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Introduction

RGII Technologies, Inc. (RGII), the Federal Solutions subsidiary of Computer Horizons Corporation (CHC) with $400 million in sales, 3700 employees, ISO 9001:2000 certified and SEI/CMMI Level III audited, is a provider of high-end technology and program management services to Federal, State, and Local government agencies. Founded in 1990 by Chief Executive Officer (CEO) Mrs. Kathryn Freeland MBA, RGII offers performance-based services and solutions in enterprise management, network infrastructure, information assurance, web development and integration, program management, call management, engineering technology and technical services.  

We have extensive experience with the DoD, US ARMY, US NAVY, and fully understand the Military Healthcare System (MHS), its mission, vision, culture, and Information Technology environments. With over eight years experience in the (MHS)  and current support and development of  information technology within the NMIMC, TRICARE, TMI&S, TIMPO, BUMED, and other MHS areas, we are confident that the USAMITC Client Services Branch, US Army Medical Research and Material Command (USAMRMC) and the US Army Medical Department (AMEDD) can trust our capabilities with confidence.  Some of our current work includes support and development of applications and IT initiatives such as:  the TMI&S cold fusion developed private web interface, MHS Information Architecture (IA) and DITSCAP accreditation, CHCS, CHCSII, MHS-wide Technical Architecture, MHS AIS, MHS COE, MHS PKI/PKE, DoD 5000/5200, HIPAA, MHS Infrastructure Control Board (MI-CCB), MHS VPN development, and many other past and ongoing projects.  

For over 14 years, RGII has been implementing and managing a broad range of Help Desk Operations and customer service functions for a number of Federal agencies including NOAA, FHFB, Department of State, DISA, HUD, DSCA, and the U.S. Coast Guard. We use Industry Standard Procedures, provide professionals with Help Desk Institute (HDI) certifications, continuously train our technical personnel, and as a FrontRange Partner and Certified HEAT reseller and service provider, we are able to take advantage of advanced features and functions when managing and operating Help Desks for our clients.   We are also fully experienced in other Help Desk software tools such as Remedy, Tivoli, NetCensus, and others to assign, track, and resolve problems and understand the entire hardware and software applications environment within the customer enterprise.   RGII staffs regularly generate, compile, and produce reports on relevant customer metrics using Crystal Reports and distribute Help Desk performance metrics according to customer-defined schedules.  We have expertise in the configuration and management of multiple Computer Telephony Interfaces (CTI), auto-attendants, Interactive Voice Response Units (IVRU), Automatic Number Identifiers (ANI), APROPOS Automatic Call distribution (ACD) and other call distribution systems, equipment, and software.  We also regularly test and research the latest technologies in theHelp Desk/Service Desk service industry for recommendation to our customers.
RGII, through it’s subsidiary company, Automated Information Management (AIM), is currently providing Headquarters Department of Army (HQDA), Deputy Chief of Staff, G3 Training Collective with engineering and Help Desk services for a 6,000 user community. Help Desk services include technical assistance with the TAMIS-R application, internet issues, internet browser issues, basic computer operations and subject matter expertise in the management of ammunition as outlined in Army Regulation AR 5-13.  We provide a Tier 3 Help Desk support solution with personnel located in the United States, Germany and Korea. Help Desk tracking is maintained in Seapine’s Test Track Pro software.  Test Track Pro provides the capabilities of logging, ticketing, monitoring and assigning tickets to the appropriate IT group on the project.    Tier 1 Help Desk Support is provided by the customer support representatives manning the phones, Tier 2 by the technical support staff and Tier 3 by Subject Matter Experts experienced in the IT or Ammunition Management problem area.  Help Desk inquiries are received by AIM via email, phone and fax.  All inquiries are responded to within 24 hours with either a resolution or timeframe in which a resolution can be expected.  Periodic statuses are sent to keep the users informed of the ticket.  Monthly Help Desk Statistical Reports are submitted to HQDA G3 Program Office with the volume of Help Desk inquiries, number resolved, and number in progress.  Reports are provided by problem area category and region.  Monthly reports also include Help Desk Graphs depicting the data in a monthly graph over a 12 month period.  This allows AIM and the HQDA G3 Program Office to identify trends and anomalies.  Based on the trends, AIM identifies problem areas and can proactively implement solutions to mitigate the problem and increase efficiency.  

Through our experience in the operation and administration of Government Help Desks and by providing extensive information technology development and support to the US Army, US Navy, and the MHS, RGII has gained the depth and breadth of experience needed to augment the U.S. Army Medical Information Technology Center (USAMITC) Client Services Branch end-user support requirements.

