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Chapter 1: Introduction

The purpose of this guide is to provide information on the Travel Assistance Center (TAC) Live Chat messaging
software. This tool is one of many that TAC analysts use to provide accurate, timely support to DoD-level
customers. Live chat is an integral part of providing an enhanced TAC customer experience which allows a
traveler or Defense Travel Administrator (DTA) to receive assistance with certain DTS topics that have been
approved for chat. Chats are answered by skilled TAC analysts and the topics chosen are those which can often
be often be answered with a quick response. Live Chat topics include DTS/DTMO Passport login assistance, TraX
issues, TMC and reservations questions, training materials, and more. Live Chat is available Monday through
Friday, 8 AM — 6 PM ET, excluding holidays.

Chapter 2: Accessing Live Chat

There are several ways to access live chat. There is a Live Chat link on the DTMO Support homepage, the DTMO
Passport login help screen, and the Travel Resources section on the DTS homepage.

From the DTMO website, under Support, you can review the options for obtaining travel assistance. You may
find a speedy resolution by using option 1 - Self-Service; or 2 - Contact your Local Level Help Desk. If not, then
use one of means, including chat, to request TAC help:

e From the DTMO website, Support, under Contact Travel Assistance Center section choose the Live Chat
link (Figure 1).
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Search travel.ded.mil Q

TravelBot | MyTravel DTS

PROGRAMS -~ POLICY & REGULATIONS -~ TRAVEL & TRANSPORTATION RATES ALLOWANCES ~ TRAINING ~ SUPPORT

HOME > SUPPORT

Support Support

. ) . o ;
Frequently Asked Questions Have an issue or question about official travel? You have options

Local Level Travel Assistance @ Try Seli-Service Options

Travel Assistance Center For the fastest solution:
« Login to TraX to find answers to more than 800 frequently asked questions in our Knowledge Center.

Recruit Travel Assistance « Search fraining by keyword, topic, role, or series for step-by-step instruction on commen processes and

policies.
Travel Management Company
Assistance

+ Watch tutorials on YouTube.

@ Contact your Local Level Help Desk

Look up your local level help desk for direction on local business rules governing travel for your erganization
and DTS issues

(3 Contact the Travel Assistance Center (TAC)
If you still need help, it's time to contact the TAC.

k

I » Check to see if your issue can be handled by Live Chat. Chat is available Monday - Friday, 8AM-6PM ET I

« Login to TraX and click Travel Assistance to create a help ticket or check the status of an existing ticket.

: « Call 1-888-HELP1GO (1-888-435-T146) for 24-hour travel assistance.
- Remember, the TAC cannot make, change, or ticket reservations.
_ U Need Help with Something Else?

« For reservation changes, contact your Travel Management Company

Figure 1: DTMO Website — Support Screen
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DTMO Passport provides access to online travel training, knowledgebase answers, and submit a help desk ticket.
To access Live Chat from the DTMO Passport Login screen, select the Login Help link (Figures 2 and 3).

e From the Passport Login screen, select the Login Help link (Figure 2).

Passport

Username

Login/Email Address

Password

Forgot your password?

Log in to Passport

OR
E Continue with your CAC

If you're new to Passport, register here.

Login Help

DefenseTravel
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Passport Login
DTMO Home

Figure 2: DTMO Passport Login Help Screen

e The Login Help page appears with the Live Chat icon (Figure 3).

Login Help
The user is unknown.

message, please ensure you have
f you continue to receive the
unknown user message, please register for an account on Passport here
Register for a Passport Account.

Invalid user ID or password.

If you receive an invalid user ID or password error message, please
ensure you have typed your user ID and password corre fyou
continue to receive the invalid user ID or password m e, please click
the Forgot Your Password link here: Forgot Your Pas rd

Note: When you click the Forgot Your Password link, you will be
prompted to provide your login email address. An email message

that includes a password reset URL will be sent to your login
email address.

Live Chat Assistance

Figure 3: Login Help — Live Chat Assistance
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The Defense Travel System (DTS) supports DoD TDY and local travel. From the DTS Home page, you can access
Travel Resources, News, Notices, and more. Live Chat is available in the Travel Resources section. You can find
the DTS Home page link from the DTMO website at https://www.travel.dod.mil/Programs/DoD-Travel-Systems/
or go to DTS direct link at https://dtsproweb.defensetravel.osd.mil/dts-app/pubsite/all/view/.

o From the DTS Homepage, Travel Resources, select the Live Chat icon (Figure 4).

Defi Travel S
@ ense Iravel System

Defense Travel System

Your Travel Management Hub
for DoD Trips

Niitary mesmbers and Dal) Gikan pes=onned can book
offical trawel and manage traved oporers.

