
Air Command Secretariat 
Spitfire Block 
Headquarters Air Command 
Royal Air Force

Ministry High Wycombe 
Buckinghamshireof Defence HP14 4UE 

Ref: FOI 2020/12104 

27 November 2020 

Dear 

Thank you for your correspondence of 31 October 2020 requesting the following 
information: 

"Please can you provide me with a copy of any emails or internalmemos in the last 
12 months relating to why the BADER helpdesk has today been shutdown with no 
notice given. An email was sent today saying the helpdesk will be closed to new 
tickets until they have moved to a new site. 

With this request I am specifically looking for information relating to why this has 
suddenly been shutdown, and what progress has been made on transitioning to a 
new site. However the whole FOI for related emails still stands." 

I am treating your correspondence as a request for information under the Freedom of 
Information Act 2000 (FOIA). A search for the information has now been completed within 
the Ministry of Defence, and I can confirm that information in scope of your request is held. 
However, some of the information falls in scope of Section 40 (Personal Data). 

The BADER Helpdesk is closed due to its platform, Microsoft SharePoint 2010 Workflows, 
being retired. This requires the Helpdesk to be migrated to a new, supported platform. 
However, whilst the transition is ongoing the BADER team continues to accept support 
tickets via email. 

Annex A contains copies of all the memos and emails, in the past 12 months, relating to 
why the BADER Helpdesk was closed on 31 October 2020. In accordance with the Data 
Protection Act 2018, under Section 40(2) of FOIA (third party personal data) some 
information contained within the documents at Annex A is withheld as exempt information. 
This is an Absolute Exemption and not subject to a public interest test. 

If you have any queries regarding the content of this letter, please contact this office in the 
first instance. 

If you are not satisfied with this response or wish to complain about any aspect of the 
handling of your request, then you should contact me in the first instance. If informal 
resolution is not possible and you are still dissatisfied then you may apply for an 



independent internal review by contacting the Information Rights Compliance Team, 

Ground Floor, MoD Main Building, Whitehall, SW1A 2HB (e-mail CIO-FOI-IR@mod.uk). 

Please note that any request for an internal review must be made within 40 working days 

of the date on which the attempt to reach informal resolution has come to an end. 

If you remain dissatisfied following an internal review, you may take your complaint to the 

Information Commissioner under the provisions of Section 50 of the Freedom of 

Information Act. Please note that the Information Commissioner will not normally 

investigate your case until the MoD internal process has been completed. The Information 

Commissioner can be contacted at: Information Commissioner's Office, Wycliffe House, 

Water Lane, Wilmslow, Cheshire, SK9 5AF. Further details of the role and powers of the 

Information Commissioner can be found on the Commissioner's website at 

https://ico.org.uk/. 

Yours Sincerely, 

[Original signed] 

Air Command Secretariat 

Enc: 

Annex A: Copies of emails and memos 
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HELPDESK MIGRATION PLAN 

1. Introduction. The Royal Air Force Air Cadets currently use a helpdesk template created by 

Microsoft when SharePoint was first implemented. Starting 1st November 2020, Microsoft will begin 

to remove the ability to run or create SharePoint workflows from existing tenants. To maintain 

helpdesk functionality and response automation a migration of the helpdesk is required. 

2. Purpose. This plan outlines the recommended approach for the helpdesk migration to the 

BADER Hub, what happens with old tickets and how we move to the new platform, time scales 

and impact on users. 

3. Existing Support Requests. The current tickets within the helpdesk will be placed in a 

read-only state. The helpdesk will continue actioning these tickets for a 2-week period whilst 

transitioning but responses will be via manual emails. 

4. Transition Period (1-14 Nov). New support requests will need to be emailed to 

helpdesk@rafac.mod.gov.uk during this time explaining the problem and providing details of 

accounts affected. 

BADERHub Helpdesk. The new helpdesk will use Forms to collect required information.
5. 
The form will use branching logic to display fields only as required to resolve the issue. The form 

will be simple as it will be using most of the fields you are already familiar with and the wizard will 

guide you through the process. 

6. Tracking Support Requests. The new helpdesk list will default to display your open 

support requests. There will be additional views allowing you to change to see Resolved or Closed 

Support Requests. The fields displayed in the view can also be filtered. 

7. Helpdesk Ticket Escalation. If a ticket has not been resolved or is not progressing within 

a week, please contact helpdesk@aircadets.org explaining the urgency. The Helpdesk Manager 

will then escalate the incident to other BADER IT staff to aid in the resolution. 

BADER POCs. The My Tickets view will display all support requests in your area of
8.
responsibility where you have been assigned permission to view as the support representative. As 

per the previous helpdesk you will not be able to access any support requests where you have not 

been assigned to a role in the support request. 

AEFs. RAFAC currently provision accounts to EFTS (OC/General) primarily to
a. 

access RAFAC key documents and forms. Assignment of their support tickets will 

be to the helpdesk as they do not have a BADER POC equivalent. 
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b. Combined Cadet Force (RAF). The CCF BADER POC equivalents will be the 
SNCOs for the CCF areas. 

