD travelers

• Check local business rules before contacting the TAC

• Attempt to resolve all issues via local support

• Contact TAC for emergency or DTS system issues
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TRAVEL ASSISTANCE CENTER (TAC) 

OVERVIEW




   Highlight:
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	· Stamp a star or check on each bullet point as it is reviewed.



  Explain:

	
	There may be times when an issue cannot be resolved locally.
When this occurs, the Travel Assistance Center, or TAC, is there to help.

The TAC is a help desk located in Chesapeake, Virginia, to support all DoD personnel with any official travel-related issue.

However, I want to remind you that local support should always be your first approach to resolving a travel issue.
In fact, many organizations have local business rules that require users to request assistance from local support resources before contacting the TAC.
For example, the Army Reserve recently notified its personnel that non-emergency issues must route through local support.

A copy of this memo will be available in today’s classroom closing lobby for your reference.

Therefore, we recommend contacting the TAC only for emergencies or system issues, such as documents stuck at CTO Submit and rejects from financial systems.


Display:

	
	Slide 12: How To Contact The TAX
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HOW TO CONTACT THE TAC

• TAC is available 24 hours a day/7 days a week, 

including federal holidays

• Reach the TAC:

– Phone numbers and instructions posted on DTMO 

website (Travel Assistance section)

– Online via TraX

• TAC Outreach Calls held twice per month

– Schedule, topics, and dial-in information available via 

Announcements section in TraX
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   Highlight:
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	· Stamp a star or check on each bullet point as it is reviewed.



   Explain:

	



	The TAC is available 24 hours a day, 7 days a week, either by phone or by submitting a help ticket, which is an online request for assistance, via Travel Explorer (TraX).  

The TAC’s telephone number and instructions for calling from CONUS or OCONUS locations are found on the Travel Assistance page of the DTMO website.

The fastest and most efficient way of getting your issue resolved by a TAC Analyst is by submitting a help ticket, which I’ll be covering in more detail shortly.
In addition to providing travel support, the TAC also hosts twice-monthly educational Outreach Calls on a variety of travel-related topics.  

Outreach Calls offer great training opportunities on the latest and most common travel issues; a full schedule of upcoming TAC Outreach Calls is posted in TraX.


Display:

	
	Slide 13: TAC Operations
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TAC OPERATIONS

• Analysts are trained to provide most current and 

complete travel information

• Supported by four teams of trained analysts with 

working knowledge of specific travel-related topics

– General Team

– Finance Team

– CTO Team

– Technical Team
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   Highlight:
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	· Stamp a star or check on each bullet point as it is reviewed.



   Explain:

	



	TAC Analysts are very knowledgeable on a wide range of travel topics, but answering questions related to CTO operations, for example, requires a very different knowledge base than answering finance-related questions.

As a way of providing targeted assistance to its customers, TAC Analysts are divided into four teams to concentrate on specific issues. 

They are:
· the General team

· the Finance team

· the CTO team, and 

· the Technical team.


Display:

	
	Slide 14: TAC Team Functions
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TAC General Team

• Customers’ first point of contact

• Research and route help tickets to 

other teams

• DTS document and system errors

TAC Finance Team

• Centrally-Billed Accounts (CBAs)

• Debt Management

• Accounting rejects

• Financial partner systems

TAC CTO Team

• Passenger Name Record

• Document routing

• Reservations

• Global Distribution Systems

o

Sabre, Apollo, Worldspan

TAC Technical Team

• System design

• System performance

• DTS access
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   Highlight:
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	· No highlights necessary.



   Explain:

	
	This slide provides an overview of the primary functions and knowledge bases for each TAC team.

I’m not going to cover each team in detail, but the important lesson here is that the subject of your issue dictates which team will support you.
When we reach the Help Tickets portion of today’s class, I will offer a few tips on getting your tickets routed quickly to the appropriate TAC team, which provides you with a quicker response and resolution.



	Travel Explorer TC "Travel Explorer" \f C \l "1" 
	
	1 Minute


Display:

	
	Slide 15: Travel Explorer (TraX)
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TRAVEL EXPLORER (TraX)

Interactive website where registered users of any role can:

• Open and monitor progress of TAC help tickets

• Access helpful links, user guides, and FAQs

• Access training resources and online training:

– Demonstrations

– Web-based training

– Distance learning webinars

– Instructor-led (classroom) materials

• Use trip tools

– Trip Calculator

– Maps

– Location Reports
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   Highlight:
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	· Stamp a star or check on each bullet point as it is reviewed.



   Explain:

	



	Now that I’ve reviewed different ways of obtaining travel support, let’s discuss Travel Explorer, or TraX.
TraX is an interactive website that contains valuable tools, information, and training resources for the DoD travel community. 
In this next section I’ll review TraX functionality, including:
· How to create a TAC help ticket;
· How to access helpful links, user guides, and frequently asked questions;
· How to utilize DTMO’s training resources, including demonstrations, web-based training modules, distance learning webinars, and instructor-led classroom materials; and, finally,
· How to use some handy trip planning tools, such as a trip cost estimator, maps, and location reports.


Display:
	
	Slide 16: Accessing TraX
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ACCESSING TraX
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   Highlight:
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	· Draw a box around the “TraX” link.




   Explain:

	
	Access TraX using any of the TraX links located on the DTS home page or use the quick link on DTMO website, as shown here.

A link to TraX will also be available in today’s classroom closing lobby.



