

Version 1.0

IMPLEMENTATION GUIDANCE/RULES OF ENGAGEMENT (ROE)

1.  FIRST 1.0 ACCESS URL:  https://www.affsc.org/
2.  FIRST 1.0 USER ACCOUNT REGISTRATION INSTRUCTIONS:
a. FSC staff members currently registered on the FIRST Test Group site https://www.affsc.org/:  User Accounts and FIRST access URL remain the same as Test Group site/URL becomes FIRST 1.0 site.  FIRST Test Group bases are; Altus, Aviano, Brooks, Charleston (AFRC), Columbus, Dyess, Goodfellow, Kadena, Keesler, Lackland, Laughlin, Little Rock, Luke, Malmstrom, Maxwell, Randolph, Sheppard, Travis, Tyndall, and Vance 

b. FSC staff members currently registered on FIRST Beta site https://www.affsc.org/beta:  User accounts will be migrated to the FIRST 1.0 site on 22 June 04.  All other data, hypothetical or otherwise, will not be transferred to the FIRST 1.0 site.  After Beta Site user accounts are migrated to the FIRST 1.0 site use https://www.affsc.org/ to log into FIRST.
c. Registering for the FIRST 1.0 site account (new or current staff members that don’t have a current/approved Test Group or Beta site account):  See FIRST registration Computer Based Training (CBT) link located at http://www.afpc.randolph.af.mil/famops for registration instructions.  Do not re-register if you already have an approved FIRST account (see above a. & b.), your account will be migrated to the FIRST 1.0 site.  

FIRST 1.0 ACCOUNT APPROVAL CRITERIA
1). FSC Flight Chief/Superintendent must provide current staff directory with names, pay grades, and duty titles (CRC/CRT, Superintendent, Receptionist, Contractor, Volunteer, etc.) to CMSgt Woodworth at Family Matters Operations for required FIRST account pre-approval crosscheck.  Additionally, on the directory, indicate who will fill the role of Primary and Alternate FIRST Administrator for the center. This will ensure only those designated individuals have FIRST Administrator rights.  
2). First registration requests will be approved if requesting individual…
a)…is a current FSC staff member holding one of the following FSC positions:  FSC Flight Chief (Director), Superintendent, Readiness NCO, Civilian GS or Contract Community Readiness Consultant/Technician (CRC/CRT), or Receptionist.  Contract FSC staff must have a Privacy Act (PA) clause in their contract concerning handling PA information in the conduct of their duties.  Additionally, Flight Chiefs must--as with traditional FSC staff--ensure contract staff members receive initial PA training as well as annual refresher training thereafter.  
b)…has an active host base Network User Account with a .mil e-mail account.
c)…appears on FSC staff directory provided to Family Matters Operations, AFPC/DPPTF, patrick.woodworth@randolph.af.mil or warren.howard@randolph.af.mil .
NOTE:  Questionable registration requests will be forwarded back to originating FSC Flight Chief for resolution.
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3.  FIRST 1.0 USER/SYSTEM CONFIGURATION GUIDANCE:
The FIRST Quick Start Guide (see figure 1. below) provides basic information for setting up and using FIRST 1.0.  Monitor the FIRST Updates bulletin board (see figure 1. below) for notification of program enhancements and system "bug" fixes.   The Quick Start Guide will change as the system does…so make it a habit to monitor the FIRST Updates bulletin board for announcements of updated guide content.
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                                                                                                                                                     Figure 1.
4. FIRST 1.0 ADMINISTRATOR GUIDANCE:

FIRST Primary and Alternate Administrators must be appointed by the FSC Flight Chief and at a minimum are responsible for…
  
a).  Maintaining system oversight of daily FSC operations/activities within FIRST.

b).  Reviewing/submitting suggested enhancements, comments, and technical issues presented by staff     
 
members via FIRST online Feedback/Bug Tracker feature.  This protocol will help minimize potentially 
      unnecessary/redundant feedback being entered into system.
c).  Providing staff members system technical assistance and forwarding technical issues to      
 
contractor (see 2. above) via system Feedback/Bug Tracker feature when necessary. 
d).  Overseeing initial input and daily maintenance of base/FSC specific FIRST Management/Advanced 
 
Management data into system (see figure 2. below).  Refer to FIRST Quick Start Guide for  
 
detailed guidance.
e).  Providing FIRST training to new users.
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4. FIRST ADMINISTRATORS GUIDANCE:

FIRST Administrators (FSC staff members that have FIRST Administrator rights) are
responsible for.

