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Welcome to the User Guide for creating an ABRM Agency Review. The purpose of this guide is to walk each Agency Business Relationship Manager (ABRM) through the process of putting together an ABRM Agency Review for their agency.August 5, 2015
Office of Management & 
Enterprise Services



For this procedure you will need to use the following work products:
1. ABRM Agency Review Template
2. ABRM Calculator-Organizer Template

You may also want to reference the following examples:
1. ABRM Agency Review Sample
2. ABRM Calculator-Organizer Sample

All samples and work products can be found under the Agency Business Relationship Manager Role within the OMES IS Process Library:  http://eclipse.omes.ok.gov/
GETTING STARTED
1. Begin by creating a folder on your computer where you’ll be saving your ABRM Agency Reviews.
2. Next, open the ABRM Agency Review Template document located under the Agency Business Relationship role in the OMES/ISD Process Library (http://eclipse.omes.ok.gov/). This is the template you will use to create an ABRM Agency Review for your agency. Without making any changes to the template, go to File and Save As and save your own copy of the template to the folder you just created. You may even want to include the date in your file name if you plan to create a new file for each meeting. An example could be “ODAFF ABRM Review May2014”.

The template is made up of the 10 sections you will need to build for your agency.
· Executive Briefing/Escalations
· Current Risks/Issues/Concerns
· Cases Waiting on Partner, Vendor or Due Date
· Outstanding Service Catalog Requests
· Incidents Resolved
· Outstanding Incident Cases
· Outstanding Service Request Cases
· Enhancement Service Requests
· Projects
· Enhancements

3. After your review is saved, update the “Name of Agency” and Reviewing Dates on the cover page. The Reviewing Dates are the dates covered by the review. The date in the top right hand corner of the cover page should update itself each time you open the review.
[image: H:\ABRM Agency Review Project\ABRM Pictures\User Guide Pictures\001 Agency Name and Dates.PNG]
If you scroll down to page 1 after the cover page, you will see the heading Executive Briefing/Escalations. This will be the first heading in your ABRM Review. Notice the red text below the heading. Whenever you see red text in the template, this represents an area you will be replacing with your agency’s information.
UPDATING THE EXECUTIVE BRIEFING/ESCALATIONS SECTION
The first area you will need to create for your agency is the Executive Briefing/Escalations section. This section is made up of the Incident Breakdown Table and two tables for Incident 1 and Incident 2 cases that were not resolved on time.



