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A.1 End User Support – “One  Call Does It All”

At the core of RGII’s solution, the user calling the help desk makes only one call to request IT services or report a problem. Provided first is a description of what the customer’s experience would be like using the RGII solution.  This is followed by the summary of the “behind the scenes” processes that enables the customer to really solve their issue with one call.

A.1.1 The End User’s Experience

	User
	Comments

	I have a problem…
	Customer Support Center (CSC) helps answer questions and solves related USPTO employees (private) and public customers referencing the internet public.

	Dial the phone number…
	We’re presenting the option of pushing 1 for Private (USPTO employee) and 2 for the public (EBS caller).

	Press 1 (USPTO Employee), I AM asked for information pertaining to name, number, location, etc.
	Customer service agent has scripted question referencing users information so as to be referenced in USPTO name database.

	User is experiencing a DNS error 42, system will not boot up from restart
	Customer service agent goes through scripted questions; asking questions and those answers trickling down until the service agent either gets an answer or resolution. Otherwise it is to be transferred to another division or upper Tier.

	Given a ticket number and told a technician will be in contact with me.
	All relevant information put into ticket for the Desktop Field Support (DFS) technician to reference.

	Received telephone call from technician and on their way or request a time that is suitable to me
	Technician has visited site; relevant questions asked of user and ticket referenced for resolution use to resolve problem

	Received call asking me if problem has been solved and if system seems to be running smoothly.
	CSC customer service agent who took call returns user call to make sure problem has been resolved and gather any other relevant information

	*Technician who takes call has ticket ownership from creation to resolution.

	Received call from USPTO employee asking if customer service agent and or problem ticket was handled in a timely and satisfactory rate
	All tickets are followed and given ratings and circulated.


Exhibit 3: Current User Experience

A.1.2 The RGII User Experience

	Experience
	Comments

	I have a problem with…
	All IT users of the USPTO (OCIO) and public realm dealing with internet (EBS) have access to personal assistance for their IT issue.

	I use my phone and dial; I AM told by the automated system regarding options; Since I AM a USPTO employee, I push 1
	Greeted with IVR and Tier 1 agent.  Technicians direct users with scripted questions i.e. name, phone number, and location.

	Problem or Request that CSC can help with…
	Ask user’s information, problem/request.  Gather additional information from user from scripted questions. (If this question was not answered, this information is then provided in another question and technicians go down the line of questioning.

	User is locked out of Trademark XSearch application.
	User must be Trademark employee; technicians gather information and unlock user from application from his own workstation.  NO other help needed outside Tier 1 agent.

	Unlocked XSearch and problem is resolved.
	Technician unlocks user and helps with any other questions that may pertain to problem or request.

	I receive a brief survey on my experience with the help desk.
	Users are e-mailed a quality of performance survey.  These rating affect the individual and groups rewards for performance. 


Exhibit 4: The RGII User Experience

A.1.3 The Help Desk Operations

As the specific details of the management personnel and positions are provided in the Management Proposal of this document, the scope of this section is focused on RGII FMEUS-II organization as it related to describing our technical solution.  The activities contain in RGII’s offering to the USPTO are best organized as depicted in Exhibit 5.
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Exhibit 5:  Tiering for the USPTO FMEUS-II

RGII will resolve USPTO End User problem/service calls using the specific methodologies illustrated in Exhibit 5. An example would be to provide the end user with any system or application outages that are being experienced and when resolution is expected.

· Tier 1 Team: Calls that are received by the Customer Support Center (CSC) that cannot be resolved by the IVR i.e., CPN (Problem Notices) will be forwarded to a Tier 1 agent.  The IVR has the capability to know “whom”, either EBS or OCIO, the end user is, based on the phone number they called.  Consequently, calls fielded by the Tier 1 agent follow scripts developed by the RGII CSC Team that are based on the requirements of the end user.  The Tier 1 technician will gather facts about the problem, open a trouble ticket, troubleshoot with the end user, and close the call.  If the problem exceeds the abilities outlined on the scripts, the Tier 1 technician forwards the call to a Tier 2 agent.  An important key here is that the Tier 1 agent “owns” the ticket through resolution.  If the ticket is resolved by a higher-level agent or another group (e.g., Network Operations, Field Engineering, or Production Systems Support) within the RGII FMEUS-II organization, the ticket is closed.  Open tickets will be monitored by Tier 1 help desk manager for quick resolution.

