EDUCATION AND TRAINING

Customer Service in the Information Age:
DSCA and DISAM Overhaul Their Web Pages

By

o

LCDR Earl Goodson, USN

In line with the new strategic plan (see article on page 9). the Defense Security
Cooperation Agency (DSCA) and its subordinate activity. Defense Institute of Security
Assistance Management (DISAM). have opted to expand their web pages in order to provide
better communication between the agencies and the Security Assistance Community. By creating
web pages employing the latest in web technology, both organizations will be better able to offer
their services to U.S. government security assistance agencies. foreign purchasers and defense
industry.
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Use new DSCA plan that includes Strategic Plan button.

An eye-catching layout of buttons leads the user to the subject area of interest. The DSCA
page features its mission. values. and vision statements. These are central to the relationships we
have with all of our stakeholders. from the various countries purchasing our weapon systems to
our own employees. In the organizational section. organization charts with descriptions of the
functions of the offices will guide the user to the proper desk to obtain further information. The
phone number and e-mail address of the DSCA point of contact are also included.

The publications button connects to a page of hyperlinked messages. memos. and policy
statements of interest to the entire S.A. community. These do not necessarily originate with
DSCA but provide the guidance under which security assistance programs operate. In addition,
on-line publications for which DISAM is responsible are also available. The DISAM Journal. the
DISAM Catalog. the Security Assistance Management Manual, and the Web Defense
Acquisition Deskbook are immediately available to the web user. The latter is especially
important since it contains other works of interest such as the DISAM green book and the E-
IMET Handbook.

The web page offers a background in the basics of security assistance. Not only are there
slide presentations of various aspects of the security assistance business. but there is an entire
section of frequently asked questions (FAQ). These allow even the layman to learn the
fundamentals of the security cooperation business without referral to other sources.

The section on security cooperation again contains a large number of high level briefing
slides. aimed not so much at the basics of the security assistance process. but at the actual
accomplishments of the enterprise. Here one can find current sales figures and trends. DSAMS
Status, and FMS Re-engineering information.

The Y2K button opens discussions of the concerns for the foreign military sales customer
who must deal with the Y2K problem. There are also links to other web sites that are attempting
to come to grips with this issue.

The DSCA page has links to both the DISAM (described below) and the Defense Security
Assistance Management System (DSAMS) pages. The DSAMS site will offer current progress
on the building of a new information system for the conduct of security assistance business.

Finally. the page is constructed with documents in HTML web format that permits easy
searching. By pressing the search button. the user can enter a word or phrase and is given a
listing of each page in the DSCA site where that phrase appears.

You can reach the DSCA home page at http://www.dsca.osd.mil.

As a subordinate element of DSCA. DISAM has a web page that is similar in construction
to that of DSCA. Users will be able to recognize these similarities and easily be able to navigate
through the DISAM site. The DISAM page is aimed at prospective students and also at those
members of the security cooperation community who turn to DISAM for support and
information. The DISAM portal page will contain the same general look and feel as that of the
DSCA front page. There will be references to recent messages of policy interest as well as press
releases dealing with security assistance. The lead article in the most recent DISAM Journal will
also be present.
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Just as the mission and organization are prominent on the DSCA page. the DISAM page
likewise gives contacts for the entire faculty and staff of the organization. It also describes the
library resources that are available to students. past and present. In addition to the fundamentals
of security assistance. the background also includes a map and a link to find out DISAM 's local
weather. The links to DSCA., DSAMS, and the search function are similar to those found on the
DSCA page.

Besides information on security assistance. the course catalog, annual schedule. and course
descriptions and objectives are included. An on-line DD 1556 is included for prospective
students to print out. As a forerunner of automated registration. the executive course has on-line
registration for defense industry students. This technique will eventually be expanded to other
Executive Course students and employed in additional courses as well.

The electronic version of the student information means that the Registrar will no longer
send bulky packages of information to incoming students. who can refer to the student info site
and download all the information that they require. Advance reading lists. the student guide.
maps of the base and of the area. directions upon reporting. and a link to a local weather site all
provide the student with the wherewithal to prepare for a future class.

The technical support button is aimed at those users of the information systems maintained
by DISAM. The Training Management System (TMS). the Security Assistance Network (SAN).
and the Security Assistance Resource Management Systems (SAARMS) all have customer
technical support provided. For system errors encountered by the users. there is a bug report that
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provides an automated method of reporting discrepancies. There are also Frequently Asked
Questions (FAQ's) about each of the systems. In order to share information about the systems. a
discussion forum is provided so that questions and common issues can be shared and/or
answered by technical and procedural experts. Finally. this section offers an automated customer
support suggestion box for comments not related to bug reports.

It is in the last section of the DISAM page that future improvements will be the most
dramatic. The computer-based training section today contains only view graph presentations.
Soon. however. these will be translated into lessons and quizzes so that elementary security
assistance training can be conducted via this page.

You can find the DISAM page at http://disam.osd.mil.

With the recent overhaul of both the DSCA and DISAM pages, there has been an increased
interest in the sites. Today. about 50 customers visit each page daily, and the number has jumped
impressively since the new formats were installed. With web browsing becoming more common
for finding the answers to questions about organizations and their work. DSCA and DISAM have
opted to develop their webpages to reach the multiple audiences that they attract and to provide
information in the most attractive and accessible format possible.

The webmaster for both sites is LCDR Earl Goodson. and he can be reached at DSN
785-2994. commercial (937) 255-2994 or by E-mail. webmaster@disam.wpafb.af. mil.

The DISAM Journal, Winter 1999 118