Creating the Incident Breakdown Table
1. [bookmark: _GoBack]Open the ABRM Calculator-Organizer Template located under the Agency Business Relationship role in the OMES IS Process Library (http://eclipse.omes.ok.gov/). At the bottom of the screen, you will notice there are numerous different tabs including: Agency Closed Query, Resolved This Week, Waiting, etc. The first two tabs, Agency Closed Query and Resolved This Week, are set up to calculate the number of each incident type your agency had, as well as the percentage that were responded to and resolved on-time. The rest of the tabs are to help you organize information as it is generated.
2. Login to CRM and go to Reporting Tools in the Main Menu.
3. Click on Query and then Query Viewer.
4. From the Query Viewer screen, make sure the Search By dropdown menu is set to “Query Name” and click Search.
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5. From the list of queries, locate 91_RC_CASE_WITH_AGENCY_CLOSED. Click the Excel hyperlink next to the query to open it in Excel.
[image: H:\ABRM Agency Review Project\ABRM Pictures\User Guide Pictures\003 91 RC Case With Agency Closed.PNG]
Note:	If you don’t have access to this query, you will have to create a Help Desk ticket.
6. Enter your 5-digit Agency Code and the Date Range you are reporting on. For the following example, we are using the Agency Code of 04000 for the Oklahoma Department of Agriculture, Food, & Forestry (ODAFF) and the Date Range of April 21, 2014 to May 2, 2014. Click View Results.
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7. Click Open when the File Download box pops up.
8. Once the spreadsheet opens, delete the first line containing the report heading “91 Agency Closed date” from the top row. The easiest way to do this is by right-clicking the number 1 on the left side of the screen and clicking Delete.
9. Remove Duplicate Case numbers by selecting the A column (Case) and selecting Excel’s Data tab at the top of the screen. Click Remove Duplicates. In the warning screen, make sure “Expand the selection” is selected and click Remove Duplicates. Select Unselect All and then select only Case and click OK.
10. Select the B column (Agreement) and click the Sort A to Z button. When the Sort Warning pops up, make sure “Expand the selection” is selected and click Sort. The spreadsheet should now display the cases grouped by Incident Type.
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11. Copy the entire spreadsheet by clicking in the top left-hand corner of the spreadsheet, right-clicking, and clicking Copy.
12. Pull up the version you saved of the ABRM Calculator-Organizer Template (not the original template). On the Agency Closed Query tab, click on the A-1 cell and paste the selection you copied.
13. Now click the Resolved This Week tab (next to the Agency Closed Query tab) and you should see that the Incident Breakdown Table has been populated. Depending on your agency’s results, you should see the cases broken down by type of incident along with the percentage responded to on-time and the percentage resolved on-time.
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14. This Incident Breakdown Table is the first thing you want to include in your ABRM Agency Review. Click the A-1 cell (Case Type) and drag down to the D-6 cell so that the entire Incident Breakdown Table is selected. Right-click the selection and click Copy.
15. Pull up the version you saved of the ABRM Agency Review Template (not the original template). Under the Executive Briefing/Escalations heading, highlight the words {Insert Incident Breakdown Table} written in red. Right-click and click the Paste Picture button under “Paste Options”. If you want the table larger, you can click on the table and then drag a corner of the table out to make it bigger. Remember, the larger you make the table, the harder it is to read.
Creating the Incident 1 and 2 Cases Not Resolved On Time Tables
1. Back on the Resolved This Week tab on your Calculator-Organizer, below the Incident Breakdown Table you’ll see two blank tables. These two tables are where you will organize the agency’s Incident 1 and Incident 2 cases that were not resolved on time. They have to be filled in manually. To access the information needed for the tables, you will need to use CRM’s Business Intelligence system. You will be using this system to generate several tables for the ABRM Review.
2. Using Internet Explorer (not Firefox), go to CRM and select Reporting Tools from the Main Menu.
3. From the Reporting Tools screen, click Reporting Analytics. This will take you to CRM’s Business Intelligence system.
4. Locate the Dashboards tab at the top of the screen. Hover your pointer over Dashboards and click Service.
5. Click the Case Details tab at the top of the screen. It will be from this Case Details screen where you will pull most of your searches.
6. The first search you need to pull is for Cases Resolved. The system requires the boxes for Create Date From and Create Date To be filled in. The Create Date From box should have the earliest case creation date. This can be found on your Calculator-Organizer on the Agency Closed Query tab. You can scan down the Created query or sort it to find the earliest created date. Place this date in your Create Date From box. Change the Create Date To box to the end date of your review period. Then select your Agency, the Case Status of “Resolved”, and under Case Type, choose “Incident Management” and “Request Fulfillment”. Set the Closed Date to the dates of your review period. When your search criteria have been entered, click the Apply button.
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7. Scroll down to the bottom of the screen and a little to the right until you see the following buttons:
[image: H:\ABRM Agency Review Project\ABRM Pictures\User Guide Pictures\007 Blue Up-Down Button.PNG]
	Click the blue up-down arrow to display the entire list of cases.
8. Click the column heading SLA and two little arrows will appear next to “SLA”. These are the Sort Arrows. Click the arrow pointing up. This is the Sort Ascending button. The Incident 1 and Incident 2 Cases should now be at the top of the table.
[image: H:\ABRM Agency Review Project\ABRM Pictures\User Guide Pictures\010 Sort Ascending.PNG]