Need Help Accesing DTS?

How It Works

r B}
Book Your Receive Keep Records Input Final Get
Travel Approvals Up to Date Expenses Reimbursed
with all the reservations you for your travel plans and with your travel plans and and attach receipts and back to your bank account,
need, estimate expenses, and known expenzes before and expenzes before and during recceds when you return from Government Travel Charge
request dvanced payments after you travel your trip your trip Card (GTCO), or both
DoD Travel News DTS Notices
> DTMO Launches Redesigned Website with Updated URL/RSS Feeds There are no DTS Notices available.

D GSAAnncences FY 2022 CONUS Per Diem Rates

D Speing/Summer 2022 Edition of the Defense Travel Dispatch Newsletter
D TMC Call Wasit Times

> DoD Dine Smart Traveler Rewards - Enroll Today!

More news =»

Travel Resources

1SA PreCheck

Instant mes=ape with a read person Save time at the 2

Man - FriBam - Gpm ET how you can p

Figure 4: DTS Home Page — Live Chat Icon

Once you select the Live Chat link from any of the pages listed above, you arrive on the Travel Assistance Center
Home page (Figure 5). Here you can learn more about the chat process and select one of the chat categories to
connect directly with a TAC analyst who will work to resolve your issue. Note: The TAC is not able to make,
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change, or ticket reservations; travelers will be directed to their Travel Management Company (TMC) for these
reservation issues.
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Search travel.dod.mil Q

TravelBot =~ MyTravel | DTS

PROGRAMS - POLICY & REGULATIONS TRAVEL & TRANSPORTATION RATES ALLOWANCES TRAINING SUPPORT

Support Travel Assistance Center

The Travel Assistance Center (TAC) provides DoD-wide support for issues unresolved or unaddressed at the local
level. Staffed by a team of trained analysts, the TAC offers escalated assistance across the spectrum of defense travel
Local Level Travel Assistance including help with DTS issues, Commercial Travel Programs, and Travel Policy.

Frequently Asked Questions

The TAC surveys users to measure the quality of assistance provided. This feedback allows us to identify potential
problems, pinpoint process improvements, and improve overall traveler satisfaction

Travel Assistance Center

Recruit Travel Assistance

TAC Live Chat

Travel Management Company

) IT yolyre experiencing one of Wg issues outlined below, Live Chat will provide the quickest resolution. Chat is available
Assistance

online Nonday - Friday 0600 - 160&ET (excluding Federal holidays). At this time, Live Chat analysts can only field
questiondyelated to these specific issu®

© The TAs unable to make, change, or tickewgservations. For this, you must contact your Travel Management

Company.
I DTS & TraX Login & Profile Issues > I I Reservation & CTO Submit Issues > I
» Logging into DTS or TraX » Authorizations stuck at CTO submit
« Updating your DTS or TraX profile/email « Ticketing status & declines/expired GTCC in DTS
» Rejecting DTS self-registration » Approval failure for unable to end the PNR
» Detaching requests » Locating CTO/TMC phone numbers
« Training certificate issuas « Missing TSA information notice

Requesting training materials

Other Issues

Submit a Help Ticket

Submit a Help Ticket to the
TAC

Request help with an issue or check on the status of an existing ticket by logging into Passpori. Navigate to Trax, then
choose Travel Assistance from the lefi-side menu

Figure 5: Travel Assistance Center Home Page — TAC Live Chat Section

Chapter 3: Using Live Chat

After selecting the chat topic link, the Live Chat initial screen appears requiring you to select the specific issue
and complete the mandatory fields before selecting Start Chat. If your topic is not listed, you can submit a TraX
Help Ticket directly to TAC through Travel Explorer (TraX) via the DTMO Passport portal. Note: You must have a
Passport account to access the portal. If you don’t have an account, select register here (Figure 2) and request
access.

For login issues, you must provide your name, email, phone number, and the traveler’s name. For Reservation
and CTO Submit issues, in addition to those fields, the document name and PNR are also required whereas the
TANUM and travel date fields are optional. The mandatory fields are denoted with an asterisk. You may need to
scroll down to see the other fields (Figure 6). Note: Outside of Live Chat hours of operation, the Live Chat form
will not appear and the message will indicate that Chat Support is not available.
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(TAC)

Chat support is available

Monday - Friday- 08:00 AM - 06:00 PM EDT
Saturday - Sunday: Unavailable
It is currently Friday, Sep 23, 2022 10:02 AM EDT

O Live Chat

Live Chat with Travel Assistance Center

Chat available hours are listed below. Chat is unavailable during holidays.

