Information Paper:

Required Information for DTMO Travel Assistance ,,, o Tuave

Introduction

Center (TAC) Help Tickets

The Travel Assistance Center (TAC) provides support to DoD travelers
experiencing travel related problems (e.g., DTS, GTCC, and TMC). The TAC is
available through online ticket submission or by phone 24 hours a day, seven
days a week. Regardless of the contact method, you will need to provide certain
required information, so the TAC analyst can promptly research and resolve the
problem.

However, before you contact the TAC, try resolving the situation using the
following sources. You may obtain a faster resolution. Your local business rules
may require you to use other sources before you reach out to the TAC:

1. Your local help desk: Usually operated by key personnel with in-depth
knowledge of DTS and DoD travel. They can answer many questions without
TAC intervention. If the local help desk can’t resolve your questions, they can
elevate the situation to the TAC for support. For the local help desk contact
numbers and/or email, log onto the DTMO website and view
https://www.defensetravel.dod.mil/site/localSupport.cfm. Note: Some
organizations only allow help desk personnel to contact the TAC.

2. Self-help resources: The Travel Explorer (TraX) accessible through the DTMO
Passport (https://www.defensetravel.dod.mil/Passport) contains both FAQs
and an extensive Knowledge Center. The DoD Travel Training and Resource
Center https://www.defensetravel.dod.mil/site/training.cfm provides guides,
manuals, and information papers covering a variety of travel related topics.

3. Organization Support: Reaching out to a frequent traveler, your Authorizing
Official (AQ), or a Defense Travel Administrator (DTA) may provide you with a
speedy resolution to your problem.

If you do require TAC assistance, knowledgeable analysts are available 24/7.
Logon to the DTMO website to find more information about the TAC
https://www.defensetravel.dod.mil/site/tac.cfm.

Access and The preferred contact method for the TAC is by creating a Help Ticket in TraX.
Login The process only takes a few minutes. You receive an email confirming the ticket
submission and follow up emails alerts regarding ticket updates. To create a
ticket:
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Access and 1. Tologinto TraX, go to the DTMO Passport (Figure 1) at
Login https://www.defensetravel.dod.mil/passport. View the information on
(continued) the Passport Message page and select OK to proceed.

Passport

U.S. Department of Defense Warning Statement

Figure 1: Passport Message Page

2. You must have a user account to log into Passport. On the Passport Login
screen, you can enter by Username and Password or your CAC.

Passport

Username

Password

Forgat your password?

Log in to Passport

oRr

E Continue with your CAC

1F you're new to Passport, register here,

Login Help

Figure 2: Passport Login Screen
3. The Passport Home page opens (Figure 3). You can access applications based

upon your permissions. At a minimum, you will have access to My Profile,
Subscriptions, and TraX.
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permission-based applications related to DoD commercial travel,

i Passport is the Defense Travel Management Office's single sign-on portal to

Figure 3: Passport Home Page

Select TraX from the Passport Home page (Figure 3). The TraX Home page opens
(Figure 4). You access Travel Assistance by selecting the quick link (Figure 4,
Indicator 1) on the TraX Home page or from the Navigation Bar (Figure 4,
Indicator 2). Your options include Knowledge Search, Create Help Ticket and My

Tickets (Figure 5).

TraX

I TraX Home v—

Training
24 Customize your awn training itinerary and track of your accamplishements and print certificates

Trip Calculator using your tablet, smartphone or desktop.

Quick Tools.

Training . Trip Tools

Knowledge Center @ Trip Tools allow you to create and estimate costs for your travel. Access Trip Tools in the left menu
and save/print your trip or email your trip to colleagues.

Travel Assistance

Passport Home
Announcement

Knowledge Search
Find key information and and help topics and guides that will assist you with your roles and
responsibiles.

Travel Assistance
Get online travel assistance and chat P _ i tec!

Logout

+ DTS will be unawailable for 12 hours beginning at 2300 5T on Friday, April 19, 2019
/Coach-Clas

Update/FY Crossover: Budgets and LOAs|
* GSA Ao Rates

* FY2012 OCONU!

Rate Increase Rescheduled

* Importance of Cancellis Reservations in DTS

* DTS Debts Online throuph the Pay,Gov Website

» New Travel Justification Required for DD 1610 and Other Order Formats
» Having Trouble Accessing Links and Viewing Documents i DTS

Figure 4: Trax Home Page
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1. Select Travel Assistance and the Create Help Ticket screen opens (Figure 5).
It is important to provide as many details as possible about your problem to
help the TAC analyst provide the fastest and most accurate resolution. Note:
Fields with an asterisk are mandatory to enter data.

TraX Home

Knowledge Search

l Create Help Ticket

My Tickets

Passport Home

DTMO Home

Logout

. Create Help Ticket

Submit a Ticket to the Travel Assistance Center (TAC)

Cur dedicated St will respond wahin 48 Nours.

Tips:
Include a5 many detais as

Subjeat * — 1

Description *

—— )

Attach Documents.