9. You may want to save your search. Click the Page Options button near the top right-hand corner (next to the Question Mark) and then click Save Current Customization.
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10. Give the search a Name and make sure the “Save for Me” option is selected. Then click OK.
11. With each case displayed on the screen in order by Incident type, scroll back down to the bottom of the page and click Export and then Excel 2003+.
Note:	The Business Intelligence system can only export 500 records at once. In case your search brought back more results than that, you will need to export in portions to get all the results.
12. Click Open in the window that pops up.
13. The spreadsheet should open in Excel. Delete the top five lines (Case Detail Report is line 1; Number of records returned is line 5) above the column headings so that the column headings become the top row or your spreadsheet.
14. You now want to find the information for the Incident 1 and Incident 2 Cases Not Resolved on Time tables on your Calculator-Organizer. You will need to find the Case #, Customer name, Description, and Resolution. You will find this information under the following headings: Case, Name, Case Description, and Solution. Move these four columns to the left side of the spreadsheet by copying each column, inserting the copied cells on the left side, and deleting the original columns.
15. Move the columns with the heading names Resolve Status and SLA directly to the right of the four columns you just moved. Your first six columns should now be: Case, Name, Case Description, Solution, Resolve Status, and SLA.
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16. You can now take the information from these six columns and put the necessary information in the two tables of your Calculator-Organizer. Find the Late cases in the “Resolve Status” column that are also Incident 1 cases. Copy-and-paste the information into the Incident 1 Cases Not Resolved On Time table on the “Resolved This Week” tab of the Calculator-Organizer. Do this for each Late Incident 1 Case your agency had for the given period.
Note:	In the Resolution column, you will have to delete the <p>, </p>, and any other gibberish that comes from the export to Excel.
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17. Repeat the process for the Late Incident 2 Cases and copy-and-paste the necessary information into the Incident 2 Cases Not Resolved On Time table. Be sure to delete any gibberish from the Resolution column.
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18. Once you have completed each of the two tables, it is time to insert them into your ABRM review. Copy the Incident 1 Cases Not Resolved On Time table. Open your ABRM review and highlight the words {Insert Incident 1 Cases Not Resolved on Time Table} written in red. Right-click the highlighted area and click Paste Picture.
19. Now copy the Incident 2 Cases Not Resolved On Time table. In the ABRM review, highlight the words written in red {Insert Incident 2 Cases Not Resolved on Time Table}. Right-click the highlighted area and click Paste Picture.
20. You can maneuver your tables around in the ABRM if you have some tables that are longer than others. For example, in the sample made to go along with this user guide, the Incident 2 Cases Not Resolved On Time table only had one case, so it was small enough to fit on the same page with the Incident Breakdown table.
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The Executive Briefing/Escalations section of the review is now complete. Feel free to add any pertinent notes to this section. You will also want to provide explanations for Incident 3 Cases, Routine Cases, and Password Cases that were not responded to or resolved on time.
UPDATING THE CURRENT RISKS/ISSUES/CONCERNS SECTION
1. This is the only section of the review that doesn’t have a table. Just like the name says, it is the section where you can list the agency’s current risks, issues, and concerns. The section can be as long or short as is needed.
CREATING THE CASES WAITING ON PARTNER, VENDOR, 
OR DUE DATE TABLE
1. Go to CRM’s Business Intelligence system again and go to the Case Details tab under Dashboards and Service.
2. The search criteria will need to include a Create Date range, Agency name, Case Type, and Case Status. For the Create Date From box, enter a date that will include the creation date of your oldest case that is waiting on a partner or vendor. The sample shown has the Create Date From as “01/01/2014”. For the Create Date To box, make it the last day of your review period. Choose your Agency. Under Case Type, select “Incident Management” and “Request Fulfillment”. For Case Status, select Waiting on Due Date, Waiting on Partner and Waiting on Vendor. Once all the criteria have been entered, click Apply.
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3. Be sure to save your search by clicking the Page Options button in the top right-hand corner and then clicking Save Current Customization as you did earlier.
4. Scroll to the bottom of the page and click Export and then Excel 2003 +.
5. Click Open in the little window that pops up.
6. When the spreadsheet opens, delete the top five rows as you did earlier.
7. Now you can move around the columns to suit your needs and delete any columns you don’t feel are important for the review. Adjust the height and width of the rows and columns to condense the table while making sure all of the information is readable.
8. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Waiting tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer each time you insert a new table.
9. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
10. Now go to your ABRM review and highlight the red words {Insert Cases Waiting on Partner, Vendor or Due Date Table}. Right-click and click Paste Picture. Depending on the size of your table, you may have to adjust your pages a little bit to clean up some of the blank space in your review.
Note:	If your agency has too many cases to fit onto one page of the ABRM, you will not be able to use the Paste Picture button. Instead, you will have to paste the information normally and adjust each column to make your information fit. There are further instructions for this process under the Updating the Incidents Resolved Table section of this user guide.