-

Start Chat

Live Chat with Travel Assistance Center

(TAC)

Chat support is available

Chat available hours are listed below. Chat is unavailable during holidays.

Monday - Friday: 08:00 AM - 06:00 PM EDT
Saturday - Sunday: Unavailable
It is currently Friday, Sep 23, 2022 10:02 AM EDT

o
I
k'l
I

O Live Chat

-

Figure 6: (TAC) Live Chat Screens

The TAC analyst uses the contact information provided on the chat form to look up your DTMO Passport

account, so it’s important to provide the correct email address. If you do not know the email, you can look it up

under My Profile available on the Passport Home page.

If you do not have a DTMO Passport account, the chat agent will create one for you. Your chat ticket will be

linked to your DTMO Passport account to allow you to view or update it anytime. Once the chat session ends, a

copy of the transcript is sent to the customer’s email. A ticket is also created and linked to the DTMO Passport

account where any further information and responses are captured.

After submitting the chat request, a new pop-up will indicate that Live Chat is searching for an available analyst

and note your number in the queue (Figure 7). When more than one chat user is in the queue, the tool will also

display the average wait time and estimated wait time. Note: If no analysts are available, the message will state

that the chat session has been cancelled and to try again later.
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Live Chat with Travel Assistance Center

(TAC)

Chat support is available
Chat available hours are listed below. Chat is unavailable during holidays.

Monday - Friday: 08:00 AM - 06:00 PM EDT
Saturday - Sunday: Unavailable
It is currently Friday, Sep 23, 2022 09:23 AM EDT

O Live Chat P
Ceonnecting
= Position in queue: 7

* Average wait time: 20:37
s Estimated wait time: 2937

Figure 7: Live Chat Connecting Screen

As soon as a TAC analyst is available, a chat window opens and the display indicates the analyst’s name and asks
how they can help you. At this time, you can begin the chat session by typing your message in the text box
below the conversation box (Figure 8).

When using chat remember to provide enough details about the problem, so the TAC analyst can research the
situation and determine the best solution. The chat screen provides you the option to attach files to the
message or send encrypted information such as PIl through the Off the Record feature®. You can choose to have
the sound notifications on or off. When you are ready, you can end the chat directly from the window. Figure 8
provides the available Chat Functions.
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Message Field

Live Chat with Travel Assistance Center

(TAC)

Chat support is available
Chat available hours are listed below. Chat is unavailable during holidays.

Monday - Friday: 08:00 AM - 06:00 PM EDT

Saturday - Sunday: Unavailable
It is currently Friday, Sep 23, 2022 09:23 AM EDT

O Live Chat ' 4 X
@ Connected

n 23 Sep, 11:20

Sandy L
Hi, my name is Sandy L. How may | help you?

your message...

Chat Functions

H Off the Record

n Sound

ﬂ Minimize Screen
n Disconnect
Send

3 Attach File

™ Conversation

Figure 8: Live Chat — Message Screen

After your session is complete, select Disconnect to end the chat.
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Chapter 4. Completing Live Chat

Upon ending the session, a pop-up box allows you to print the transcript (Figure 9). Additionally, you receive an
emailed transcript of the conversation and a TAC Help Ticket with the created transcript.

¢ Live Chat x

® Disconnected

(&)
Lt
LA
m

(5]

=
It
]

Sandy L
Hi, my name is Sandy L. How may | help you?

0 You have disconnected.

System
Would wou like the chat transcript to be sent to the printer?

Yes Mo

Figure 9 — Live Chat Disconnect Screen

Note 1: Remember, if you did not have a Passport account prior to the chat session, one was created for you to
allow access to your chat session transcripts.

Note 2: *Any information transmitted via the Off the Record feature is automatically removed from the official
transcript sent by email.

4.1 TAC Help Ticket

You can access your TAC Help Ticket from the DTMO Passport portal, under Travel Explorer (TraX), Travel
Assistance, My Tickets (Figure 10).

l= Training Knowledge Search
Ml Access all of our online travel training. Customize Find answers to your travel questions by
Trip Calculator your training itinerary, track your completed searching our database of thousands of FAQs,

training, and print certificates of completion. help topics, guides, and other resources.

Quick Tools

Trainin, . .
s Trip Tools Travel Assistance
Knowledge Search Build a trip estimate and look up location reports Submit a help desk ticket directly to the Travel

that include maps, travel advisories, U.S.
Travel Assistance Embassy contacts, weather and more.

Assistance Center. Plus, review your ticket history.

Create Help Ticket

) ~Announcements
My Tickets ‘

Figure 10: TraX Home Page

Once the My Tickets screen loads, select Title (hyperlink) to open the record. Review the record details and add
additional information, if needed.
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