DEPARTMENT OF THE ARMY

OFFICE OF THE PROJECT MANAGER

 DISTRIBUTED LEARNING SYSTEM

FORT EUSTIS, VA  23602

MEMORANDUM OF AGREEMENT (MOA)

BETWEEN

THE PROJECT MANAGER,

DISTRIBUTED LEARNING SYSTEM (DLS)

AND

1.  Purpose.  This MOA documents actions required to field the Distributed Learning System (DLS) Learning Management System (LMS) and agreements between the PM DLS and __________________________ to train and field the LMS.

2.  References.  See Annex G.

3.  Background.  An installation survey was conducted during the period ______________ for fielding of the LMS. Distributed Learning (DL) is a critical enabler in Army transformation that provides synchronous and asynchronous support of Soldier-based, unit-based, and mission-critical training.  The LMS will support the delivery, management, scheduling, and coordination of DL.  
4.  Scope.  This MOA is applicable to PM DLS, and __________________.  This agreement will remain in effect until either party terminates this agreement in writing or higher authority terminates it.  

5.  It is imperative that signatories ensure that all required actions indicated by the enclosed annexes are completed and in compliance with regulatory guidance. 

6.  This MOA was prepared IAW DLS program specifications.  Proposed changes to this document will be furnished to all signatories in the form of an amendment for coordination and subsequent approval.

7.  The execution of this MOA is subject to the availability of funds to support the TRADOC prioritized fielding schedule. This MOA may be modified by amendment as program events dictate.

8.  Points of contact.

    a.  PM DLS representatives:  

Chief Operations and Sustainment Division (O&SD), (757) 369-3095

    b.  Installation/site representative.  

	
	
	SHARON L. HOLMES

	
	
	COL, MI

Project Manager

	
	
	Distributed Learning System

	
	
	     

	
	
	

	
	
	

	
	
	

	
	
	


Annexes:

Annex A – General Administrative Information 

Annex B – Requirements/Responsibilities

Annex C – Data Migration

Annex D – LMS User Training

Annex E – Help Desk

Annex F – Issues and Concerns

Annex G – References

ANNEX A, GENERAL ADMINISTRATIVE INFORMATION

1.  General site survey information.

a. Site Survey Points of Contact (POC) Information:

	Chapter 2 Survey Team

	Name
	Organization
	Phone
	Email

	 
	
	
	

	
	
	
	

	
	
	
	

	 
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Chapter 3 Installation/School POC

	Name
	Organization
	Phone
	Email

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	DLS

	Job Title/Duty Position:
	Chief, Operations & Sustainment Division

	Name:
	Glenn Maravillas

	Mailing address
	11846 Rock Landing Drive

Suite B

Newport News, VA  23606

	DSN Phone Number
	826-4162


	Commercial Phone Number
	(757) 369.3095

	Fax Number
	DSN 826.3072
	CML (757) 369.3072

	Email Address
	Glenn.maravillas@us.army.mil

	

	LMS Fielding Manager

	Name:
	MAJ Antonio Boston

	Mailing address
	11846 Rock Landing Dr Suite B

	DSN Phone Number
	826-2888

	Commercial Phone Number
	757-369-3095

	Fax Number
	757-369-3072
	

	Email Address
	Antonio.boston@us.army.mil


	Major Command POC

	Job Title/Duty Position:
	

	Name:
	

	Mailing address
	

	DSN Phone Number
	

	Commercial Phone Number
	

	Fax Number
	
	

	Email Address
	


	LMS Fielding POC (Installation/School)

	Job Title/Duty Position:
	

	Name:
	

	Mailing address      

                                
	

	DSN Phone Number
	

	Commercial (CML)

Phone Number
	

	Fax Number
	
	

	Email Address
	


	

	Job Title/Duty Position:
	

	Name:
	

	Mailing address
	Chapter 4 

	DSN Phone Number
	


	Commercial (CML)

Phone Number
	

	Fax Number
	
	

	Email Address
	


Since organizational POC’s will change periodically, it is the responsibility of the changing organization to distribute modifications to this annex within 30 calendar days of personnel changes.

ANNEX B, SUMMARY OF REQUIREMENTS/RESPONSIBILITIES

1. Site Survey and implementation of the Learning Management System (LMS)

a. PM DLS will:

(1)  Provide the LMS Fielding Manager (FM).