CREATING THE OUTSTANDING SERVICE CATALOG REQUESTS TABLE
1. The Outstanding Service Catalog Requests table will be generated similar to the last few tables. Return to CRM’s Business Intelligence system and go to the Case Details tab.
2. You can use the same “Create Date” range as on the previous table. Select your Agency. Under “Case Subtype”, select Service Catalog Port. Under “Case Status”, select the following: Deferred, Elevated, New, Reopened, and Working. Once all the criteria have been entered, click Apply.
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Note:	There are times when your agency may not have any outstanding service catalog requests. If this is the case for you, then you will not have a table for this section on your ABRM review.
3. Like before, scroll to the bottom of the page and click Export and then Excel 2003+.
4. Continue following the same process as you did for the Cases Waiting on Partner or Vendor section. When you are ready to insert the table into your ABRM review, highlight the red words {Insert Outstanding Service Catalog Requests Table}. Right-click and click Paste Picture.
Note:	If your agency doesn’t have any outstanding service catalog requests, delete that section from your ABRM review.
CREATING THE INCIDENTS RESOLVED TABLE
1. Go to CRM’s Business Intelligence system again and go to the Case Details tab under Dashboards and Service.


2. Enter your search criteria. You should be using the same Create Date range as you did earlier when you made the Incident 1 and 2 Cases Not Resolved On Time tables. Enter your Agency. Under Case Type, select “Incident Management”. Select the Case Status of “Resolved”. For the Closed Date range, enter your review’s beginning and end dates. When all your criteria have been entered, click the Apply button.
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3. When the search is complete, scroll to the bottom of the page and click the blue up-down arrow to make all the cases appear on the page.
4. Remember to save your search by clicking the Page Options button and then clicking Save Current Customization.
5. Now click Export and Excel 2003+. Then click Open in the window that pops up.
6. As on the previous spreadsheets, delete the top five lines so that your column headings are at the top of the spreadsheet.
7. Now you can move around the columns to suit your needs and delete any columns you don’t feel are important for the review. Adjust the height and width of the rows and columns to condense the table while making sure all of the information is readable. You will also want to delete the gibberish under the Solution column.
Note:	The more columns you have, the more difficult it will be to fit the entire table into the ABRM review and still have it legible. The sample that was made with this user guide contains 12 columns.
8. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Resolved Incidents tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer each time you insert a new table.
9. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
10. Now go to your ABRM review and highlight the red words {Insert Incidents Resolved Table}. Since you should have many more cases than on previous tables, rather than pasting your table as a picture, you just need to paste it normally.
11. Now hover over the top of your table and a small blue Select All button will appear. Click it to select the entire table.
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12. With the entire table selected, you should see small gray breaks appear on the ruler at the top of your review.
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13. You can click each of the gray spots on the ruler and drag them left or right to adjust the width of each column. Adjust the width of each column so that all of your columns fit on the width of the page. The columns with cells that have minimal information in them will need to be narrow. The Case Description and Solution columns will need to be wider to make them easier to read and to keep your review as short as possible in length.
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Depending on the number of Incidents Resolved, this table will make up several pages of your ABRM review.
CREATING THE OUTSTANDING INCIDENT CASES TABLE
1. Go to CRM’s Business Intelligence system again and go to the Case Details tab under Dashboards and Service.
2. Enter your search criteria. The Create Date range should include your oldest known outstanding incident case. For the Create Date To, enter the End Date of your review. Enter your Agency. Under Case Type, select “Incident Management”. Under Case Status, select “Deferred”, “Elevated”, “New”, “Reopened”, and “Working”. Leave the Closed Date range blank. When all your criteria have been entered, click the Apply button.
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3. Save your search results by clicking the Page Options button and clicking Save Current Customization.
4. Scroll down to the bottom of the page and click Export and then Excel 2003+. Click Open in the window that pops up.
5. When the spreadsheet opens, delete the top five lines just like in the past few tables.
6. Delete the columns you don’t want and arrange the columns how you want them. Be sure to adjust the column widths to condense the size of the table.
7. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Outstanding Incidents tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer each time you insert a new table.
8. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
9. Now go to your ABRM review and highlight the red words {Insert Outstanding Incident Cases Table}. Right-click and click Paste Picture. Depending on the size of your table, you may have to adjust your pages a little bit to clean up some of the blank space in your review.
CREATING THE OUTSTANDING SERVICE REQUEST CASES TABLE
1. Go to CRM’s Business Intelligence system again and go to the Case Details tab under Dashboards and Service.
2. Enter your search criteria. They should be similar to the last search you pulled, except that the Case Type should now be “Request Fulfillment”. When all your criteria have been entered, click the Apply button.
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3. Follow the same procedures as before to save your search and export the information to Excel.
4. Delete the first five lines. Then delete the unnecessary columns and adjust the remaining ones for look and to condense.
5. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Outstanding SRs tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer each time you insert a new table.
6. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
7. Now go to your ABRM review and highlight the red words {Insert Outstanding Service Request Cases Table}. Right-click and click Paste Picture. Depending on the size of your table, you may have to adjust your pages a little bit to clean up some of the blank space in your review.