Display:

	
	Slide 17: DoD Security Warning
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DoD SECURITY WARNING




   Highlight:
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	· Draw a box around the “OK” button.



   Explain:

	
	Since TraX is accessed via a DoD-hosted portal, you’ll encounter a warning statement each time you visit TraX.
Once you’ve finished reading this information, select OK to agree to the terms and conditions of site use, and you’ll be taken to the DTMO Passport login page.



Display:

	
	Slide 18: Login and Registration
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LOGIN AND REGISTRATION




   Highlight:
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	1. Draw a line under the “Passport Account” login box title.

2. Draw a box around the 3 lines for “Password Login”; and remove.
3. Insert an arrow to point out “CAC Login”; and remove.
4. Draw a box around the “Forgot  Your Passport,” “Login Help,” and “Register” buttons.


     Explain:

	
	The DTMO Passport is a web portal that hosts several applications, one of which is TraX.
Based on your role, you may have access to additional applications that are hosted within Passport.
The Passport login screen gives you options to login with a username and password, or by using your Common Access Card (CAC).

The buttons across the bottom allow you to reset your password and to receive login help, or, for first time users, register for a new user account.
Let’s take a minute to review the quick registration process.


Display:

	
	Slide 19: Registration
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REGISTRATION




   Highlight:
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	1. Draw a box around the four “Required” fields.
2. Draw a box around “Required Fields Missing” button.
3. Draw a box around “Register with CAC” button.


   Explain:

	
	After you select the Register button, a registration form opens and prompts you to enter your information.

The first four fields are mandatory, and until you have entered this required information, the button at the bottom of the page will display as Required Fields Missing.
Once you’ve entered the required information, the button will update and allow you to submit your registration.

After you’ve submitted your registration, TraX will send you an email with a temporary password, which you must change upon your first login.
Or, you can save time by registering for an account using your CAC.


Display:

	
	Slide 20: Passport Access
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PASSPORT ACCESS




   Highlight:
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	· No highlights necessary



Explain:  
	
	With your registration complete, you’re ready to log into the DTMO Passport.
As I mentioned earlier, most users only have access to TraX; these users skip the screen you are looking at right now and go directly from login to the TraX home page. 
Some users to need access to other applications that are hosted by Passport. 

Based on their profile, these users go from login to the Passport Access menu.

In this example the user has access to two applications and they can enter TraX by selecting the TraX icon from the Passport menu.



Display:

	
	Slide 21: TraX Home
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TraX HOME




Highlight:
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	1. Draw a box around the “Welcome” buttons; and remove it.
2. Draw a box around the “Announcements” section; and remove it.
3. Draw a box around the “Trip Tools” section; and remove it.
4. Insert an arrow to point out the “Passport Profile” button.
5. Draw a box around all 3 sections on the far right side of screen.

6. Draw a box around the TraX main navigation bar; and remove it.
7. Insert an arrow to point out the “Home” link.

8. Insert an arrow to point out the “Help Tickets” link.


Explain:
	
	This slide displays the TraX homepage.
For first time users, begin your orientation to TraX by viewing the Welcome Video or reading the Welcome Message.

The TraX homepage offers several shortcut options that are displayed the left and right sides of the screen.
Starting in the lower left corner and working clockwise, you will find an Announcements section, which allows you to see what’s new in the DoD travel community.


CONTINUED ON NEXT PAGE

Continue slide 21:
	
	For more information about any of the announcements, simply click on the announcement and it will populate in the middle of the screen.

Next, you’ll find the Trip Tools menu, along with shortcuts to the different travel planning tools.
You can manage your Passport profile using the button in the upper-left corner of the screen.

Moving to the right side of the page, there are shortcuts for the Knowledge Center, a listing of your Help Tickets, and a list of recommended training classes.
While you can access most of TraX’s features using these shortcuts on the homepage, the best way to navigate is by using the main navigation bar, which displays at the top of each page in TraX. 

The first icon is Home, which will always bring you back to the TraX homepage.
Next is the Help Tickets tool, which I will discuss in greater detail on the next few slides.



Display:

	
	Slide 22: Creating and Browsing Tickets
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CREATING AND BROWSING TICKETS
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   Highlight:
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	1. Draw a line under the “Browse My Tickets Screen” tab.
2. Draw a line under the “Create New Ticket Form” tab.
3. Remove both lines.  Place a stamp to the left of the “Title” field.
4. Place a stamp next to the “Description” field.

5. Place a stamp next to the “Subject” field.

6. Draw a box around the “Is this Ticket DTS Related?”

7. Place a stamp next to the “Create Ticket” button.


   Explain:

	
	As I mentioned earlier, a help ticket is an electronic request for assistance that is routed to the Travel Assistance Center.
The Help Tickets tool allows you to view your previously submitted tickets under the Browse My Tickets Screen tab, or submit a new help ticket using the Create New Ticket Form, as you can see on this slide.

When you submit a new ticket to the TAC, it is important to provide as many details as possible regarding your issue, as it helps the TAC provide a faster, and more accurate resolution.  


CONTINUED ON NEXT PAGE

Continue slide 22:
	




	Let’s take some time to review some of the information that should be included in your help ticket.

Starting at the top of the ticket page, provide a title that summarizes your issue and highlights significant details, but isn’t too generic.

An example of a generic, poorly worded title would be “Traveler has a problem”; while a strong title could be “Voucher payment not received by traveler – verified that EFT information is correct” since it captures the issue and stresses the urgency of the situation.
Next, provide a detailed description of your issue.