 (2)  Ensure the LMS FM or designated representative will be responsible for coordinating the fielding activities, including resource requirements, testing, system hand-off, and role player training.  

(3)  Identify LMS Data Requirements, methods and tasks necessary to populate LMS.

(4)  Provide user training for use of LMS.

(5)  Inform target organizations of LMS fielding requirements.

(6)  Make LMS available to users via the Internet.

(7)  Provide help desk support for users.

b.  The Installation will:

(1)  Provide an LMS Fielding Point of Contact (POC) for all fielding activities.

(2)  Prior to the site survey and continuing thereafter, check unit/installation training schedules to ensure no unique command/unit events conflict with scheduled LMS fielding events.

(3)  Ensure that all other site preparation or administrative requirements are completed prior to the start of role player training.

(4)  Provide facilities, resources and students for LMS training and data population, and Army Training Help Desk (ATHD) training.  (Identify specifics i.e., buildings and room, as result of Site Survey)

	Sessions
	Number of Trainees
	Building
	Room
	Workstations

	1
	
	
	
	

	2
	
	
	
	

	3
	
	
	
	

	4
	
	
	
	


Table 1, Training Requirements

(a) Facility Requirement

· Training Facilities based on number of trainees 

· Help Desk support facilities including telephone 

(b) Resource Requirement

· Training Workstations, Desired One per trainee  (Minimum Hardware Requirement)

· Internet high-speed access

· ATHD Workstations with high-speed Internet access to a Web-based help desk application (licenses to be provided by others (TBD)). 

(c) Trainee Requirement

· Role based users

· Data entry personnel

· ATHD agents

(6) Identify data for population to LMS.

(5)  Load data during LMS training and continually afterward.

(6)  Provide courseware and products to be delivered using LMS.

(7)  If provided by PM DLS, add the Content Engine to the Installation Property Book.

ANNEX C, DATA MIGRATION

Data Population.  The population of LMS with data is part of the overall fielding effort for the LMS.  Data population is the set of activities involving the identification of data requirements, identification of data sources, and input of required data from those sources to populate data fields of the system to achieve operational capability.  These activities may include data mapping, data analysis, data migration, data conversion, and manual data entry.  To ensure efficient use of fielding resources and because training is required for manual entry of data, data population is an integral part of the planned training, and is closely correlated to the fielding and implementation of the system.

There is no uniformity of record keeping processes among the schools.  This is an existing problem within the training community that the LMS is expected to solve.  Data population processes must absorb data from disparate sources into a standard source and format of training information, and verify that existing information is current and correct.  As a result, data population schedule requirements will vary strongly from site-to-site because of the variety of formats in which the data exist at the various sites. This will make the site-to-site fielding schedule non-linear and require adjustment on a month-by-month basis. Data in existing databases will be tested for accuracy and timeliness using data sampling techniques.  If it is not cost effective to expend the effort in correcting existing databases, data will be entered directly by manual means into the Army LMS. This result will also affect the data population schedule.  

The roles and responsibilities of the organizations involved in the data population effort are shown in the Data Population Plan.

Background.  Since the Army LMS is an automated information system with access via NIPRNET and internet, fielding the system means: publicizing system availability and capability, training users in how system software works, and transferring (a.k.a. migrating) data from a variety of existing systems into the LMS and its associated databases.  Army LMS data will come from the sources identified in Table 2.  

	Data Sources
	Examples

	Existing automated systems that will continue to operate and have electronic interfaces with the Army LMS.  
	· ATRRS

· AKO

	Manual entries by training administrators such as Course or Class Managers.
	· Catalog data

· Training resource data

· Role-based user data

	Specially created data entries by the Army LMS, Combat, and Materiel Developers. 


	All data not populated by automated means.


Table 2, Sources For Army LMS Data Population
Source Data Sampling and Verification.  In order for the Army LMS to deliver effective training and training administration, it will be necessary to verify that existing databases from which the LMS is populated have data that are accurate and timely.  Data sampling and verification that the samples are accurate and timely will satisfy this requirement.  In those cases where it is found that the data are not acceptably accurate or timely, data will be entered directly into the Army LMS rather than attempting to correct and transfer existing databases. 

