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What’s new

• Revised Procedures for Getting 
New Users Active on AQS

• New User Orientation
• User Support beyond AQS
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What’s New

• Revised Procedures for Getting New 
Users Active on AQS
– Jerry sends welcome email
– Referencing AQS setup webpage

(http://www.epa.gov/ttn/airs/airsaqs/aqsweb/aqswebsetup.htm)

• Instructions on:
– Installing Oracle Jinitiator & JavaBean Certificate
– Obtaining initial AQS password from Call Center
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What’s New

• Revised Procedures for Getting New 
Users Active on AQS (cont.)

– EPA Call Center (Level 1)
• Assists new user with first time login
• Help with getting the JInitiator installed, 

disabling pop-up blockers, etc.
• Explain the AQS/CDX password 

synchronization process
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What’s new

• Revised Procedures for Getting 
New Users Active on AQS

• New User Orientation
• User Support beyond AQS
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What’s New

• New User Orientation
– Details to be discussed later in the 

presentation
– But here’s a Promotional Video by our 

“Professional Marketing Group”
(remarkable how much the voices sound like Pamela McIntyre & Tom Lewis!)

http://www.epa.gov/ttn/airs/airsaqs/conference/AQS2006/Session Handouts/AQSNUO_promo.pps
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What’s new

• Revised Procedures for Getting 
New Users Active on AQS

• New User Orientation
• User Support beyond AQS
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What’s New

• User Support beyond AQS
–User Support Expanded to include:

• AirData Public web application
– http://www.epa.gov/air/data/index.html

• Discoverer
• AQS Data Mart
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Presentation Topics
• What’s new
• Helpline Support
• AQS TTN Website
• Online Help
• Training
• Conclusion
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Helpline Support

1.    Level 1 (EPA Call Center)
2.    Level 2 (Client Services)
3.    Level 3 (Database Services)
4.    CDX Helpdesk
5.    NADG
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Helpline Support

1.    Level 1 (EPA Call Center
2.    Level 2 (Client Services)
3.    Level 3 (Database Services)
4.    CDX Helpdesk
5.    NADG
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Helpline Support (cont.)

1.    Level 1 (EPA Call Center)

– First line of support
– Responsibilities

» Take your call
» Open a ticket with tracking number

– Resolve general problems such as:
» Reset passwords
» Basic AQS Application problems

– Transfer unresolved problems

1-866-411-4EPA  (Hrs 6 am – 9 pm ET)
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EPA Call Center Team
(Located in Chantilly, VA)

Back row:   Kelvin Davis, Sunil Vasan, Arrington Price, Inder Singh
Front row:  Monette Ta, Heather Litzinger, Allison Davis
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EPA Call Center Team
(Located in RTP, NC)

Troy Paylor and Rosetta Jones
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Helpline Support (cont.)

2004 - User Support Stats
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Helpline Support (cont.)

2005 - User Support Stats

157

99119

150
139

47

147

137

101101

125

107

0

20

40

60

80

100

120

140

160

180

Jan-05 Feb-05 M ar-05 Apr-05 M ay-05 Jun-05 Jul-05 Aug-05 Sep-05 Oct-05 Nov-05 Dec-05

# Total AQS Cases
# Resolved by Level 1
# Assigned to Level 2-3
# Passw ord Related
# Account locked
Linear (# Total AQS Cases)

1429 - Opened Tickets



18

Helpline Support (cont.)

2006 - User Support Stats
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Helpline Support (cont.)

User Support Stats
January 2005 - April 2006
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Helpline Support (cont.)

{better

{same

{same
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Helpline Support (cont.)

{same

{better

{worst
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Helpline Support

1.    Level 1 (EPA Call Center
2.    Level 2 (Client Services)
3.    Level 3 (Database Services)
4.    CDX Helpdesk
5.    NADG
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Helpline Support (cont.)

2.    Level 2 (Client Services)

– Primary support for AQS
– Provide support after 5pm ET
– Present New User Orientation Monthly
– Document/Report Outages Monthly
– Located in RTP, NC

(Hours 8:00 – 6:30 pm ET)
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Client Services (Level 2)

L-R:  Ed Peckham, Tom Lewis, Pamela McIntyre, Ryan Boudreaux
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Helpline Support

1.    Level 1 (EPA Call Center
2.    Level 2 (Client Services)
3.    Level 3 (Database Services)
4.    CDX Helpdesk
5.    NADG
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Helpline Support (cont.)

3. Level 3 (Database Support Services)
• Primary support for the Oracle database 

environment
– Oracle Data Base Administrators

» Add new users to an Oracle account
– Specialized support for Help Line

» Problem password resets
» Incorrect user roles

– Located in RTP, NC
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Database Support Services (Level 3)

Tom                                      Prakas
Conklin                                 Vellappan
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Helpline Support

1.    Level 1 (EPA Call Center
2.    Level 2 (Client Services)
3.    Level 3 (Database Services)
4.    CDX Helpdesk
5.    NADG
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Helpline Support (cont.)

4.    CDX Helpdesk
• When to call CDX?

– Registration issues
– Mailbox issues
– Password issues
– File transfer issues

1-888-890-1995   epacdx@csc.com
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Helpline Support (cont.)

