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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 uses SMS for managing hardware and software inventory, software distribution and software deinstallations, software license tracking, desktop remote control and diagnostics, and troubleshooting. The team also installs and configures network components as needed. For system maintenance and software upgrades and fixes, RGII ensures the impact to the users and network operations is kept to an absolute minimum by notifying all users by e-mail and intranet far in advance of any event that may impact their activities. RGII ensures that all NOAA users are notified, as appropriate, of the release of system changes at least five days prior, and then again one day prior, to installation. We keep proper documentation of all upgrades and patches using SMS to maintain configuration control for easy reference by network engineers.

RGII’s NOAA Computer Help Desk operations use Remedy to track network, e-mail, hardware, software, and special request calls. RGII assures that each LAN, hardware and software, and other resources, conform to NOAA’s accepted Information Security policies and procedures, operations, security awareness, virus protection, and network protocols (NETBEUI, TCP/IP, IPX, VINES IP, X.25, AppleTalk, EIGRP, IGRP, RIP, BGP, EGP, OSPF, PPP, IMAP4, POP3); and Fast Ethernet, Gigabit Ethernet, Token Ring specifications. We maintain a customer satisfaction rating of at least 95% at all times. Exceeding customer expectations is the goal. We monitor customer satisfaction levels by following our Customer Quality Check process, which includes web based surveys, customer reports, and random end user surveys. Results of our Customer Quality checks are documented in our monthly detailed status report and reported to the government manager for review and comments. If a poor report or complaint is received, the RGII Program Manager personally visits and discusses the events with the user. 

[image: image1.png]‘Great job HelpDesk.
This validates the Gartner survey that
showed customer satisfaction
with our Help Desk service is
significantly higher then the
commercial Service providers.

Well done!

~ Capt. Will Short, DISA DECC Mech




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 Guard National Pollution Funds Center, DECC-Mech, and the Navy Medical Information Management Center. 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. 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. 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 extremely successful in motivating employees to excel with top-notch customer service. 
RGII personnel at the DECC-Mech Help Desk provide maintenance (application fault resolution) and customer training for Windows applications and 14 enterprise applications. We receive and respond to an average of 6,500 calls per month with a closure rate of 93% for calls closed over the phone.

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 staff provides 24x7 network, desktop, and support equipment maintenance for the Defense Security Cooperation Agency (DSCA) headquarters’ Windows NT- and UNIX-based environment supporting 310 personal computers. The DSCA technical environment includes the following software/systems: GCSS, GDSS, GATES, GTN, DMS, GIMail, Comm-Gateway, Logbook, DSAMS, CHAIRS, Sarah Lite, Remedy, Tivoli TME, Exchange Server, Domino Mail Server, Domino Web Server, DCPS, CNS, LOR/LOA, FEDLOG, FORTIS, DIFS, SAN, and IMET (DIADS). The servers on the networks include Windows NT file servers, RISC 6000’s, a Windows NT Exchange mail server running Exchange with NES encrytion devices, and a Remote Access Server for dial-in. This server implements the remote internet access e-mail feature in the “secure” mode using VeriSign public key encryption to support remote users. Support includes hardware and software upgrades, new installation, and equipment change-out and relocation. RGII developed and now maintains a full set of configuration documents describing physical configuration (including wiring diagrams), software configurations, software and hardware settings, and system permissions. We perform backbone monitoring, bandwidth use, and network intrusion detection on classified and unclassified LANs. Each LAN uses a Cabletron switched Ethernet hub and is connected to the Pentagon by a separate circuit. The transmission for the circuit connecting the Secret LAN to the Pentagon is protected by a NSA-approved NES encryption device. We verify and test the currency of anti-virus software and download and distribute updates. RGII notifies all users via e-mail and the DSCA LAN of a virus attack and take prompt and appropriate steps to contain and eradicate the virus.

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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