Data Categories.  Data will take two forms:  discreet items of information of predictable size and type; typical of what is commonly stored in many databases and is represented by data such as course names, start dates and quantity values; and content, which is all electronically stored training material, including courseware.  Discreet data    

  

    b.  Product administration data

  

c.  Task data

d.  Personal data

e.  Resource data (Facilities, equipment, expendables)

A sixth category of data, electronically stored training material or content, may be targeted for LMS data population, depending on several variable factors.  As a data category, content requires careful treatment because it is integrally tied in the LMS to other training management and administration functions.  The LMS features a searchable on-line Course/Product Catalog that also provides on-the-spot registration capability from the catalog entry.  The LMS also provides automated, electronic courseware delivery for SCORM compliant or similar Products or Web-based access to non-SCORM digitized training materials. Finally, the LMS provides for the recording of official Army individual training results from course to separate skill/task level of granularity.  See the DLS Data Population Plan for more information on data categories.
Automated Data Input.  Data are populated automatically by the interfaces as the users use the LMS.  Examples include registrations (received from ATRRS and those for LMS managed products/courses), lessons (vice lesson templates), and course iteration and like data that are populated through normal use.

Manual Data Input.  Manual entry of data into the LMS is accomplished using data entry screens that are provided from within the LMS application. Data for these data elements will be provided through:

    a.  Site specific automated data records which contain useful data, but which cannot be processed for automated data entry (migration) cost-effectively.

    b.  Site specific hard copy records that must be entered into the Army LMS by hand.  For example, a Course Manager enters Lesson administrative data into the LMS using the Lesson Template Details screen built into the application.

    c.  Other data sources identified during fielding efforts.  This may involve the assembly of data sets for centralized management and storage that had previously been handled through various local means or not at all (e.g., soldier task/skill data).

In the cases where data must be collected manually, training/fielding team members may provide pre-formatted templates with examples to facilitate data entry by role-based users at the receiving organizations.  If the developers and the receiving organization agree to employ these means for certain data sets, the populated templates will be sent to data specialists at DLS for automated entry into the LMS.

Data Population Schedules.  (TBD by Survey Team)

ANNEX D, LMS USER TRAINING

Onsite LMS User Training
Training for managers and users other than learners will be conducted onsite, and will consist of four sections as follows: 

· SECTION 1 - New TRADOC Training Policy.  This section addresses the Army policy for use of LMS and how that policy supports Army goals.  It provides an overview of the new capabilities that the LMS provides, addresses how LMS will affect the current business processes, and overviews the associated benefits.  Information on how to access the LMS through the Army Knowledge OnLine Web page is provided.

· SECTION 2 - LMS Business Processes And System Overview.  This section provides definitions for terms associated with LMS and addresses the semantics of common terminology that must be understood within the Army training community.  LMS business processes are addressed, and a system overview is presented.  A Web-based system demonstration is provided to show how to access the LMS and its functional features.

· SECTION 3 - LMS Operating Procedures.  This section provides detailed training for each user role covering how to operate the LMS to achieve tasks that users perform.  LMS is a COTS-based System with basic help functionality. LMS set of applications is augmented with features for training users how to perform LMS tasks.  These features include vignettes, additions to the help button, and user guidance from the main Web page.  Training for the Learners role is stand-alone from the other roles and is set up for Web-based delivery.

· SECTION 4 – Business Cases.  This section provides practical examples for common situations that occur frequently for specific user roles.

The content of the four sections of user training is based on the processes used at the entity being trained.  The entities to be trained are grouped into four types:

· School and proponent (training development and management),

· Proponent only (training is managed but not executed),

· TASS battalion or equivalent (Reserve training centers/organizations, and Army National Guard Schools)

· Specialized Proponent (local developer of courseware).

The Site Survey Team has determined, based on the target audience, the training delivery method, medium, and duration of training for each of the four training sections.  

	Section
	TA
	No Of Trainees
	Method
	Medium
	Duration
	Facility

	1
	
	
	
	
	
	

	2
	
	
	
	
	
	

	3
	
	
	
	
	
	

	4
	
	
	
	
	
	


Table 3, Site Training

Preparation for and conduct of training activities at each facility will consist of a standardized set of actions to be accomplished prior to, during, and after the onsite activities shown below in approximate chronological order using the first day of training onsite as the “T” date:

	Action
	Actionee
	Chapter 5 Timing

	Identify, notify and confirm location for deployment
	
	T-60

	Identify training requirement based on type of gaining installation/command
	
	T-60

	Identify LMS training team 
	
	T-60

	Identify LMS Training POC at location to be trained
	
	T-45

	Identify personnel to be trained
	
	T-30

	Identify content required for training use at the gaining installation
	
	T-30

	Identify training data requirements for location based on available content and notify location POC
	
	T-30

	Identify facilities for training based on number of personnel to be trained
	
	T-30

	Schedule facilities for training
	
	T-30

	Schedule target audience for training
	
	T-30

	Schedule LMS Training Team (labor and travel)
	
	T-30

	Prepare hard copies of training handouts based on audience (1 each per person)
	
	T-5

	Prepare hard copy of Army LMS SOP (1 per location)
	
	T-5

	Prepare hard copy of Army LMS Handbook (1 per location)
	
	T-5

	Copy training materials to electronic media
	
	T-2

	Dispatch training team to location
	
	T-1


Table 4, Pre-deployment Training Activities

	Action
	Actionee
	Chapter 6 Timing

	Convene training session and deliver opening remarks
	
	T

	Conduct Section 1 training
	
	T

	Conduct Section 2 training
	
	T+1

	Conduct Section 3 training
	
	T+2

	Conduct Section 4 training
	
	T+4

	Administer post training survey
	
	T+4


Table 5, Activities During Training

	Action
	Actionee
	Chapter 7 Timing

	Conduct AAR with Location POC
	
	T+4

	Compile and review post-training survey data
	
	T+10

	Monitor help desk activity for trained location
	
	T+10

	Assess effectiveness of training
	
	T+14

	Capture lessons learned
	
	T+15

	Recommend improvements to training
	
	T+15


Table 6, Post-deployment Training Activities

LMS Onsite Training Team.   PMO DLS will establish teams for onsite training made up of (TBD by site survey team).
ANNEX E, ARMY TRAINING HELP DESK (ATHD)

Establish Army Training Help Desk (ATHD).

1.  Help Desk Support.  The DLS Project Management Office (PMO) has operated a Help Desk activity in support of its networked DTFs since 1999.  The ATSC also operates a Help Desk in support of its training support activities throughout TRADOC.  In 2004, the ATHD was activated in conjunction with DLS Increment 3 fielding.  Help Desk functions are provided 24 X 7 for the DLS worldwide.

As part of the fielding process for the Army Learning Management System (LMS), TRADOC, ATSC, PMO-DLS and proponent/school will establish a help desk system to provide assistance to users of the LMS.  ATSC, proponent/school, and the PM DLS will operate a help desk system in unison to support the users of Army training.  This help desk will operate a Web-based e-Service system to facilitate positive tracking and a smooth hand off of incidents between help desk elements.  

Establishment of a Help Desk at proponents/schools will provide subject matter expertise and assistance.  This Help Desk will become part of the ATHD.  Personnel supporting ATHD will be provided training on the use of the Help Desk application. 

2.  ATHD Manager/Agents.   ATHD personnel operating in a Help Desk support capacity are taught how the ATHD system operates and the steps required to respond, manage and transfer a variety of request for assistance.  Managers will be given instruction on Metrics and Report Generation procedures as well as how to manage the operation of the system. One Agent or Manager (proponent’s choice) at each site will be given Train-the-Trainer instruction by ATSC so that he/she will be capable of instructing new Agents as personnel PCS, get promoted, retire, etc.  Sustainment training and recertification of the Trainer will be conducted by ATSC on an annual basis or as upgrades to the system are fielded.
3.  ATHD Organization.  The DLS is supported by a Help Desk operation to serve the Army training community and all users of Army training.  ATHD is composed of three functional organizations, cooperating to provide a holistic, seamless user help support center to address problems and issues concerning all aspects of Army training.  Because of the wide array of possible queries, from research topics to immediate technical assistance, the Combat and Material Developers collaborated to provide a multi-functional support entity that is easily accessed by the user and taps into an array of knowledge bases to provide a timely, accurate, and relevant response.  The ATHD is available 24x7 and maintains automated records of user requests for assistance.  These records will be added to the Frequently Asked Question (FAQ) database and will be used to assist Help Desk personnel in answering user requests.  ATHD has three functional components, represented by support personnel (Agents) from the organization best suited to receive, process, and provide responses to queries within their area of responsibility.  Those functional components and associated organizations are shown below.