Your description should provide a step-by-step sequence of what happened, any DTS error codes, and the DTS screen ID number.
One piece of information you should never include in the description field is traveler’s full Social Security Number, which violates regulations pertaining to the protection of Personally Identifiable Information (PII).
The Subject line provides a drop-down list where you can select a broad description of your issue; the TAC will use this information to route your ticket to the correct team for resolution.

The three fields I just reviewed are all required, as indicated by a red asterisk.

After you’ve completed these required fields, use the radio button to indicate if your ticket relates to a DTS document.
Finally, attaching an image or screenshot to all tickets is a helpful way of helping the TAC identify your issue and provide a faster resolution, since a picture is worth a thousand words!
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	Slide 23: DTS Related Tickets
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Highlight:

	[image: image50.png]



	· Stamp a star or check on each bullet point as it is reviewed.


Explain:

	
	For issues that are DTS-related, selecting the “Yes” radio button provides additional data fields so you can enter important details about the affected DTS document.

I’m not going to cover every field that you see displayed on this slide, but here are some of the important fields that you should populate:
· Traveler Last Name
· The last 4 digits of the traveler’s Social Security number (labeled “Traveler SSN Last 4”), which helps in identifying DoD personnel when combined with a Traveler’s Last Name.
· Document type (authorization, voucher, or local voucher).
· The travel authorization number, or TANUM, (when the document has one), which is often vital to resolving the issue.


THIS PAGE LEFT BLANK INTENTIONALLY
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	Slide 24: Sample TAC Ticket: Good or Poor?
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   Highlight:
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	· Insert arrows to point out: “Title”, “Subject” and “Create Ticket” as each is reviewed.


Explain:

	

	Now that we’ve covered how to submit a help ticket to the TAC and some best practices, let’s test your understanding by looking at two sample tickets.  
Look at the sample on the screen now, and using your participant icon drop-down (the Raise the Hand drop-down), indicate whether you agree or disagree with the following statement:

This is an example of a good help ticket.


	
	Instructor Note: Allow participants to respond to your statement.  Repeat statement as many times as necessary until most participants have responded using their participant icon selections.



CONTINUED ON NEXT PAGE

Continued slide 24:
	


	And it looks like most of you were able to tell that this is an example of a good ticket; so let’s do a quick review of what makes it a good ticket.
First, the Title field clearly states the type of issue and the level of urgency.

Next, a detailed subject was selected from the Subject drop-down, which will help direct it to the correct TAC analyst.

I won’t go through the ticket field by field, but it looks like Charlie did a good job of including all the required information, and took the time to include a screenshot of his issue. 
All he has to do now is select Create Ticket in the bottom left corner of the screen to send it to the TAC for resolution.
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	Slide 25: Sample TAC Ticket: Good or Poor?
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	1. Draw a box around “Is this Ticket DTS Related?”

2. Draw a box around the “Title” and the “Description” boxes.


Explain:

	
	Let’s take a look at a second example, and using your participant icon drop-down (the Raise the Hand drop-down), indicate whether you agree or disagree with the following statement:

This is an example of a good help ticket.


	
	Instructor Note: Allow participants to respond to your statement.  Repeat statement as many times as necessary until most participants have responded using their participant icon selections.


	
	
And it looks like everyone has correctly indicated that this is an example of a poorly constructed ticket.




CONTINUED ON NEXT PAGE

Continue slide 25:
	
	
A quick glance shows that the ticket relates to a DTS document, but this individual selected No to that question, which prevented several critical information fields from displaying on the page.

To make things worse, neither the title “Charlie is having problems with his document” or the description contains any useful details. 

While the TAC analysts are great at their jobs, it is virtually impossible for them to provide a timely resolution when a ticket is missing so much vital information.

Good job everyone!
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	Slide 26: Preliminary Response To Ticket
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	1. Draw a box around “Preliminary Response to Ticket” field.
2. Draw a line under the “Finish Submitting Ticket” button.


Explain:  
	
	Before your ticket is routed to the TAC for resolution, TraX offers several frequently-asked questions (FAQs) from the Knowledge Center that may provide an immediate resolution to your issue.
TraX recommends FAQs based on your Subject and from the keywords you entered into the ticket description field and ticket title.

If you review these FAQs and receive an answer that addresses your issue, simply navigate away from this screen or close your browser to exit the ticket process.

If the recommended FAQs don’t resolve your issue, select Finish Submitting Ticket and your ticket will route to the TAC for resolution.


THIS PAGE LEFT BLANK INTENTIONALLY

	Knowledge Center TC "Knowledge Center" \f C \l "1" 
	
	     4 Minutes


Display:

	
	Slide 27: Search Knowledge Center
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   Highlight:
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	1. Insert an arrow to point out the “Knowledge Center” tab.

2. Draw a box around the “Search & Browse Knowledge Center” tabs.

3. Draw a box around the “Search by Category” dropdown.

4. Draw a line under the “Search” text field and the “Search” button.
5. Draw a box around the “Summary” results box.

6. Draw a line under the second answer in the “Summary.”


   Explain:

	
	Now that we’ve discussed the Help Tickets process, let’s move on to the TraX Knowledge Center.

Start by selecting the Knowledge Center button from the main navigation bar or by using the TraX homepage shortcut.
The Knowledge Center boasts 1,300 Frequently Asked Questions (FAQs) and training reference materials, which may be viewed using the Search Knowledge Center or Browse Knowledge Center tabs.