1). Maintain system oversight of daily FSC operations/activities within FIRST.
2). Review/submit suggested enhancements, comments, and technical issues presented by staff
members.
3).
4
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5. FIRST CUSTOMER CASE MANAGEMENT RULES OF ENGAGEMENT (ROE):

NOTE: FIRST Live site is not yet fully developed for full "real world” use. With that, from now until 30
Sep 04 the following ROE applies

1), Each staff member needs to register for their own FIRST beta site account (see 2a b c) Staff
members who share account information with other persons assume lability for any acthity/input others
perform while logged under their account
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                                                                                                                                 Figure 2.
5.  FIRST 1.0  CUSTOMER CASE MANAGEMENT ROE: 

a). Each staff member must register for their own FIRST User Account per para 2.  Staff members who share account information with other persons assume liability for any activity/input others perform while logged under their account.
b). Follow provisions of Privacy Act of 1974 to prevent unauthorized individuals access (visual and electronic) to personal data stored within FIRST.  
c). Local FSC specific information (i.e., inputting squadrons, workshops, staff info, etc. in FIRST Management area) should be input before any case management begins (see para 4d. and Figure 2).

d). The system utilization should not be used for actual services at this time.  As such, only start cases on those who consent to assist in a practice of the system.  Start with those most close to you at your Center and work outward.  Practice with members and family members who are agreeable to helping you become familiar with the system.  This phase of system interaction is to allow staffs’ sufficient time to gain necessary expertise in all aspects and flow of the system.
FIRST 1.0 ASSESSMENT GUIDELINES

e). Assessment questions are not meant to be read verbatim to any customer, real or hypothetical.  The assessment is not a test or a survey; it is a method of determining how to get people to and thru FSC services.  It
is action-based, not opinion/affect/belief-based; the staffs’ job are to find out what people are doing, not thinking; and then work to connect customers to improvement-based (including entitlements) training/services.
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f).  Customers are to never do any part of their interview alone, ever; at least one staff member should be with one customer per assessment interview and never conduct assessments in a group setting, or by using a paper copy and filling in their responses as with a test or survey.  When assessing, staffs should never read assessment questions but should use their own conversational style to elicit enough information from the customer to effectively select assessment responses.

g).  A full assessment is when all six assessment domains are accomplished. Staff members must spend as much time as possible with customers to obtain a complete (all 6 domains) assessment.  When that is not possible, assess as many domains as time and cooperation allow, but at a minimum, assess the presenting issue.  As familiarization with the content of assessment domains grow, time spent conducting assessment interviews will correspondingly decrease.  
h).  Staffs on a daily basis must practice performing all steps of the service delivery system…Assessment, Strengths & Needs, Service Plan, Post Assessment/Service Results, Track Visit Notes, Loan Locker, and Workshop inputs, etc. in order to gain knowledge necessary to effectively use the system completely in October.
i). All customer visits must have “visit comments” completed for each customer encounter (in-person, phone, emails) describing the details of contact;

1. who initiated the contact


2. primary issue of contact


3. urgency of contact

4. level of participation and cooperation

5. other comments from customer

6. special concerns from consultant

j. While the entire system method is new, practice is permitted and questions are encouraged, yet all such practice should reflect a manner of “how to adhere to the recommendations as closely as possible, rather than how can they be re-worked to satisfy any difficulty in understanding and performance”.  Family Matters Operations is available to address your concerns using the system feedback process.
Page 4 of 4
