TASK 2 – IRM USER HELP DESK

A “total solution” for satisfying end user requests for technical assistance. 

As described in our Prior Experience – RGII has extensive experience the administration of large scale Centralized Help Desks.  Staffed with the Help Desk personnel who are seasoned professionals – not operators who merely direct calls, but will assure that the end-user community of receiving timely and professional response with an appropriate level of expertise from the RGII staff. 

All calls will be handled on a first-come, first-serve basis unless otherwise instructed by the RSPA COTR. 

· Our Help Desk wil be staffed with experienced and knowledgeable personnel who will promptly answer all telephonic calls, walk-in and e-mail requests for assistance. 

· We will Resolve all user problems within two hours.

· Customers who work other than the traditional “9 to 5” hours, can call our Help Desk as early as 7:30 a.m. and get the assistance they need to start their day.  Our Desk will be open from 7:30 to 6:00 Monday through Friday.   

A layered support staff, by level of expertise, will be utilized to best address each trouble call beginning with a qualified technician fielding calls as a first-level response.  The Senior PC Specialist will assure that all calls are properly assigned and tracked to meet response and acceptable resolution requirements.  Unexpected workload peaks within the RSPA will be reported to and addressed by the Project manager for temporary redistribution of RGII resources if necessary.

Whether by walk-in, telephone, or electronic mail, all trouble calls will be immediately entered into the centralized Help Desk trouble call tracking system (TBD). All calls will be tracked from open to close with full details on diagnostics and resolutions.  

The requesting personnel will be assigned a tracking number in the same fashion the call was received.  This number will allow the requestor to receive a prompt status on any trouble call that may be in process or pending other issues.  The historical problem/resolution data will be utilized as a first-level of support upon receipt of a trouble cal.  

If the trouble call is resolved by the first level, it will be noted in the system and closed; the requester then will be notified.  The technician will maintain responsibility for the trouble call until it is resolved and closed in the trouble tracking system.

· Our professional staff can and will provide technical telephone support to RSPA users outside the normal working hours in support of high priority missions.  Through the use of pagers or telephonic notification, our team of professionals stands ready to assist and can return on-site within two hours to support immediate emergency requirements.

· IRM Help Desk Team members are well versed in the use of Artificial Intelligence tools and procedures for managing end user requests for technical assistance.  HelpStar and HEAT, as well as home grown automated call tracking systems are routinely used.

· These are cradle to grave Tracking systems that track from inception of request through closure.

· Operating procedures to include:

· Technical assistance request recording;

· Routing;

· Tracking;

· Resolution

· Escalation;

· Reporting.

· An additional function of the Help Desk will be to provide routine and scheduled reports to the COTR as requested.  These reports may consists of statistical data regarding response times, call duration to close, numbers of calls per call period, calls by type, calls by technician, trouble call peak times and days, Help Desk breakdowns, and many other customized 

· Track problems;

· Key performance metrics; and

· Trends.

· Our goal is to provide real time solutions to users requests for technical assistance, with COTS, and hardware problems.  Where necessary, track third party maintenance agreements and hardware and software warranties.  This facilitates our ability to communicate with the RSPA hardware support contractor as to what the diagnosed hardware problem is and the appropriate solution. 

· Expert assistance with the integration of hardware and software within the RSPA environment.

· Configure and maintain an information/ADP infrastructure to support the IRM Help Desk staff and functions.  This will include all hardware, software, and office equipment.

· We can assist in updating the policies and procedures required to operate the IRM Help Desk efficiently and effectively.

· Configure and maintain a centralized information tracking system to track trouble calls,  inventory, and general contract information with WAN access capabilities. 

·  Our Follow through is key to successful hardware and software assistance.  

· Upon resolution of the original trouble call, each technician in the presence of the end user, will complete a thorough systems check to verify operation of all applications and peripherals.  The end user will be informed of any changes and properly trained to minimize the chance of reoccurrence of the trouble call.

· A complete Preventive Maintenance (PM) schedule will be maintained in the Help Desk tracking system. A separate report will be submitted on a periodic basis detailing all workstations and resources that have undergone PM since the last report and upcoming equipment to undergo PM.  During all PM efforts, end users will be instructed on practices that will increase the operational life of the ADP resources.

· We also will provide the service of developing and deploying individualized command scripts and network macros for our various clients.  It is our policy to maintain a quick reference database of all locally developed utilities, command scripts, and network macros used in the operating of COTS software.  This aides us in assisting users with like-needs and keeps both the Help Desk Technician and the user from reinventing the wheel.  But when the user has an individualized requirement, our team will assist the user in developing the macro and style sheet to fit their needs.  

This brings me to the subject of training.  RGII will continuously analyze training requirement of the RSPA staff.  Our focus will be not only be on 1 application, such as Windows 95 or NT, but also on the standard configiruation  of equipment utilized by the user.  This approach lowers Help Desk calls as well as builds user confidence.  COTS packages in which we currently provide training include:

· All Microsoft product packages (e.g., PowerPoint, Outlook, Word, Excel, and Access);

· All Microsoft Windows packages;

· Microsoft Mail and Exchange;

· cc:mail, andEdora mail, 

· and FormFlow;

· Scheduler and Scheduler+, and On-Time group scheduler;

·  Front Page;

· NetScape and Internet Explorer;

· Corel Draw and WordPerfect packages; 

· New user briefings and orientation; and

· Security briefings.

Our help desk support also extends to document librarian and audio visual and graphics support.

This includes the design, development and implementation of a technical library.  If such a library is already in existence, we will maintain the library in a manner that RSPA users have easy access to hardware and software manuals and documenation and configuration management materials.  

Our librarian will be capable of supporting print, video, cd rom and multi-media requests for support.  

In further support of the RSPA mission Our PC / Audio Visual technician will

Provide custom grarphics and documenation conversion support.  He will also provide support and training in the set-up and use of audio visual, desk-top video and video teleconferencing equipment.

If LAN/Wan support is this projects backbone it is the Helpdesk that provides the skeleton which support the user as a whole.  RGII has a history of awards and commendations for support of helpdesk operation.  Please allow me to end with this quote from Wiliam O Mehuron, Director of NOAA Systems Acquision Office:

We recogonize RGII Technolgies, Inc. for having contributed technical expertise, dedication, and unswerving support to the NEXRAD Joint Systems Program Office.  We acknowledge and thank those members of RGII Technolgies I assigned to the NEXRAD Program.  Their exceptional efforts in promoting Government and private sector cooperation and excellence are recognized with this award. 