4.    CDX Helpdesk (cont.)
– What if I’m not sure which Help 

Desk (AQS or CDX) to call?
– When in doubt……

• Call the EPA Call Center!
– 1-866-411-4EPA
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CDX Helpdesk

L-R:  Michael Semeniuk, Helpdesk Mgr, Charles Simons, 
Eleanor Washington, and Brandon Morgan
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Helpline Support

1.    Level 1 (EPA Call Center
2.    Level 2 (Client Services)
3.    Level 3 (Database Services)
4.    CDX Helpdesk
5.    NADG
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Helpline Support (cont.)

5.    National Air Data Group (NADG)
• User registration (user’s profile)

– Regions fax to (919) 541-7674
– Attention Jerry Husketh/Virginia Ambrose

• Assigning new screening groups
– Email to Jake Summers (summers.jake@epa.gov)

• Reference table updates
– Email to Jake Summers

• Data questions/issues/policies/regulations, etc.
– Email to Jake Summers

• Precision & Accuracy Software/Issues
– Email to Bill Frietsche
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National Air Data Group

Row 1:  Virgina Ambrose, Maria Sanders, Bonnie Johnson                         
Row 2:  Jake Summers, Chuck Isbell, Michael Hamlin              
Row 3:  Ed Lillis, Nick Mangus, Jonathan Miller, Jerry Husketh,  Bill Frietsche, Martin Husk
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National Air Data Group
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AQS TTN Website (cont.)
– Don’t forget about this resource! (Lot of good stuff!)

• User Manuals & Guides
• Training materials

– AQS & P&A
– Online & classroom modules

• FAQs
• Registration forms
• Data files for download
• Reference Codes
• Work file & transaction formats

www.epa.gov/ttn/airs/airsaqs
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AQS TTN Webpage (www.epa.gov/ttn/airs/airsaqs/manuals/manuals.htm)
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AQS TTN Webpage (www.epa.gov/ttn/airs/airsaqs/manuals/manuals.htm)
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AQS TTN Webpage (www.epa.gov/ttn/airs/airsaqs/manuals/manuals.htm)
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AQS TTN Webpage  (http://www.epa.gov/ttn/airs/airsaqs/faq/faq.htm)
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AQS TTN Webpage  (http://www.epa.gov/ttn/airs/airsaqs/faq/faq.htm)
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Online Help
• AQS has

– Standard Windows Help
• “Help” Dropdown Menu
• “?” Help Icon on Tool Bar
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Online Help (cont.)
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Online Help (cont.)
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Online Help (cont.)
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Training
• Where We’ve Been 

– ITEP Sponsored Training in Kansas City
(Institute for Tribal Environmental Professionals)

• December 2005

– “Advanced Retrievals” Training
• Region IX, San Francisco (August 2005)
• Phoenix, AZ (August 2005)

– AQS Conference
• June 2006
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Training (cont.)

• New Webex Training 
• What’s Webex?

– Web Conferencing Tool
– Licensed to EPA / OAQPS
– Provides

» Real Time Meetings
» Training
» Demos, etc.

– Web Enabled
– No Software Required
– Audio via Conference Call Line
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Training (cont.)

• New User Orientation via Webex
• Not “Training” but an “Orientation”
• Objectives

– Logging-in & Navigating within AQS
» Resetting/Synchronizing AQS & CDX Passwords
» Screening Groups
» User Roles
» Online Help
» Retrievals (batch reports)
» Batch Update, Correct, and Maintain

– Review resources available on AQS TTN
Website (Homepage)

– Learn about AQS User Support
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Training (cont.)

• New User Orientation via Webex (cont.)

– New User Orientation (cont.)

• Developed by Pamela McIntyre, Level 2 Support
• Began January 2006
• Monthly (usually 4th Wednesday)
• 2:30 – 4:00 pm ET
• PowerPoint presentation available on AQS TTN website

(http://www.epa.gov/ttn/airs/airsaqs/training/training.htm)

• Each New User receives an invitation
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Training (cont.)
• New Webex Training Coming Soon

– Discoverer Web for AQS:  Getting Started 
• July 2006

– Discoverer:  Sorting, Totals, Conditions
• August 2006

– AQSP&A Spreadsheet Training
• August 2006

– Other Possibilities (using Webex):
• Interest in Specific Topic Discussions
• Major software enhancements
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Training (cont.)

• Future Training
– AQS Intro (2-day) Course

• RTP, NC?
• Fall 2006?
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Training (cont.)

• How to schedule training
– Send your Training Requests to:

Either

• Your EPA Regional Contact
OR

• Jonathan Miller (919) 541-7738
(miller.jonathan@epamail.epa.gov)
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Conclusion

• Reminders (e.g., don’t forget)
– Keep your email address current
– Keep your password current and 

synchronized
• Update every 90 days

– Read the System Status when 
logging in

– Call the Helpline (EPA Call Center) 
when you have a problem or 
question

DonDon’’t let this happen to yout let this happen to you..
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Conclusion
• Feedback/Suggestions
• Complete the AQS User Evaluation (located 

in your packet)

– Part 1 – AQS Usability
– Part 2 – Customer Service / Help Line

Chuck Isbell
isbell.chuck@epa.gov
(919) 541-5448
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