
ARMSPRO Help Desk / Release & Deployment Process – Data, Patch/Bug Fix (P/BF), Enhancement – Client and/or Internal Driven

Issue submitted by 
BRSI/Other 

Development Team

Issue submitted by 
BRSI/Other Testing 

Team

User submitted 
issue to centralized 

ticketing system

Once the issue is 
submitted by BRSI, 

an email will be 
sent by a Senior 

Functional Analyst  
to open a ticket 

with the included 
issue information 

in the agreed upon 
ticketing system.

Will create a ticket 
in the Joint Helpdesk 

system for Issue 
tracking and then 

assign to Tier 3 
Support (BRSI)

Data Issue,
Patch/Bug Fix, or

Enhancement
Request

According to the 
SLA, BRSI will close 

the associated 
tickets once expired

Issue will be worked 
by the assigned BRSI 

Representative

BRSI Rep will resolve 
the ticket in 

centralized system 
and email the 

user/client with the 
resolution 

Issue will be 
assigned by BRSI  to 
the appropriate BRSI 

Tier 3 Support 
Representative

Clarify decision 
NOT to release

Smoke
Test of P/BF in TEST 

Environ. PASS

Has the 
issue been

fixed by the assigned
Rep?

BRSI Testing
PASS in Contract

TEST Environ.

Contract CCB
decision for release

approval

BRSI will update and 
close associated  

centralized Help Desk 
tickets

BRSI will notify user of 
ticket closure

BRSI will update and 
close associated  

centralized & BRSI 
Internal HD tickets

More detail needed 
for approval, or 

refinement of P/BF 
necessary

BRSI/Contract will assign 
an expected release 
number and date for 

release and forward to 
contract CCB for approval 

– BRSI will submit an 
updated Change Request 

to contract with all 
documentation as 

appropriate

BRSI will transfer 
P/BF to the Contract 

TEST environment 
where BRSI will test  

the P/BF again

BRSI will research 
and develop the 

P/BF as necessary to 
correct  issue and a 
Change Request will 

be submitted to 
Contract in order to 

track progress

BRSI will test the 
P/BF in the BRSI 

testing environment

Create a BRSI 
Internal Help Desk 

ticket with issue info 
&  assign to Senior 

Analyst

Contract will 
update the 
associated 

centralized tickets 
and close. BRSI 
will close BRSI 

Internal HD ticket

Patch / Bug Fix

Data Issue

YESYES

YES

NONO

NO

NO

FIX

YES

FINAL    NO

Release executed, 
confirmed, and 

documented

Information 
collected & 

documented as 
initial research 

continues

Contract will notify BRSI of 
Contract approval and 
arrangements will be 

made  to begin 
development of the 

enhancement

Design discussions 
take place with 

appropriate BRSI 
stakeholders

Create a BRSI 
Internal Help Desk 

ticket and place in a 
HOLD status

Contract CCB decision
to pursue request

BRSI Stake-
holders decide whether 

to pursue

Contract CCB
decision to forward

request

Enhancement  Request

Internal

Internal

Client / User

Change Request will 
be  submitted by 

BRSI to Contract CCB 
with details of 

request… to include  
impact, LOE, and 

affected component.

Further Review or
Final No

Further Review or
Final No

Contract will update 
and close associated 

centralized tickets. BRSI 
will close BRSI Internal 

HD ticket

FINAL    NO FINAL    NO

NO NO

FR

Contract will update 
and close associated 

centralized tickets. BRSI 
will close BRSI Internal 

HD ticket

YESYESYES

NO

Further Review (FR)

Approved enhancements 
will follow the same path 

& process as a P/BF 
beginning with the change 

in status of the BRSI 
Internal Help Desk ticket 

to  “Assigned” to BRSI 
Development

If this is an approved 
enhancement, BRSI will 

provide updated Change 
Request w/ 

documentation as 
appropriate

Contract will close out 
the Change Request for 

either a P/BF or 
enhancement