I Browse

Subject *
Salect a Subject

Travel Date
S 2
Traveler Last Mams

Traveler First Name

Traveler S5M Last 4

—| 3

Figure 5: TraX —

Create Help Ticket Form

2. Starting at the top of the ticket:

a.

In the Subject field, create a title (Figure 5, Indicator 1) not too generic.
Make sure it summarizes the problem and highlights significant details
(e.g., Authorization EWMIAMIFL102120_A01 stuck at CTO Submit).

Enter a detailed Description (Figure 2, Indicator 2) of the problem.
Include a systematic sequence of what happened and any incurred error
codes. If it’s a DTS problem, include the DTS screen number. Do not
include any personally identifiable information (PIl) such as your full
Social Security number (SSN) or Government Travel Charge Card (GTCC)
number.
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Create Help ¢. Although not required, consider using Attach Documents (Figure 2,
Ticket Indicator 3) to provide screen shots of the problem or error messages.
(continued) Note: You may only attach pdf documents. TraX does not permit other file

formats. You will receive an error message if you try to upload an invalid
file format. The file will not attach to the ticket. If you receive an error,
remove the invalid formatted file and upload a pdf version.

d. Select the Subject drop down menu (Figure 2, Indicator 4). Choose the
entry that provides the best broad description of your issue. The TAC
uses the subject to route your ticket to the analyst who can provide the
fastest resolution.

e. The remaining fields are not required. However, providing as much data
as possible assists the TAC analyst in narrowing down the problem. If the
issue is with DTS document, enter the name exactly as it appears in DTS.

Note: If there is problem with a DTS document, one of the most
important “non-required” fields is the travel authorization number
(TANUM). Including it allows the TAC analyst to locate your document
quickly and begin researching the issue.

f.  When you complete the ticket entry, go to the bottom of the page, and
select Submit to save the ticket. A pop up message appears. TraX offers a
number of FAQs (Figure 6) to try to resolve the issue. Look through them,
and if locate the answer you need, you may opt to select My Question is
Answered (Figure 6, Indicator 1) to exit the ticket process without
submitting the ticket.

Finish submitting your question

d Your queshon hasn’l been subrmitied yel

Travel Card 101 Web Based Training WBT

TS Voucher: Add Cxpense fo Voucher

DTS Voucher, Reguirg

B Bhe bravveler exchanged ther olfesal bekel for a non-refundable bokel wiich meonporates ther leave, can the ayveler be repmborsed if e olfics) bave] wers caneelied?

Can the CTC issue a ficket prior to the ticketing (TAW) date in the Passern s ord (PNRY?
Lraiming Web-fiased [ranng

DTS Voucher: Add Tickeled Transportation 1
Document Status. CT0O SUBMIT

Why are there hwo CTO emails, CTO booked and CTO ticketed?
DTS Vouches Updating Dickeled Tr n

My Question is Answered Finish Submitting Ticket BEhIRWT=AT)

Figure 6: TraX Provides FAQs to Provide Immediate Resolution

However, if you need help, proceed by selecting Finish Submitting Ticket
(Figure 6, Indicator 2) to route your ticket to the TAC.
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An equally effective, but potentially more time-consuming means of creating a
Help Ticket in TraX is to call the TAC. Their number is 1-888-Help1Go (888-435-
7146). You can call at any time, but since the TAC gets thousands of phone calls a
day, you may be on hold for a while before reaching an analyst. The peak call
time, which translates to the longest hold times, is around mid-day Eastern Time.

When an analyst answers your call, the first step is to create a Help Ticket
following the procedures described above. The analyst will ask you for all the
necessary information and enter it into the form for you.

To speed up the ticket entry process considerably, come prepared with the
required information the TAC analyst needs to complete your help ticket. That
information includes:

e Your name, telephone number, and email address

e The traveler’s full name and last 4 of their SSN

e A detailed description of the problem, including the steps that led to it, the
actual nature of the problem, any fixes you’ve attempted, and the results of
those fixes

e Ifit'sa DTS document problem, you’ll need some document identification
information, including the document name, TANUM (if available), and
document type (e.g., an authorization)

e Depending on the nature of the problem, the analyst may require more key
pieces of information (e.g., the traveler’s GTCC data)

Once the analyst completes the ticket, you receive a confirmation email and
follow up notices regarding the status of your help ticket. You can view and
update your submitted tickets at any time in TraX under Travel Assistance, My
Tickets (Figure 7).

Status Filler | Any b
Status Type Any W

Search By Keywords

Search
Resulls 1- 15 of 2081

Ticket Date Subjact Leval Subjact Level

# TAMUM &  Stafus ¢ Closed 3 Tille % 1% ?w

200824-0 ORIZER02 o

fe Closed 0 EWTS Vouche Voucher Create/Edit/Amend

2006150 Unrazolve - 0TS Administr  Salf-Registration &
EWTS Self Reg Profiles Removal Request -

00651 dCIR o 9. Lrolies Hiemoval Hegue ation (DTA) dministration

Figure 7: My Tickets Screen
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