CREATING THE ENHANCEMENT SERVICE REQUESTS TABLE
1. Go to CRM’s Business Intelligence system again and go to the Case Details tab under Dashboards and Service.
2. Enter your search criteria. You’ll want to enter a Create Date range that includes your oldest known Enhancement Service Request. Enter your Agency. Use the same selections under Case Status that you’ve used on the last couple searches. Under Case Subtype, select “RFC (Enhancement)”. When all your criteria have been entered, click the Apply button.
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3. Follow the same procedures as before to save your search and export the information to Excel.
4. Delete the top five lines. Then delete the unnecessary columns and adjust the remaining ones for look and to condense.
5. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Outstanding SRs tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer each time you insert a new table.
6. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
7. Now go to your ABRM review and highlight the red words {Insert Enhancement Service Requests Table}. Right-click and click Paste Picture. Depending on the size of your table, you may have to adjust your pages a little bit to clean up some of the blank space in your review.
CREATING THE PROJECTS TABLE
The final two tables for the ABRM review are generated differently than all of the previous tables. Rather than using CRM’s Business Intelligence system, you will be using the PPM tool.
1. Login to the Project and Portfolio Management Center (PPM) tool.
2. Click the Dashboard tab and go down to Shared. Locate your agency under the Shared folder. For example, if you wanted to locate the projects for ODAFF, you would go to “Shared”, then to “Natural Resources Agencies”, and finally click “Agriculture”.
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3. From your agency’s Dashboard, scroll down to the Scorecard portlet and click the Export to Excel button.
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4. Click Open in the window that pops up.
Note:	If a Windows Security screen pops up requesting a User Name and Password, click Cancel.
5. When your spreadsheet comes up, delete the top line that says “Scorecard” and the bottom line of the spreadsheet that says “Exported on…”.
6. Delete the unnecessary columns and adjust the remaining rows and columns for look and to condense.
7. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Projects tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer each time you insert a new table.
8. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
9. Now go to your ABRM review and highlight the red words {Insert Projects Table}. Right-click and click Paste Picture. Depending on the size of your table, you may have to adjust your pages a little bit to clean up some of the blank space in your review.
CREATING THE ENHANCEMENTS TABLE
1. You are now ready to generate the final table for the ABRM review. Go back to the PPM tool.
2. Click the Dashboard tab again and go down to Shared. Locate your agency under the Shared folder. They should have an Enhancement Dashboard. For example, if you wanted to locate the Enhancement Dashboard for ODAFF, you would go to “Shared”, then to “Natural Resources Agencies”, and finally click “Agriculture-Enhancements”.
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Note:	Some Agencies may have an Enhancement List located on their main Dashboard. If your agency does, you can access the Enhancement List from there also.
3. From your agency’s Enhancement Dashboard, scroll down to the Enhancement List portlet. Click the Export to Excel button.
4. Click Open on the window that pops up.
Note:	Again, if a Windows Security screen pops up, click Cancel.
5. On the spreadsheet, delete the top and bottom lines.
6. Delete the unnecessary columns and adjust the remaining rows and columns for look and to condense.
7. Once the table looks the way you want it, you can insert it into your Calculator-Organizer. Copy the table from its current spreadsheet. Go to the Enhancements tab of your Calculator-Organizer and click cell A-1 (the first cell). Paste your table here. Be sure to save your Calculator-Organizer.
8. From your Calculator-Organizer, highlight the cells containing your heading names and the information under each heading. Copy this selection.
9. Now go to your ABRM review and highlight the red words {Insert Enhancements Table}. If you have too many cases to fit on one page, instead of pasting as a picture, you’ll have to paste the table normally.
10. Now we have to clean up the table so it will all fit on the review. Hover over the top of your table and the Select All button will appear. Click it to select the entire table.
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11. With the entire table selected, use the gray breaks in the ruler at the top of your review to adjust the column widths so the entire table fits the width of the page and it legible.
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The columns with cells that have minimal information in them will need to be narrow. The Description and Most Recent User Note columns will need to be wider to make them easier to read and to keep your review as short as possible in length.
FINISHED
You have completed your ABRM Agency Review. Be sure to save your review. Look it over and make sure it looks clean and presentable. You also have your Calculator-Organizer to refer back to for any information you may need later on.
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Case Type # of Cases % Responded On-Time% Resolved On-Time

