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CNATRA INSTRUCTION 5230.2B 

Subj:  HELP DESK PROCEDURES FOR TECHNICAL AND APPLICATION
       SUPPORT FOR NEXT GENERATION ENTERPRISE NETWORK 

Ref:   (a) CNATRAINST 5200.9 
       (b) Navy Contract N00039-13-D-0013 

Encl:  (1) Contact Information for COR, DCTR and ITPOCs 
       (2) List of UICs 
       (3) CNATRAINST 5000.2A_ITAP 
       (4) ITAP Completion Procedure 
       (5) Web Links to References and Acronyms 

1.  Purpose 

    a.  To provide standard procedures and guidelines for 
reporting computer hardware, software, connectivity and other 
user technical problems to the Next Generation Enterprise 
Network (NGEN) Help Desk.  Chief of Naval Air Training (CNATRA) 
Chief Information Officer (CIO) Mission, Functions and Policy 
are located in reference (a). 

    b.  To establish procedures for requesting technical support 
and receiving problem resolution for NGEN related laptops 
(including network connectivity), workstations (including 
network connectivity), software, printers, application support, 
and password resets. 

    c.  To provide additional information and establish 
procedures on Business Support for the following: 

        (1) Move, Add, & Change (MAC) requests.  Contact 
respective Information Technology Point of Contact (ITPOC) to 
process and execute approved user requests.  Contact information 
for Contract Officer Representatives (COR), Deputy Contract 
Technical Representative (DCTR) and ITPOCs can be found in 
enclosure (1) and a list of Unit Identification Codes (UICs) can 
be found in enclosure (2). 

        (2) Create and/or modify user account services. 
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        (3) Data seat hardware requests; uninstall, move and re-
install, or change. 

        (4) Contract Line Item Number (CLIN) requests for 
acquisition and installation. 

        (5) Seat upgrades requests. 

Note:  Only respective ITPOCs are authorized to request this 
type of support. 

2.  Cancellation.  CNATRAINST 5230.2A 

3.  Background 

    a.  The purpose of the NGEN contract is to build and 
maintain a secure world-wide network that will provide data, 
voice, video, and support capabilities to every Sailor, Marine 
and Department of the Navy (DON) Civilian.  It is intended to 
eliminate stovepipe systems and modernize the way DON conducts 
business.  The mission of NGEN is to enable the sharing of 
information worldwide with those who need it, when they need it, 
and enhance enterprise-wide work, training and quality of life 
for every Marine, Sailor and DON Civilian. 

    b.  This fee-for-service contract was awarded to Hewlett 
Packard (HP) Enterprise Services, and is mandatory for all DON 
units.  HP Enterprise Services NGEN contract details are located 
in reference (b). 

    c.  The Program Executive Office for Enterprise Information 
Systems (PEO-EIS) has established a national Help Desk for NGEN 
users.  After a user initiates a call to resolve a problem, it 
may be resolved at the Help Desk level or a technician 
dispatched and issue is resolved at the user’s office level.  In 
the event the problem is not resolved to a user’s satisfaction 
it will be escalated with the assistance of the ITPOC and NGEN 
Help Desk or the local HP management team, until it is resolved.
Business Support is a fee-for-service for additional support or 
change to existing support, according to respective CLIN and 
Service Level Agreements (SLA).  The ITPOC has this information 
and is responsible for initiating and maintaining this level of 
support.
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4.  Procedures/Actions.  Use one of the following actions to 
contact NGEN: 

    a.  Call 1-866-THE-NMCI (1-866-843-6624), follow prompts and 
report NGEN typical repairs desktop/laptop, network 
connectivity, user assistance for password resets, software 
application assistance, printer problems, etc. 

    b.  E-mail the NGEN Help Desk, ServiceDesk_Navy@navy.mil.
Be sure to include the following information:  Name, Phone 
Number, Asset Tag Number (on computer box, not monitor), 
Workstation Name, and a complete description of problem. 

    c.  For Business Support identified in paragraph 1(c) above, 
the user fills out an Information Technology Acquisition Paper 
(ITAP) Form, enclosure (3), and forwards to the ITPOC.
Information for completing an ITAP Form can be found in 
enclosures (3) and (4).  The ITPOC will assist and consolidate 
requirement(s) with corresponding NGEN services request forms, 
refer to references at web links in enclosure (5).  Forms are to 
be sent to the DCTR with a copy to CNATRA N621 for submission to 
the CNATRA CIO for approval or disapproval.  The CNATRA CIO will 
make a business decision for the execution of the functional 
requirement.  The user will be informed of the decision with a 
returned copy of the ITAP Form.  A sample of Business Support 
forms can be found in the web links and references located in 
enclosure (5). 