CONTINUED ON NEXT PAGE
Continue slide 27:

	
	Since the functionality of both tabs is very similar, I’ll only be covering the functionality of the Search Knowledge Center function, which is displayed on this slide.
To receive the most accurate results, take some time to complete the filters at the top of the page.

The Search by Category drop-down helps narrow your search by to a specific category, such as Frequently Asked Questions or Reference Materials.
In this example, I wanted to perform a wide search, so I selected All from the drop-down.

Directly to the right of the Search By Category drop-down is keyword search field, where I have typed “canceling authorizations.”  
Once I select the Search button, TraX will search for FAQs and materials that meet my criteria.

As you can see on this slide, the resulting search list is quite long, but TraX always displays the most relevant options at the top of the page. 

For this example, I’ll select the second answer in the list, which is the Cancellation Procedures Tri-Fold.
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	Slide 28: Search Results
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Highlight:
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	1. Insert an arrow to point out the “Cancel A Trip” tri-fold link.

2. Draw a box around the inset tri-fold.

3. Draw a box around the “Users who viewed this answer….” field.

4. Draw a box around the “Answer ID” box.
5. Insert an arrow to point out the “Notify Me by Email” button.


Explain:

	
	After I make my selection, the screen will refresh and display the content of the FAQ.
In this example, the Answer field provides a link to a trifold, which I’ve displayed on the right side of the slide.
At the bottom of the screen is a list of other items containing similar content to this FAQ, which is very helpful when you need to gather extensive information on a specific topic.

The left side of the screen displays the Answer ID number, the date the item was created, and the date of the item’s last update.

You can expedite future searches by typing the Answer ID directly into the Search field.
You can also subscribe to an FAQ by selecting the button in the middle of the page.  Anytime an update is made to this FAQ, TraX will notify you via email.
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	Slide 29: Training Center
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   Highlight:
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	1. Insert an arrow to point out the “Training” icon.

2. Insert an arrow to point out “Available/Recommended Training.”
3. Draw a box around the 4 training tabs.


   Explain:

	
	The next icon on the main navigation bar is Training, so let’s discuss the many training options available to you in TraX.  
Each time you visit the Training section, TraX defaults to the Available/Recommended Training tab to display a full listing of DTMO’s available training classes, which are broken into four types:
· Web-based
· Demos
· Instructor-Led, and
· Distance Learning.
Since some positions require different knowledge and skill sets than others, some classes on this list may not apply to you.  
If you take a quick trip to the My Roles tab, you can identify your role so that TraX can provide you with a list of recommended training.


Display:
	
	Slide 30: My Roles
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	· Draw a box around the “My Roles” tab.


   Explain:

	
	The “My Roles” tab is very straightforward; simply check the boxes next to the role or roles that you perform at your site.  
Once you’re finished, select View Recommended Training to return to the listing of training classes.
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   Highlight:
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	1. Insert an arrow to point out “Only View Recommended,” remove.
2. Insert an arrow to point out “View All,” remove.
3. Draw a box around the tabs.

4. Draw a box around the “Type” column; remove.
5. Draw a box around the “Info” and “Class Name” columns; remove.
6. Draw a box around the “Schedule/Launch” column; remove.


Explain:

	
	Going back to the Available/Recommended Training tab, the default view for this screen is Only View Recommended, which only displays classes recommended for your role.

However, you may view all available classes by selecting the View All radio button.

You may also sort and view classes by selecting or unselecting the method of delivery tabs, such as Web Based or Distance Learning.
In terms of layout, the Type column on the right identifies the delivery method for the training options shown.


CONTINUED ON NEXT PAGE

Continued slide 31:
	
	Class Names appear in the center of the page, with more information available by selecting the Info button on the left.

Next to the Info button you will see either Launch or Schedule.  
On-demand classes have a Launch button, while classes occurring on a future date display a Schedule button.
Web-based trainings, or WBTs, are on-demand, interactive modules that include knowledge quizzes and award a certificate of completion.

Demos are click and watch videos about DTS-related subjects, but they do not offer any type of certificate of completion.  
Instructor Led classes are taught by a live instructor in a classroom setting; these classes are infrequent in nature, have limited seating, and generally involve travel.
Distance Learning classes, or webinars, such as the one you are attending now, are real-time sessions taught by live instructors via Defense Connect Online and has unlimited seating.
Whenever you register for a class in TraX, it is added to the My Schedule tab.
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	Slide 32: My Schedule
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	1. Draw a box around the “My Schedule” tab. 
2. Draw a box around the three action buttons on the right. 


Explain:

	
	In addition to displaying the class names, dates, and times, the My Schedule tab contains three buttons on the right side of the page.

The Info button allows you to read details about class content.  
If you change your mind about attending a class, use the Cancel button.
Selecting the Launch button opens the same URL provided in the registration confirmation email.
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	Slide 33: Completed Classes
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	1. Draw a box around the “My Completed” tab. 
2. Draw a box around the two action buttons on the right.


Explain:

	
	The My Completed tab displays a list of your certificates of attendance for Distance Learning classes and certificates of completion for WBTs.

You have the option to print or delete any of the certificates listed on this page.



Display:

	
	Slide 34: Seminar Information Page
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	1. Draw a box around the “Seminars” and “Info” tabs. 
2. Draw a box around the “Trip Tools” tab.


   Explain:

	
	The remaining tabs under Training are Seminars and Info or Information.
The Seminars tab provides information and registration functionality for upcoming DTMO seminars.
The Info tab describes the different training opportunities offered by DTMO; but since we discussed this information earlier in the class, I will not repeat it now.

