USER SERVICES

ECS Release 4 Training

625-CD-013-002



Overview of Lesson

e Introduction
e User Services Topics

e Practical Exercise

User Services R ole
ECS User Account M anagement
Processing an Order
Subscri ptions

Cross-DAAC Referral
Cross-DAAC Order Tracking
Data Dictionar y Maintenance
DAR Tool (EDC only)
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Objectives

 Overall: Proficiency in providing suppor tto
ECS users

— Descri be the U ser Services role, stating fi  ve major
responsibili ties of User Services

— Perform user acco unt management
— Proces s an order

— Cancel an order

— Suppor t subscr iption management
— Suppor t cross -DAAC referral

— Suppor t cross -DAAC order tr acking
— Update the Data Dictionary

— Create a Data Acquisition Request (DAR)
(EDC only)

User
Services
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Objectives (Cont.)

Lesson helps prepare several DAAC roles for the
User Services functions of assistance inor  der
tracking, creation/management of user accounts,
resolving user requests/problems, initiating and
tracking system problem reports, and coordination
with e xternal/interna | sources to res olve user

problem s:
e User Services Represent atives

e System Engineers, System Test Engineers,
Maintenance Engineers
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User Services Role

« “Pull Users” encompasses the entire potential
ECS user population, including scientists,
graduate and undergraduate students, and
students in grades K-12

o User Services i s the arm of each DAAC provi ding
extensive support services for each product
archived at the DAAC

 Five major User Services respons ibilitie s:
— Help create new users
— Support order tr acking
— Resolve u ser requests/problems
— Initiate/track problem rep orts

— Coordina te external and interna | sour ces to resolve user
Issues/pr oblems

5
625-CD-013-002



User Services Role (Cont.) |
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Account Mana gement

Retrieving a user account

Creating a user account

Creating an account from URL registration
Editing/modifying an existing account
Deleting an ECS account

Canceling an ECS account

Changing an ECS user’s passwor d
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Retrieving a User Account

e First action when receiving any userr equest
— Validates user
— Provides informati on that m ay be needed to r espond

— Separate proc edure in 611-CD-004-003 Mission Operation
Procedur es for the ECS Project

e Part of other procedures ‘
— Processing an order
— Canceling an order
— Order tracking
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Profile Account Screens
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Creating a User Account

e User registration begins when a user requests

ECS data services

— Request by mail, telephon e, e-mail, fax, ori n person

— Can refer a user to Uni versal Reference Locator (URL) v
for r egistr ation help if i t is available and user prefers it

— Can enter r egistr ation data on behalf of user

— Call user directly to obtain any mis sing data

e User informationis entered into the s ystem in five

categories:

— Personal Informati on
— Mailing Addr ess

— Shipping Address

— Billing Address

— Accoun t Infor mation
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User Reguest Screen =
Account Information
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User Reguest Screen =
Personal Information
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User may enter registration data through WWW
— Creates a “Pend ing” account in database

User Services representative uses Account
Management tool to check for pending
registrations and create accounts

— Select a pending accountto move data automatically
Into the five information categories of the “Request
Accounts” folder

— E—

—

13
625-CD-013-002



Edit/Modify an Existin g Account

e User Services has responsibility to maintain ECS
user accounts

— Maintain contact with user to confi rm continued
accuracy of informati on

— Verify applicability of ad dress change notice; do not
assume c hange appli esto al |

e Billing address ‘

e Shipping address
* Mailing ad dress

— Accoun t infor mation
— Personal informati on

14
625-CD-013-002



Delete an ECS Account

o User Services representative may delete an ECS
user account from the database, upon
management instruction or userr  equest

— Uses ECS User Accoun t Management too |
— Retrieve and verify account
— Remove account from database
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