(5) PASSWORD 72 100.00% 100.00%

(4) ROUTINE 51 96.08% 94.12%

(3) INCIDENT_003 37 100.00% 94.59%

(2) INCIDENT_002 2 100.00% 50.00%

(1) INCIDENT_001 6 100.00% 33.33%
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Case # Customer Description Resolution

No network connection The computer network icon 

currently connected to unidentified network no internet 

access. The modem have 3 of the 4 lights on and the 

internet light is off on the modem. Phone: 580/298-51522 

Location: PO Box 339 Antlers, OK 74523-0339 

Pushmataha Affected: 4

I am not able get on the internet or network drives on my 

laptop. I am on the 2nd floor, cubicle 16.

The problem was caused by a network loop. Partner 

verified connectivity.

Partner is reporting that he also has no network connection 

and he has 2 payrolls due today and is urgent.

883668 BARTELMANN,DAWNI am unable to VPN into my computer at Ag on the 2nd 

floor.

The problem was identified as a cross-connection 

between two network outlets. This caused a network 

loop and the disruption to services. The loop was 

identified and remedied to restore service. Partner 

verified service restoration.

Incident 1 Cases Not Resolved On Time

HILL,BROCK T 887378

883657 IRBY,JERI D

883588 STRAIT,STANLEY E The problem was identified as a cross-connection 

between two network outlets. This caused a network 

loop and the disruption to services. The loop was 

identified and remedied to restore service. Partner 

verified service restoration.

Partner stated services were back up and they no 

longer need assistance.
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Incident 2 Cases Not Resolved On Time

879619 HILL,BROCK 

T

I am unable to connect to the internet or to my email. This is 

affecting 3 PCs.

Partner site shows up and traffic is 

observed passing across circuit.
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