Moving along the TraX main navigation bar, next we’re going to discuss the Trip Tools section.



	Trip Tools TC "Trip Tools" \f C \l "1" 
	
	3 Minutes
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	Slide 35: Trip Tools
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	1. Draw a box around the list of Quick tools on the right. 
2. Draw a box around the trip tools dashboard in the center of the screen.


   Explain:

	
	The Trip Tools section is useful for trip planning, such as obtaining cost estimates for travel budgeting purposes.  
For today’s class, I’m going to demonstrate how to build an estimate for a trip using all the Trip Tools in a step-by-step process.  
However, you can use the Quick Tools button on the right side at any time to use the tools separately.
To formulate a total trip estimate, go to the center of the screen and enter the trip dates, the To and From locations, and indicate the types of expenses you expect to incur on the TDY.  

Please note, the TraX Trip Calculator does not interface with DTS, so you cannot export your trip estimates into DTS as a framework for an authorization. 
However, by building this estimate, it will help you and your Authorizing Official with pre-trip decision-making.
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	Slide 36: Trip Tools- Trip Calculator
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	1. Draw a box around the “When” and “Where” sections.

2. Draw a box around the trip summary on the right.


   Explain:

	
	Once you complete the “When” and “Where” sections, new icons appear at the top of the screen, which I’ll discuss when we finish the trip estimate.

As you enter information into the tool, the Trip Calculator builds an estimate on the right side of the page.
This estimate includes any forecasted allowances for the trip, manually-entered expenses, and the costs of your mode of travel, such as flight costs.



Display:

	
	Slide 37: Trip Tools - Trip Calculator
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	1. Draw a box around the “What” section.

2. Draw a box around the “Trip Summary” section on the right.
3. Draw a box around the forward button at the bottom.


   Explain:

	
	The next step is to identify the types of expenses that are likely to be incurred.  
Select the appropriate checkmarks at the bottom of the screen within the “What” section.

I’ve indicated that this TDY requires commercial air and rental car.  
The Miscellaneous expenses box has been left unchecked for this example to show you that items become grayed out as they are added to the Trip Summary on the right side of the screen.
After identifying the “When,” “Where” and “What” options, select the forward button at the bottom of the screen.
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	Slide 38: Trip Tools- Trip Calculator
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	· No Highlights necessary.


 
Explain:

	
	Depending on the options you selected for your trip estimate, you may encounter any of these trip tools that you see displayed on this slide.

Each tool provides an estimate for the facets of your trip.
However, if you prefer to enter an estimate manually, you may do so.
For example, the system calculation may be the cost of a GSA City Pair Contract flight; but if you prefer to estimate your flight cost to be higher, you can manually enter the higher cost.
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	Slide 39: Trip Tools- Trip Calculator
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	1. Draw a box around the “What” section.

2. Draw a box around the trip Summary section on the right.
3. Draw a box around the forward button at the bottom.


 
Explain:

	
	Your Trip Estimate Summary is complete when the Finished button appears on your screen.
The total cost of the trip displays on the right side of the page under the Trip Summary section.

At the top of the screen are two icons that allow you to email the trip information, or you may choose to print or save a PDF version of the trip estimate.

The other two icons on the left are Location Report and Trip Map.
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	Slide 40: Trip Tools – Location Report
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	· No Highlights Necessary



   Explain:

	
	A TraX Location Report displays information about your destination.
The Location Report includes information about:
· Travel alerts,
· Security concerns,
· Health risks,
· Entry and Exit information,
· Transportation tips,
· Exchange rates,
· Local weather, and
· Important contact information, such as embassy locations and phone numbers while traveling abroad.
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	Slide 42: Trip Tools – Map
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   Explain:

	
	Trip Tools also features an interactive map that works similarly to other online map programs.

There is a zoom function, satellite or terrain displays, as well as street views.

When you specify your origin and destination using Trip Tools, your locations will automatically show up as pin points on the map.
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	Slide 43: Trip Tools – Hotel Lookup
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	· Draw a box around the Search field.


   Explain:

	
	The Hotel Lookup function in Trip Tools allows you to locate hotels for a particular area.
Since the Hotel Lookup tool is not part of the Trip Estimate process, it is accessed via Quick Tools.

Simply type in the city where you would like to locate a hotel, followed by Search icon.  
TraX will provide a full listing of hotels on the left, while the right side of the screen displays each hotel’s exact location on a map.  
Since policy states that DoD travelers are required to stay in FEMA-approved hotels, Hotel Lookup has a check field indicating whether a displayed hotel is FEMA-approved.
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	Slide 44: Trip Tools – Currency Converter
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	· Draw a box around “Currency Converter.”


   Explain:

	
	The Currency Converter, which is also accessed via the Quick Tools menu, can be used to determine current conversion rates.  
Like the other functions in Trip Tools, this can be a great help any time you need to estimate total travel expenses for an international trip. 
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	Slide 45: Travel Links 
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	1. Draw a box around the “Links” tab.

2. Draw 3 lines under “Foreign Currency Converter”, “Dept of State Travel Advisories” and “Airport Maps”.

3. Draw a box around the “Feedback” tab.


   Explain:

	
	Going back to the TraX main navigation bar, the next icon after Trip Tools is Links, which opens the Travel Links screen. 

