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1.1 Experience with Application Support

Over the years, we’ve learned that quality time spent with a user makes that user more productive. We support and train users in Commercial-Off-the-Shelf and in-house applications both on-site and remotely for over 60,000 users worldwide through more than 30 Help Desks and information centers. 

Services provided to the National Oceanic and Atmospheric Administration (NOAA) include testing and troubleshooting applications, applying upgrades, installing hardware and software, providing end-user support, and conducting training for their 15,000 users. 

1.1.1 End User Support 

RGII provides remote management support for NOAA’s worldwide, end users, with a concentration of Help Desk services for its Washington Metropolitan employees and contractors. RGII provides hardware and software upgrades for operating systems and user applications, including version upgrades, platform changes, “bug fixes” and patches, and application conversions using Microsoft Server Management System (SMS). Commercial applications being supported include the Microsoft Office Suite (Word, Excel, PowerPoint); Microsoft Project, Access, Internet Explorer, and Outlook Mail and Calendar (including Web Access); Corel Office Suite (WordPerfect, Quattro Pro, and Paradox); Lotus Spreadsheet and Notes/Domino; Netscape Browser, Communicator and Calendar; Perform Pro Form Filler and Designer, InForms and Designer; various viewer applications; and access applications such as File Transfer Protocol (FTP), Telnet, Virtual Terminal, Citrix screen capture, and other TCP/IP Services. 

For NOAA, RGII also supports their UNIX web server and Mainframe VMS enterprise administrative applications including web or client/server access: Time and Attendance, X.500 Personnel Locator, Financial Management Systems, Personnel Management System, and Federal Budget System. We also support NOAA’s applications for Grants Management and Personnel Tracking System based on database technology.

RGII maintains and operates a lab to test and evaluate software being considered to update, enhance, or expand infrastructure productivity. Applications are tested and fully documented in our “test bed” that mirrors the NOAA computing environment. Finally, we test the software in a small portion of the production environment before the software is fully deployed.

For over 11 years, RGII has been improving Help Desk and end-user support functions for federal agencies. RGII continuously introduces more efficient remedies and solutions into clients’ user support operations, reducing costs and improving customer satisfaction. Our Help Desks typically maintain a by-phone closure rate of better than 90%. Through our experience of operating and administering Help Desks and information centers, RGII has gained the depth and breadth of experience needed to augment DISANet’s end-user support. For example, RGII manages and staffs 18 separate 24x7 Help Desks within NOAA. The support includes timely responses to over 15,000 users via telephone, intranet, and walk-ins for on-site hardware and system problems, and Levels 1 and 2 problem resolution. RGII information technology professionals perform Help Desk operation and management using Remedy to track customer calls, determine trouble ticket status, capture performance metrics, maintain equipment inventory, and manage five NOAA-specific applications. We monitor customer satisfaction by following our Customer Quality Check process, which includes web based surveys, customer reports, and random end user surveys.

RGII benchmarks effectiveness at NOAA against historical statistics among other RGII-supported sites. We continuously monitor our performance, make improvements to our processes, and provide training to our staff. We distribute Help Desk performance metrics according to client-defined schedules. At NOAA, RGII averages 2,100 calls per month with a ticket closure rate of between 98% per day and 100% within three days. All priority calls are responded to immediately and in no case does the response take over 15 minutes. All quantified analyses are augmented by periodic surveys of the user community, giving RGII insight into the quality level of our support as perceived by the customers. RGII maintains Help Desk call statistics for IT professionals and posts monthly “Top Gun” awards for the employee with the highest number of closed calls per month. This practice is an extremely successful practice in motivating employees to excel in top notch customer service. 

In addition to our major contract with NOAA, RGII personnel at the DISA’s Defense Enterprise Computing Center-Mechanicsburg (DECC-Mech), Level 1 Help Desk respond to 6,500 calls per month with a closure rate of 93% by telephone. RGII also operates a Help Desk at the U.S. Coast Guard (USCG) National Pollution Funds Center (NPFC) for hardware, software, and telecommunications questions from system users. We average 600 calls per month with this information center supporting approximately 2,000 users. RGII assists end-users with Windows 98/2000/NT/NTAS, SMS, Oracle 7.0, Citrix, Remedy 4.0 change/asset management tool, and Oracle Financials to include loading, testing, training, and operation of software. RGII established and is keeping current both a documentation library and a software library. The documentation library consists of complete system configuration documents (configuration layouts, listing of system configuration and printer files). The library includes all installation, reference and user manuals for all hardware and software. The software library consists of the original electronic media for all software on the systems.

RGII provides office automation support and 24 x 7 Level 1 Help Desk operations and management for the Defense Security Cooperation Agency (DSCA) headquarters’ Windows NT/UNIX-based network. The DSCA technical environment includes the following software/systems: GCSS, GDSS, GATES, GTN, Defense Messaging System (DMS), GIMail, Comm-Gateway, Logbook, Defense Security Assistance Management System (DSAMS), Cable Handling and Information Retrieval System (CHAIRS), Sarah Lite, Remedy, Tivoli TME, Exchange Server, Domino Mail Server, Domino Web Server, DCPS, CNS, LOR/LOA, FEDLOG, FORTIS, Defense Integrated Financial System (DIFS), SAN, and IMET (DIADS). RGII designed and implemented DSCA’s first automated help desk operation using state-of-the-art hardware and software technologies. Help desk calls are handled via telephone, e-mail, Web, and walk-ins. RGII staff tracks help desk requests from opening through closure, and we monitor call duration for escalation determination. Our help desk staff collects metrics for our ongoing system performance improvement program. RGII developed and maintains Standard Operating Procedures (SOP) for help desk operations, new users, and inventory control. RGII implemented 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 Remedy ARS has allowed DSCA to identify areas where users require training and to identify systems that demonstrate frequent failures. 