5.  Policy.  NGEN users may make calls for repairs and 
assistance to the Help Desk as shown in paragraphs 4(a), (b), 
and (c) above.  If escalation is required users should contact 
their respective ITPOC.  However, for Business Support in 
paragraph 4(c), users are to document requirement on an ITAP 
Form via their chain of command and forward it to the ITPOC.
The ITPOC will review and sign the ITAP Form and upload it into 
SharePoint for the DCTR to review.  The DCTR will consolidate 
requirements from ITPOC and forward the ITAP Form to the CIO 
office for approval with a copy to CNATRA N621 for review.  Once 
the ITAP Form is approved an Order Justification Form (OJF) is 
completed by the ITPOC.  The ITPOC will forward the OJF to the 
CNATRA Headquarters (HQ) ITPOC for submission of the OJF into 
the Enterprise Knowledge Management (eKM) website for approval 
at all levels of Commander, United States (U.S.) Pacific Fleet 
(COMPACFLT).  Reviews at different levels are necessary as these 
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involve fee-for-service criteria.  The ITAP Form information is 
located in enclosures (3) and (4).  If disapproved, an 
explanation is attached to the ITAP Form. 

6.  Responsibility.  CNATRA CIO is the official authority for 
NGEN for CNATRA, Naval Air Training Command (NATRACOM) and the 
Naval Flight Demonstration Squadron (NFDS/Blue Angels) units.
All actions and documentation relative to NGEN will be channeled 
and coordinated through the CNATRA CIO office.  Unit Commanding 
Officer (CO) will implement this policy and guidance within 
their commands upon NGEN implementation. 

7.  Contact Information for CNATRA CIO:  CNATRA (N6), 9035 Ocean 
Drive, Suite 322, Corpus Christi, TX 78419, DSN 861-3213, 
Commercial (361) 961-3213. 

 D. M. EDGECOMB 
 Chief of Staff 

Distribution:
CNATRA Website 
CNATRA SharePoint 

D M EEDGECOMB
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Enclosure (1) 

CONTACT INFORMATION FOR COR, DCTR and ITPOCs 

DCTR and COR: Frank Delafuente, CNATRA N61 
9035 Ocean Drive 
Building 10, Suite 324 
Corpus Christi, Texas 78419 
DSN 861-5382 or (361) 961-5382 

ITPOC:  Ray Vanderpool Serving CNATRA Headquarters 
250 Lexington Blvd., Suite 1089 
Corpus Christi, Texas 78419 
DSN 861-1435 or (361) 961-1435 

ITPOC:  Jessie Brown Serving TRAWING ONE Units 
101 Fuller Road, Suite 2074 
NAS Meridian, MS 39309 
DSN 637-2437 or (601) 679-2437 

ITPOC:  Enrique Lopez Serving TRAWING TWO Units 
614 McCain Street, Suite 216 
Kingsville, TX 78363 
DSN 876-6164 or (361) 516-6164 

ITPOC:  Rhonda Rombs Serving TRAWING FOUR Units 
245 5th Street Suite 211 
Corpus Christi TX, 78419 
DSN 861-5258 or (361) 961-5258 

ITPOC:  Dwayne Johnson Serving TRAWING FIVE Units 
7510 USS Enterprise Street 
Milton, FL 32570-6000 
DSN 868-7386 or (850) 623-7386 

ITPOC:  Robert Fast Serving TRAWING SIX Units and NAVFLTDEMRON 
(NFDS/BLUE ANGELS) 
390 San Carlos Road 
Pensacola, FL 32508 
DSN 922-9523 or (850) 452-9523
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Enclosure (2) 

LIST OF UNIT IDENTIFICATION CODES (UICs) 
(To be used for MAC actions) 

CNATRA                                  N63110 

TRAWING ONE                             N09251 

TRAWING TWO                             N09239 

TRAWING FOUR                            N52812 

TRAWING FIVE                            N52813 

TRAWING SIX                             N52814 

NAVFLTDEMRON (NFDS/BLUE ANGELS)         N30929 
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Enclosure (3) 

CNATRAINST 5000.2A_ITAP 
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Enclosure (4) 

ITAP COMPLETION PROCEDURE 
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Enclosure (5) 

WEB LINKS TO REFERENCES AND ACRONYMS 

Note:  If clicking the link does not work, try copying the link 
and pasting it into the web browser. 

CNATRAINST 5200.9, Chief of Naval Air Training Command 
Information Officer Responsibilities, Functions, Relationships 
and Authorities 
https://www.cnatra.navy.mil/pubs-instructions.asp

N00039-13-D-0013 (June 27, 2013) 
http://archive.defense.gov/Contracts/Contract.aspx?ContractID=50
74

NGEN HOME PAGE 
http://www.public.navy.mil/spawar/PEOEIS/NEN/NGEN/Pages/default.
aspx

NGEN CLIN INDEX 
https://www.homeport.navy.mil/services/clin/

NMCI HELPDESK CONTACT INFORMATION 
http://www.public.navy.mil/spawar/PEOEIS/Pages/ContactUs.aspx

NGEN Services Help Desk Forms for Business Support 
https://servman/sm/ess.do