	ATHD FUNCTIONALITY
	RESPONSIBLE ORGANIZATION

	Technical Support pertaining to DLS (hardware, software, facilities)
	  DLS PMO

	Technical and Functional Support pertaining to TRADOC and DCSOPS&T-level topics, the Army Training Information System (ATIS) components and architecture, and ATSC-managed programs and systems
	  ATSC

	Technical and Functional Support pertaining to course-specific issues proponent-based training products, content, and associated doctrine
	  Proponent Organization (i.e., school or entity)


In the ATHD structure, the “Proponent Organization” component consists of multiple organizations, each handling queries within the scope of their proponent or functional areas, while the DLS and ATSC ATHD components remain fixed.  Help Desk staffing at proponent organizations are site specific, averaging 10 Agents, with the range of 5 to 15 Agents to address course specific issues.  The site specificity is based upon the size of the proponent organization, the availability of courses, and the anticipated customer base.  Individual sites will determine and provide the staffing for their component of the ATHD.

Each component of the ATHD is capable of viewing all incidents transmitted through the Web-based help application.  The feature offers the capability to ATHD Agents to reach out and address mis-routed incidents.  The System Administrator of the ATHD e-Service Web site resides within ATSC.  ATSC provides e-Service application certification training to ATHD Agents.

A general breakout of areas of responsibility under each organization is provided below:


Table 8, Division of Help Topics and Queries by ATHD Component

4.  ATHD Processing.   ATHD uses a five-step procedure to process queries:

    a.  Step 1- User submits a query to ATHD.  This can be done through either of two means of access (portals):

· Web-based Query.  Throughout the Army LMS application are links to help (bottom of  “My Home”) and “Contact Us”.  This allows the user to search FAQs or submit a Request for Assistance at the ATHD Web site by clicking on “ASK A QUESTION”.  After completing the required information on the query form provided, the user selects the “Submit Question” button, causing the completed form to be transmitted to an ATHD Agent as a query/incident report newly introduced to the system.

· Telephonic Query.  The user places a call to ATHD, using the Help number (1-877-251-0730).  This number directly connects to the DLS Help Desk, where experts on DTF equipment and operations, as well as the employment and processes of the Army LMS, are located.  This number is provided in the Army LMS application and posted in all DTFs.  The ATHD Agent receives the call and opens a new query/incident report, supplying details about the nature of the query obtained from the caller.

In each case, the ATHD software or the Agent immediately sends the help seeker an electronic acknowledgment of receipt.

    b. Step 2 – The ATHD Agent determines the nature of the query and performs initial routing.  The three principal routing destinations are the DLS Help Desk, the appropriate ATHD proponent activity, and ATSC sources.  The query form/incident report that was user-generated or manually opened by the Agent becomes the tracking vehicle for this and all subsequent routing, until the query is completed and the user is satisfied with the response.

    c.  Step 3 - The query is processed by the proper ATHD component.  This action will frequently involve the assignment/reassignment of the query to SMEs residing internally within each component.  Component organizations have the latitude to open “incident reports” using internal systems and software already in place to facilitate management within their organizations.  However, a data transfer tracking process must be maintained.  When necessary, ATHD personnel working on open queries are encouraged to communicate informally with the help seeker.  These contacts can be for obtaining clarifying information about the query or for testing proposed responses for sufficiency.   Regardless of the results from such contacts, this does not relieve the ATHD agent of the responsibility for formally notating the open query/incident report and updating the database.

    d.  Step 4 - ATHD agent at the component level, having performed the actions and/or obtained the information necessary to complete the query, annotate the query/incident report accordingly.

    e.  Step 5 - Final disposition occurs when feedback is solicited from the inquirer; when the user closes the incident.  If ATHD does not receive an acknowledgment or further related question from the user, within six business days of soliciting the feedback, the query is set from “Waiting” to “Solved”.

ANNEX F, ISSUES AND CONCERNS 

ANNEX G, REFERENCES

1.  U. S. Army TRADOC, The Army Distributed Learning Program (TADLP) Campaign Plan, September 2001

2.  Project Manager, Distributed Learning System Material Fielding Plan through Increment 3, July 2004.

3.  Data population Plan

4.  Data Migration Plan

5.  Standard Operating Procedure (SOP) for Army Training using Logistics Management System (LMS) Version 0.3

19 May 2004

6.  Army Policy Memo for use of LMS provided by TRADOC (TBD)
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