From here, there are direct connections to a variety of very helpful travel-related websites, such as up-to-the-minute Department of State Travel Advisories.
The last icon on the navigation bar is Feedback, which opens a blank TAC help ticket so that you can provide any TraX-related feedback.
With that, our journey through Travel Explorer is complete.



	Summary – Closing - Questions TC "Summary – Closing - Questions" \f C \l "1" 
	
	1 Minutes
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	Slide 46: Summary
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	· Stamp a star or check on each bullet point as it is reviewed.




Explain:

	


	We’ve reached the end of today’s class, but let’s take a moment to review a few key points from the material.
You should always use your local support first when trying to resolve a travel problem, since local resources are the fastest, and typically most accurate and convenient, way of resolving an issue.  
If you need to find your local contact information, it is available on the DTMO website.

The DTMO Travel Assistance Center, or TAC is a 24/7 DoD wide travel help desk that is available to address any travel-related issue and may be reached via phone or online help ticket.  
Travel Explorer, or TraX, is a one-stop location for submitting help tickets to the TAC, viewing frequently asked questions, taking and registering for training classes, preparing trip estimates, and accessing several other helpful tools to make traveling an easier process.
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	· No highlights needed.



Explain:  
	
	This concludes our class, which means the closing lobby is about to open.

· Audio broadcasting stops.

· Chat box remains available for questions.

· Lobby stays open for an hour.

· We monitor the chat for 15 minutes; or until all questions are answered.

Your feedback is an important part of our continuous improvement plan.

Please help us by completing the evaluations provided.

When the closing lobby opens you will have access to:

· Class slides with notes for download and local use

· Links to the DTMO website and TraX

· Links to class related resources

In addition to these live instructor classes, you can also use TraX to find:

· WBTs or Web Based Training modules for on demand learning

· On demand demonstration videos on various topics

· FAQs or Frequently Asked Questions on a wide range of topics.
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   Explain:

	
	We appreciate your attendance today and we hope the class material is helpful. 
A three month schedule of upcoming distance learning classes can be found on the website in the Training Resources Center. 

  

Thank you and have a great day! 
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DoD SECURITY WARNING









Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

 Since TraX is housed on a DoD website, you will need to read the warning statement each time you access the URL.

 

When you’re finished reading all this very interesting information, select OK to agree to the term and conditions of site use.
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Armed with this information, let’s look closer at the tab labeled Create New Ticket Form, for an example of a poorly constructed ticket.

 

For starters, although the ticket does relate to a DTS document, the traveler selected No to that question; which means all the information fields that could accurately identify the document are missing.

 

To make it worse, neither the title “Charlie is having problems with his document” nor does the description contain any useful details. 

 

This means the TAC has no way of knowing which analyst should be assigned to help poor Charlie, because he did not identify a specific issue or provide enough information about the problem.

 

And for as good as they are, it is virtually impossible for the TAC to solve any DTS problem in a timely manner when the ticket is missing so much vital information. 
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TRIP TOOLS – LOCATION REPORT
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When the screen refreshes you will receive a details Location Report with information cover topics such as:

 

Travel Alerts

Before You Go

Security

Health

Entry/Exit Information

Transportation and 

Weather
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Local travel support should be your first option for assistance

The Travel Assistance Center (TAC) is available for issues that local support cannot resolve

Travel Explorer (TraX) allows users to:

Create a TAC help ticket

Browse the Knowledge Center

Access training in the Training Center

Utilize trip planning tools
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So to summarize let’s quickly review the key points from this class.

 

Most important, is to always use your local resources first when trying to solve a travel problem and that your local contact information is available on the DTMO website. 

 

The DTMO Travel Assistance Center is a 24/7 DoD wide travel help desk; and to get fast, accurate responses you need to  always provide detailed information on your TAC Help Ticket.


Next I introduced the Travel Explorer and specifically reviewed :

TraX registration, login and navigation tools

How to open and monitor TAC tickets from within TraX

Using the Knowledge Center and FAQs to find resources and answers to your questions before submitting a TAC ticket

How to access and launch 24/7 DTS demos and web based training courses with knowledge certificates you can print

How to register and launch scheduled distance learning classes and the required steps for securing proof of attendance certificates

And finally I demonstrated how to use the trip calculator tools to plan your upcoming trips including estimated costs.
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Lobby set-up:

	Instructor audio turned off

	Questions answered for 15 minutes

	Lobby stays open 60 minutes



Please help us evaluate:

  	Complete evaluation

  	Provide feedback



Use the lobby resources:

	Download class slides

	Use links to DTMO website & TRAX

CLASS CLOSING LOBBY
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 When the My Completed screen opens you will see a list of all the classes you have completed along with options to print or delete any of the available certificates.

 

To repeat from my original welcome message, there are two very important points to remember if you need a Distance Learning attendance certificates.

 

First, the Distance Learning certificate awarding process is manual, so it may take 1 or more weeks before your proof of attendance is available in TraX.

 

Second, you must provide your full name at login, along with your Service or Agency initials; if your class attendance information is incomplete or does not match your class registration information you may not receive a certificate. 

 

Moving again along the main navigation bar at the top of the screen, the next stop is Trip Tools.
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This slide shows the most important fields you must consider when creating a TAC ticket.  

 

I cannot overstate the importance of making sure that you accurately record all pertinent information for every ticket you create.

 

At the top of the form, there is a question about whether your ticket relates to a DTS document; this is important because not all tickets will relate to DTS!

 

But, any time you answer yes to this question, TraX display fields where you should enter details needed to help the travel analyst identify your specific DTS document.