RGII staff provides software configuration management (CM) support for proprietary and Commercial-Off-The-Shelf (COTS) applications. Applications supported are Microsoft Office Suite, Internet Explorer, and Outlook on each machine. Machines with access to the classified network also have Sarah Lite (automated DOD message system used to prepare formal DOD messages), CHAIRS, JetForm or FormFlow Filler. Enterprise applications supported include: the DIFS, DOD Payroll Systems, the DSAMS Case Development Module.
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Training Support 

When RGII began NOAA’s training support task, an established system for users to receive onsite training or assistance did not exist. Now RGII develops and implements one-on-one, web based, and classroom style training classes for NOAA end users and administrators in general computer knowledge, network operations, system administration, and applications. RGII certified trainers hold classes in a formal classroom environment or informally in the end user’s office. RGII’s trainers create curriculum to teach such specific skills as scanning documents, creating flyers, searching the Internet, and creating macros. Training covers both standard Windows applications and agency specific enterprise applications. The staff trains client administrators in network administration, start-up procedures, system security procedures, general IT operations, system debugging, back-up procedures, and end-of-day procedures. Our task oriented training classes provide students with the skills to make them more productive and efficient. 
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RGII provides on-site training to approximately 5,000 military and government personnel employed by the Tri-Service Infrastructure Management Project Office (TIMPO). RGII provides one-day, seven-hour classes to all the employees on site and one-on-one training for upper ranking military personnel and high-level government employees upon request. The classes are separated by skill level: basic, intermediate, and advanced for each software application, with the exception of the Windows 2000, Microsoft Outlook, and Internet classes. At the beginning of class, each student receives a manual and any necessary supplemental materials. RGII’s trainers at TIMPO teach and develop training handouts and courseware. When TIMPO made a LAN upgrade to Windows 2000, RGII developed a specialized training project and reference material for the new environment. 

RGII personnel at the DECC-Mech Level 1 Help Desk provide maintenance (application fault resolution) and customer training for the following Windows applications: Windows, Microsoft Office, DynaComm, Internet Explorer, Netscape, Lotus Notes, QWS3270, NSElite, SWA Secure Web Access, Remedy (TMS), Teloquent, UNIX, Solaris, and their applications.

The RGII NOAA and DECC-Mech RGII’s trainers have Microsoft Office Expert Specialist (MOES) certifications. RGII’s trainers are experienced with the following software:

	· Browsers - Netscape, Internet Explorer 

· Office Suites - Microsoft Office Pro, Corel Office Pro

· Electronic Mail - Lotus Notes, Outlook, GroupWise, Exchange

· Graphics - Corel Draw, Adobe Photoshop, Paint Shop Pro

· Help Desk – HEAT, Remedy, Track-It, Peregrine

· Utilities – WinZip, Acrobat Reader

· Relational Database Management – Oracle, SQL Server, SyBase, Informix
	· FTP/TELNET – CuteFTP, WinFTP, NetTerm

· Forms – JetForm, FormFlow, Informs, Crystal Reports

· Operating Systems - Windows NT, NTAS; Windows 95, 98, 2000, and XP; Sun Solaris, UNIX

· Virus Protection – McAfee, Norton 

· Web Design – FrontPage, Cold Fusion, HTML, Dream Weaver

· Electronic Calendars - Lotus Organizer, Microsoft Outlook, Netscape Calendar


RGII continually develops the training program for DSCA and has designed and taught new curricula monthly. RGII instructors are expanding the previously developed courseware and training materials. RGII instructors deliver classroom training and one-on-one training.

Database Support [SOW 3.10]
At NOAA, RGII provides database programming and administration support to design, implement, maintain, and evaluate existing and new databases. We evaluate and provide recommendation analysis for NOAA review. RGII provides programming, database administration, and report management for the LAN/Help Desk’s Microsoft SMS, SQL, and Remedy databases. RGII provides database administration services for Microsoft Access and Paradox databases; designs, installs, and modifies databases; and develops UNIX CGI and Perl scripting for the NOAA Web Farm, NOAA Grants Management, and NOAA Personnel Tracking System. We use Oracle web applications server (WAS) for querying and updating database enterprise information and maintain database access descriptions (DADS) to the Oracle database. RGII is operating at Software Engineering Institute Capability Maturity Model (CMM) Level II.

Not only do the RGII database administrators generate, compile, and produce reports, but they also develop new database designs and corrections and provide enhancements via SMS propagation to the enterprise for current databases. For example RGII developed a tool for the Next Generation Weather Radar (NEXRAD) Program Office to assist both their office and the Procurement Office with a timely and auditable close-out process for their 1.5 billion dollar Tri-Agency funded contract. RGII’s NEXRAD project team received an “Award of Excellence” from the Program Office for the work on this software development task. We also have worked directly with individual managers with various customized software packages such as the performance payout system and the Commerce Administrative Management System.

RGII provides on site technicians and engineers on an ongoing day to day basis to perform routine management of all Oracle and Access database systems for the USCG NPFC. This includes maintenance of the systems, user support, software upgrades, and database backups. RGII performs (a) analysis; (b) testing; (c) user/database/system administrator training; (d) development of data conversion and loading procedures to move or merge existing data files; and implementation of approved client/server and Blackberry wireless application/software.
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