11. Project Plan. The high-level tasks for the replacement Helpdesk project include: 

a. A helpdesk list will be created on the BaderHub and branded in line with the 
organisation's branding guidelines. 

b. A new Support Request Form will be created for collection of support information 
detailing the familiar fields and using logic to display additional fields only if 
required from choices selected. E.g. Ultilearn category will need the ultilearn 
service number used to login with. 

c. New flow created to assign permissions and email updates to relevant individuals. 

d. Control file created on BADERHub which will control Wing/Region allocation 
automatically. 

e. The helpdesk will be subjected to internal testing. Any issues identified will be 
corrected prior to the service going live. 

f. Transfer of any relevant resources from helpdesk site to BADERHub updating 
where required. 

g. The current helpdesk to become read-only for reference purposes. 

12. Timings. It is anticipated this work will take around 2 weeks. 

a. Work on para 11a-d has begun. 

b. 11e-f will occur during the transition period of 1-14 Nov 20. 

c. 11g will occur 1 Nov 20. 

13. Risks. The following risks have been identified for this project: 

a. Insufficient resource to support the timely delivery of the project. 

b. Internal reputational damage due to project delivery failure. Increased 
dissatisfaction with support over time which may lead to increased numbers of complaints. 

c. Errors, bugs or unforeseen issues encountered during development could delay the 
project. 

References 
[1] https://news.netcraft.com/archives/2020/05/26/may-2020-web-server-survey.html 
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Archived: 18 November 2020 11:29:38
From: Azure DevOps 
Sent: Thu, 29 Oct 2020 14:18:49
To: Section 40 

Subject: User Story 2029 - Helpdesk Migration Plan
Sensitivity: Normal 

Microsoft Azure DevOps 

Section 40 
mentioned you in User Story 2029 

Helpdesk Migration Plan 

Section 40 Document reads
well, but curious as to the working outs of the timescales, are they evidence based
or something we strive to achieve? 

How many existing tickets are in the old helpdesk that are still in progress or yet to be
started? This figure should then drive the amount of time the old helpdesk should stay
read only for. i.e if there are 200,000 tickets (figure made up) then it will take longer than
2 weeks, especially as the Helpdesk is currently unmanned... 

Other work items to come off the back of this: 

o Landing site link to form needs updating in the interim to be a mailTo. After
new form stood up link will need updating again.

o Helpdesk links in SMS should ideally be updated but given the short notice and time
scale it is probably unachievable. New form should be done however.

o The existing helpdesk form needs to be amended so that it informs users that they
should now email the helpdesk, and then once that has moved over an auto redirect
to the the new form put in place. This will tidy up and old links or favourites that
people/sites might have floating around.

o Helpdesk site updated with interim info and poster. 

That is all I can think of off the top of my head. 

View work item 

We sent you this notification because you were mentioned. 



We sent you this notification because you were mentioned. 

our Online Services Privacy
Microsoft respects your privacy. Review 

Statement. One Microsoft Way, Redmond, WA, USA 98052. 

Sent from Azure DevOps 



 

Archived: 18 November 2020 11:29:45 
From: BADERAnnouncements 
Sent: Fri, 30 Oct 2020 14:24:28 +0000 
Subject: Helpdesk Site 

Good Day, 

From Saturday 31st October at 21:00 the Helpdesk will be closed for new tickets whilst we look at transitioning to a 
new site. Existing tickets can be managed and updated as normal in the helpdesk site. 
New support requests are to be emailed to helpdesk@rafac.mod.gov.uk 

Further communications will be forthcoming for the new helpdesk site. 



 

USER STORY 2027 ,,v 

2027 Helpdesk - Bader Hub 

0 C,)Section 40 5 1 0 comments rei` Follow 

State • New RAFAC\Infrastructure\SharePoint Section 40 

Reasc New RAFAC\20-11 

Description Planning Deployment 

Story Points 

4
The helpdesk must be moved/recreated in the Bader Hub To track releases associated with this work item, go to 

1 Releases and turn on deployment status reporting for 
Boards in your pipeline's Options menu. Learn more aboutPriority 
deployment status reporting 

Acceptance Criteria 2 

Risk 
Development

The Bader Helpdesk must 

+ Add link
1. Be accessible to all (through MS Forms) with login 

Classification2. Communicate effectively with users Link an Azure Repos commit, pull request or branch to see 
3. Prompt users for key data - Issue, Repo steps etc. the status of your development. You can also 
4. KPIs - create a branch to get started. 

Business 
a. Resolution stats 
b. Outstanding tickets 

Related Work 
c. Average resolution time 

+ Add link 

Parent 
Discussion 

2018 SharePoint Online - Migration 
Updated 2020-10-28. a Backlog 

Add a comment. Use # to link a work item, ! to link a pull request, or @ to mention a person. 
® Successor 

ED 2029 Helpdesk Migration Plan 
Updated Monday, • New 