 

This slide uses red asterisks to mark the DTS related information.

 

Traveler Last Name lets the TAC analyst identify the traveler who is having trouble.

 

Traveler SSN Last 4 is a request for the last 4 digits of the traveler’s Social Security number; when combined with a Traveler’s Last Name it becomes a unique identifier for DoD personnel with the same name.



At this point; you must enter the SSN in the appropriate field to avoid violating any regulations relating to the protection of Personally Identifiable Information or PII.

 

The type of document (authorization, voucher, or local voucher) is another common sense field, but that makes it no less important. 

 

Providing the travel authorization number, or TANUM, (when the document has one) is important and in some cases it is vital to resolving the issue.

 

Also, do not overlook the importance of completing the title field.

 

A properly worded title field lets the TAC know which analyst should work on the ticket and it can point out significant details such as the fact that the traveler needs to depart very soon.

 

When filling out the descriptive text field, remember that the TAC analyst wasn’t there when the problem occurred, which means you need to provide as much detail as possible.

 

A step-by-step sequence identifying exactly what happened is ideal, although understandably not always possible.

 

Providing an accurate account of how you got where you are now is a very effective way to help get your problem resolved quickly.

 

Error codes are also important; since DTS has many error codes, and some of these contain similar text, providing the exact message code and supporting text is extremely helpful.

 

Since DTS has a very constant color scheme and similar text throughout, the most accurate way to identify a specific problem point is to provide the screen ID number, which is always found at the top of every screen.

 

Next, the Subject line provides a drop-down list where you can select a broad description of your issue; the TAC will use this information to route your ticket to the correct team for resolution.

 

And finally, always remember that a picture is worth a thousand words; attached images or screen shots are simply priceless to the travel analyst.
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 This is an example of a much better ticket that Charlie created.

 

First, Charlie used the Title field to clearly state the type of issue and level of urgency.

 

Next, he carefully selected the most applicable Subject from the subject tree to help direct it to the correct TAC Analyst.

 

I won’t go through the ticket field by field, but it looks like Charlie did a good job of making sure all the required information is present, that it is as complete as he can make it, and that everything is accurate.

 

Once Charlie is satisfied that the ticket is as complete as possible, he  will take the final step, which is to select Create Ticket in the bottom left corner of the screen.
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When the registration form opens, you will notice that there are 4 required items.

 

As you fill out the form, the Registration Information Missing note in the bottom left corner of the screen will remain there until you enter all required information.

 

Once you have completed data entry, a Submit Registration button appears which you need to select to finish your registration.

 

TraX then sends you an email with a temporary password that you must change the first time you return to log into the site.





17



image4.png

Registration

Log-in Em
First Name

Last Name
Service/Agency

Duty Station/Site Name

Employment Type:

Alternate E-M:
Primary Phone
(=] Return To Login Screen Register with GAC

For Assistance please call the TAC at 1-888-Help1Go (883-435-7146).

Overseas callers using DSN should use 1-835-Help1Go from any DSN line. Privacy Act Statement







image1.jpeg







image2.jpeg














18



PASSPORT ACCESS





Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

image4.png

Passport Access

QM







image1.jpeg







image2.jpeg









)






16

LOGIN AND REGISTRATION









Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

 The text at the top of the Login screen identifies this as the DTMO Passport Login screen.

 

The simple explanation for this is that Passport is a web portal that hosts several travel-related applications, and only one is TraX.

 

This screen contains options that will allow you to log in with a user name (which is your email address) and password or you can login by authenticating your identity with a Common Access Card.

 

There are also links available to reset your password and to receive login help.

 

Obviously, none of these items are of any value until you create an account; so select Register to begin the process.
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Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

When the website refreshes, the Travel Assistance screen appears.

 

At the top of the screen, under Local Help Desk Contact Numbers, select the link with the name of the Service or Agency that “owns” the support entity for which you need contact information.

 

When you do, a list of locations and the contact information for the local support organizations at those sites will display.

 

Just below the Local Help Desk resource list is a link labeled: Update the Local Help Desk Contact List.



DTAs and designated members of the local DTS support team can update the site’s contact information by selecting this link, completing the change request form that opens, and attaching that form to a TAC ticket.

 

Down the screen, is a link to the Ad Hoc Report Request form.

 

If you are a DTA, you can request Ad Hoc reports to obtain information that is not available through the standard DTS reports.

 

After you complete the Ad Hoc Report Request form, attach it to a TAC ticket and submit it for review. 

 

If your request is approved, the information will be sent to you directly.

 

Later in the course, I will review the process for creating and submitting TAC tickets. 

 

At the bottom of the screen, you will find even more resources such as: 

the TAC’s contact information and hours of operation

a link to TraX, and

information regarding the TAC outreach calls

 

I’ll expand on each of these resources over the next few slides.
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Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

  The next topic I am going to discuss in detail today is Travel Explorer, or simply TraX.

 

TraX is an interactive website that contain valuable tools, information, and training resources for registered users with any DoD travel role.

 

Before the end of class I will demonstrate how to:

open and view previously created TAC tickets

access  helpful links, user guides, and frequently asked questions

access training resources such as demonstrations, web-based training classes and materials and, distance learning webinars

and how to locate some very handy trip tools such as a cost estimation calculator, maps, and location reports
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Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

 The first step in using TraX is to find it.

 

There is a link to TraX on the DTS home page, and there are links on several other pages of the DTMO website, including this one in the bottom right corner of the home page.