As part of our complete customer support methodology, when operating a Help Desk/Service Desk, RGII also develops and implements customer training plans and technical bulletins with fun facts, information about applications or computer upgrades, and technical talk for various Federal Government customers in business applications applicable for that customer. Each Help Desk provides general applications support, operating systems support, email support, hardware repair support, preventive maintenance, inventory management, one-on-one or classroom style training, computer backup and re-store support, and systems administration.  We also perform studies, analyses, planning, risk management, quality assurance and control, project management, logistics support, configuration management, and budget control.  RGII personnel also participate in IT leadership groups to help acquire more advanced technical capabilities, including broadcast video, incident security teams, and secure Web farm.  An example outlining some of the aforementioned purposes and important benefits of a well designed Help Desk/Service Desk model can be seen below in Exhibit 1. 
A testament to our continued pursuit of excellence in customer service, technical capability, and management expertise in the Help Desk/Service Desk line-of-business is the fact that our customers consistently offer RGII high praises and regularly commend RGII staff for their valuable contributions to our customers’ success.
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Exhibit 1:  A well designed Help Desk or Service Desk model increases end-user satisfaction and increases the productivity/efficiency of the entire organization 

Understanding USAMITC Needs

RGII understands that inherent in effective support of the USAMITC, USAMRMC, and the 65,000+ U.S. AMEDD-wide user base, and its mission, there is a customer service philosophy that must be upheld.  Our philosophy to offer end-user support identifies with the widely held industry-standard view (shared by the USAMITC) that the combination of self-help, first-call resolution, current technical expertise, proper procedures and tool-sets, and Total Call Ownership (TCO) by a Customer Service Representative (CSR) is the best approach to fast problem resolution and client satisfaction.  The Help Desk model selected by the USAMITC operates with a similar philosophy.  This type of model provides a high-value service by maximizing the combination of Tier 0 (self help) with technically talented and empathetic Tier 1 CSRs following Total Call Ownership practices and using a complete “concierge” style.  We encourage all of our customers to improve upon this philosophy and the resultant levels of client satisfaction by integrating a defined process of continuous improvement into our Help Desk, Call Center, and Service Desk designs; promoting the testing and incorporation of the latest technology and process trends into our service operations. 

Our approach identifies with the USAMITC Client Services Branch and includes:
1. Very High Levels of personalized support – A live person answering the phone.

2. Tier 1 support maintaining ownership of the issue until resolution.

3. Extensive follow-up and systematic escalation processes for all unresolved issues.

Our CSRs maintain management oversight of all problems and issues until they are resolved with a TCO process.  Customers are then contacted, informed of the resolution, and their satisfaction ensured before closing out the ticket.  

An example of a typical RGII call flow and Tier escalation process on an industry-standard Help Desk or Service Desk Operation can be seen below in Exhibit 2.
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Exhibit 2:  Help Desk/Service Desk Call Flow and Tier Escalation Process with Total Call Ownership (TCO)
RGII Help Desk staffs assist end-users with multiple Common Off The shelf COTS, GOTS, Enterprise, custom client developed, and RGII developed applications.  Some examples include: Multiple DoD applications, Windows 98/2000/NT/NTAS, SMS, SAP, SQL, TAMIS-R, CHCS, CHCSII, People Soft, Oracle, Citrix, Remedy 4.0 change/asset management tools, Oracle Financials, extensive mainframe operating systems and applications, and literally hundreds of others to include “how to’s”, loading, testing, training, and operation of software. RGII staffs also establish and keep current both a documentation library and a software library for all Help Desk customers. These documentation libraries consist of complete system configuration documents (configuration layouts, listing of system configuration and printer files). The libraries also include all installation, reference and user manuals for all customer hardware and software.  

Trouble Tickets, Management Reporting and Trend Analysis 

We maintain the customer help Desk tool databases, such as HEAT, and provide Help Desk database support for our customer applications.  Additionally, our staffs generate, compile, and produce reports on relevant database metrics using Crystal reports. RGII benchmarks effectiveness at each supported customer against historical statistics among other RGII-supported sites such as NOAA, TIMPO, Defense Security Cooperation Agency, U.S. Coast [image: image5.wmf]User e-mail, Web, 
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Guard National Pollution Funds Center, DECC-Mech, and the Navy Medical Information Management Center (NMIMC). By comparing statistics across many customers, we avoid a single factor for one customer skewing an analysis. We continuously monitor current levels of our performance, make improvements to our processes, and provide training to our staff. We distribute Help Desk performance metrics according to client-defined schedules. For example:  At NOAA, RGII averages 2,100 calls per month with a ticket closure rate of 98% by receipt date and 100% within three days of ticket receipt. All quantified analyses are augmented by periodic surveys of the end-user community, giving RGII insight into the level of quality regarding our support as perceived by the customers. We regularly maintain Help Desk call statistics for IT professionals and post monthly “Top Gun” awards for the employee with the highest number of closed calls per month. This practice is extremely successful in motivating employees to excel with top-notch customer service. 
Documented Processes and Procedures