 

You can easily recognize a link to TraX by its distinctive boot print icon. 

 

To get started, simply select the TraX link. 
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Office of the Under Secretary of Defense (Personnel and Readiness)

 I’m not going to review the specific functions and knowledge bases of each team in detail. 

 

As this slide makes clear, each team has a very different knowledge base and each performs very different functions.

 

Later I will offer some tips on various ways to give your tickets the best chance to get forwarded to the appropriate team which can speed up the actual response time.



12



image1.jpeg







image2.jpeg









TAC TEAM FUNCTIONS
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The Travel Assistance Center (TAC) is available to resolve issues that cannot be resolved locally

Operates from Chesapeake, VA

Available to all DoD travelers

Check local business rules before contacting the TAC

Attempt to resolve all issues via local support

Contact TAC for emergency or DTS system issues
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Office of the Under Secretary of Defense (Personnel and Readiness)

So far, I have discussed local support resources, but only briefly mentioned the Travel Assistance Center.

 

What is the Travel Assistance Center you may ask?

 

The TAC, operated out of Chesapeake, Virginia, is a 24/7, DoD-wide help desk, available to support users of any role deal with any DoD travel related issue.

 

It bears repeating that although the TAC is available to all, some organizations have local business rules that require users to request assistance from local support resources before contacting the TAC.



 

Taking advantage of local support prior to contacting the TAC actually is a good idea for all organizations.

 

Doing so helps the TAC manage their workload of supporting the entire DoD travel enterprise and it provides organizations with the opportunity to refer to local business rules that the TAC will not know.

 

When you need to contact the TAC, you should do so by submitting TAC tickets and then check the status of your tickets through TraX whenever possible.

 

Electronically submitted TAC tickets saves you time because they are routed directly to a travel analyst who can answer your questions.

 

When you create tickets through TraX, this gives TAC personnel more time to resolve customer tickets as they are spending less time doing clerical tasks.

 

If you need to call the TAC, you will find phone numbers and instructions for calling from CONUS or OCONUS locations on the Travel Assistance web page of the DTMO website that I reviewed just a moment ago.

 

In addition to providing travel support, the TAC also hosts bi-weekly Outreach Calls or educational conversations on a variety of travel-related topics.

 

You can find the full schedule, a list of upcoming topics, and the dial-in information in TraX.

 

This is another point I will review in more detail later.
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HOW TO CONTACT THE TAC

TAC is available 24 hours a day/7 days a week, including federal holidays



Reach the TAC:

Phone numbers and instructions posted on DTMO website (Travel Assistance section)

Online via TraX

TAC Outreach Calls held twice per month

Schedule, topics, and dial-in information available via Announcements section in TraX
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Interactive exercise


How to locate your 
local support information
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Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

This class has been designed to provide DoD travelers and those who provide assistance to them information about travel resources.

 

I will begin by discussing how you can obtain local support for travel.

 

I will then provide an overview of the DTMO sponsored Travel Assistance Center or TAC, which can provide help when local support is unable to solve your problem.

 

And finally, I will introduce the Travel Explorer or TraX, a web-based tool dedicated to assisting the entire DoD travel community.

 

After I show you how to register and log-in to TraX, I will briefly demonstrate how to use some key features to:

create a TAC help ticket

use the Knowledge Center to find answers on your own

access the Training Center for additional resources, and

estimate travel costs using several other useful Trip Tools
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Always consult local level support first

Options for local support

Local help desk

Defense Travel Administrator (DTA)

Office travel experts / peers

Experts on local business rules

Most efficient means of problem resolution

7

LOCAL SUPPORT OPTIONS
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Office of the Under Secretary of Defense (Personnel and Readiness)

 Although many resources are available to those involved in DoD travel, we recommend that you always use local support first.

 

Local support resources are familiar with your organization’s local business rules and are often the most efficient means of resolution.

 

Some organizations even mandate that all issues go through local support before elevating them to the TAC, so please check this point carefully.

 

Examples of local support options include:

a local Service or Agency help desk

a Defense Travel Administrator or DTA

a local travel expert, and

the most frequently overlooked resource - your own peers
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COMMUNICATING IN CLASS
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a COMMUNICATING IN CLASS —~






Topic: 		Travel Assistance Center (TAC)

			and Travel Explorer (TraX)



Target Audience:	Anyone involved in DoD travel



Time: 		Approximately 60 minutes



Pre-Requisites:		None

2

T-106 CLASS OVERVIEW





Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

This class is an overview of the Travel Assistance Center or TAC and the Travel Explorer, also know as TraX. 

 

This is an introductory class for anyone who travels as a part of their DoD duties or anyone who provides support to travelers.

 

The session is approximately 60 minutes long.

 

 

There are no specific training pre-requisites for participation in this class.
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TECHNICAL ISSUES?

AUDIO GAPS

SLOW SCREEN CHANGES

DISCONNECTS 







Exit class

Close all other software applications

Log back into class 

Check with local IT staff



If problem persists call the DISA Help Desk: 

1-800-447-2457
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WELCOME

T-106
Travel Assistance Center (TAC) &
Travel Explorer (TraX)
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Department of Defense





Defense Travel Management Office

Office of the Under Secretary of Defense (Personnel and Readiness)

Hello, my name is (insert name), and I will be your instructor today.

 

Also on the line today is (insert name), who will be monitoring the chat box and dealing with technical details.

 

Welcome to T-106 TAC and TraX.

 

We will start the class now.
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