We understand that the USAMITC Client Services Branch maintains and expects industry-standard Standard Operating Procedures (SOP) related to service desk protocols and other procedures involving their customer service operation.  RGII consistently improves and maintains SOPs for all of our Help Desk and Call Center clients.  Some of these SOPs include Help Desk operations, new users, inventory control, and customer cultural, security related, and other procedural requirements. Our staffs also regularly participate in team meetings and on client Configuration Control Boards to continually improve Help Desk and Call Center policies and procedures.  For example:  RGII designed and implemented DSCA’s first automated help desk operation using state-of-the-art hardware and software technologies. Typically, RGII Help Desk calls are handled via telephone, e-mail, Web, and walk-ins. Our staffs track Help Desk requests from opening through closure, and we monitor call duration for escalation determination. Our Help Desk staffs also collect metrics for our ongoing system performance improvement program. At DSCA, RGII implemented operating procedures that incorporated Tivoli Service Desk Suite and Remedy for trouble ticket call tracking of all requests for service including user and network issues and to obtain statistical data for our ongoing system performance improvement program. The use of automated tools like Remedy ARS or HEAT has allowed DSCA to identify areas where users require training and to identify systems that demonstrate frequent failures. 

We use HEAT at a number of our customer sites and take advantage of the fact that HEAT integrates with iKnow™ knowledge management. This Knowlix product allows us to perform natural-language searches simultaneously across multiple knowledge bases and to receive relevancy-ranked results. iKnow also enables users to build new knowledge content in real-time as part of the workflow and to distribute knowledge bases over Internet, Intranet, CD-ROM or LAN. iKnow is normally a products offered as an optional, add-on feature of HEAT.

Configuration Management

RGII Help Desks also provide software configuration management (CM) support for proprietary and Commercial-Off-The-Shelf (COTS) applications. Some example applications supported with RGII membership on Configuration Control Boards (CCB) and team responsibility for CM include: MHS applications, TAMIS applications, multiple GOTS packages, and a full range of Enterprise, Micro, Mini, and mainframe applications.  Machines with access to classified networks at one of our customer sites also have Sarah Lite (automated DOD message system used to prepare formal DOD messages), CHAIRS, JetForm or FormFlow Filler. At DSCA, we are tasked with supporting Enterprise applications and to perform the required Configuration Management including: the DIFS, DOD Payroll Systems, and the DSAMS Case Development Modules.  Additionally, at DECC Mechanicsburg, Pennsylvania; we are involved with CM on literally hundreds of applications that reside from the Mainframe to micro level.

Conclusion
RGII is pleased to offer assistance to the USAMITC for the development and support of a Help Desk/Service Desk model.  Our knowledge of the MHS, its culture, IT environment, and applications will prove to be invaluable when assisting the USAMITC, USAMRMC, and AMEDD in the development of effective Help Desk/Service Desk end-user support solutions.

Our overall experience designing, developing, implementing, and operating Help Desk, Service Desk, and Call Center operations throughout multiple Federal government environments allows us to provide highly efficient, cost effective, and quick-to-implement solutions.  Any RGII custom matched solutions will use industry standard models, incorporate proven best practices, and will offer the AMEDD end-user community a service offering with the highest level of problem resolution and satisfaction at the lowest possible service Tier level.  Therefore, maintaining and increasing the efficiency of the end-user and subsequently, the entire organization.  These solutions are brought from the design to management/operations phase with our quality-based project process that focuses on the end user’s satisfaction, cost, and specific customer constraints identified during the pre-design phase.

RGII is pleased to make available our solution experts to the USAMITC, USAMRMC, and the AMEDD to assist in the identification and establishment of service requirements, and to design an appropriate solution.

We look forward to the opportunity to provide our services to the USAMITC.

Contact Information

Please contact the following at RGII Technologies, Inc for any questions, to arrange a meeting, or for any further information, capabilities, or Past Performance requirements:

Mr. John Grove

Senior Account Executive

RGII Technologies, Inc., a Computer Horizons Company

22178 Three Notch Road

Suite D

Lexington Park, Maryland 20653

Office (301)-866-0613 x111

Mobile (301)-904-7734

john.grove@rg2.com
www.rg2.com

Mr. R. Gregory Freeland

President

RGII Technologies, Inc., a Computer Horizons Company

1997 Annapolis Exchange Parkway, Suite 200

Annapolis, Maryland, 21401

Metro (301)-970-2207

Toll Free (800)-610-0018
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