· Tier 2 Team: If a call is not resolved by automated means (IVR) or a Tier 1 agent, the Tier 2 Team will assume control of problem resolution.  Calls fielded will be of the type that requires much more thought and diligent troubleshooting methods.  The Tier 2 agent will identify the user, gather facts not already obtained about the problem, troubleshoot with the end user, and close the call.  If the problem exceeds the abilities of our Tier 2 engineers, only then will he/she forward the call to Tier 3.  After the Tier 2 agent has resolved the problem or passed the ticket to Tier 3, they will notify the Tier 1 agent for follow-up as necessary. 

· Tier 3 Team:  Calls forwarded to Tier 3 may require time and resources that do not permit timely resolution. This level of support goes directly to problems encompassed by CPN’s, upgrades, rebaselining setup of workstations. The end user is informed of the status of the ticket and that they will be notified when the ticket is closed.  It will be the responsibility of the Tier 1 agents to notify the end user once the ticket has been closed.

A.1.4 The Help Desk/Customer Support Center (Tier 1)

RGII will provide the United States Patent and Trademark Office (USPTO) an industry-leading call center solution consisting of innovative, cost effective, growth-oriented professionals—the RGII Customer Support Center (CSC).  The RGII Customer Support Center is a unique integration of technology and live agent capabilities, which will:

· Reduce call duration, and live agent time requirements by continuously identifying support requests that can be resolved by less expensive automated customer self-help solutions resulting in significant process improvement;

· Provide a 24x7 Help Desk operation for OCIO and EBS at no additional cost to USPTO supporting the increasing Patent and Trademark application filings;

· Provide capability of handling 1.0 million calls a week;

· Employ a proven problem management methodology that will maintain ownership of the trouble ticket until a resolution has been achieved; and

· Allow unlimited expansion while driving USPTO’s support costs downward because of continuous process improvements.

The integrated capabilities of the Customer Support Center team will deliver a professional service that meets USPTO’s needs now and in the future.  The combination of these capabilities with an aggressive improvement program offers USPTO an unsurpassed total solution package.  

The RGII CSC will be responsible for supporting the on-line self-help and answering all inbound calls (Private/Public), e-mails (EAMS), and faxes, resolving end user inquires; and developing detailed management information about those inquires.  The cost differential between providing customer service with live agents or with a more automated solution is significant. RGII created a technically advanced customer support process that will result in higher end user satisfaction and lower long-term costs when compared to any conventional end user support system.  The recent advances in Internet, IVR, ACD, and Call Management Center technologies make this support process possible.  Each step of the process uses technologies designed to operate automatically, reliably, and efficiently in handling and closing customer calls.  In essence, our Customer Support Center technological solution provides an integrated call-processing platform that encourages process improvement and drives cost savings.

Electronic Business Support (EBS) Help Desk:

RGII will support public users via the EBS Help Desk:

· From 6:00 PM to 6:00 AM support, Monday through Friday; and (SOW C.4.15.1)

· 24-hour support on weekends and holidays. (SOW C.4.15)

· In addition, RGII will provide EBS (Public) Help Desk support 24x7 at no additional cost to USPTO.

For a similar contract, providing help desk support to the pubic, RGII supports the Department of Housing and Urban Development Oklahoma City site that receives on average 300 calls and e-mails per day.  The agents respond to these requests within thirty seconds and close tickets within 20 minutes. RGII supports the help desk 16 hours a day, six days a week.  This tracking information and its summarization is provided through the ticket management software.

OCIO Information Technology Help Desk:

For the private users, RGII will support the OCIO Help Desk:

· Answer all incoming calls placed to or transferred from the main help desk number; and (SOW C.4.18.1)

· Provide support from 5:30 AM to 12:00 AM (midnight) Monday through Friday and from 5:30 AM to 10:00 PM Saturday, Sunday, and holidays. (SOW C.4.18.2)

1. In addition, RGII will provide OCIO (private realm) Help Desk support 24x7 at no additional charge to the government; and

2. Combination of OCIO/EBS Help Desk will provide: process and efficiency improvement, time reduction and ticket combination for quality and improving service to users, where resolution to users is most important. 

DECC Mech Help Desk: Supporting 116,232 end users, globally on a 24x7 basis, handling 6338 calls per month, specific metric results are as follows:

· Completed = 96.2%;   

· Average Call Length = 4.30 minutes;  

· 93% resolved at the Level 1, remaining 7% referred to Level 2/3; and

· Average Delay = 13.6 seconds.

For NOAA, RGII manages and staffs 18 24x7 computer help desks. We provide fax, telephone and walk-in response for on-site hardware and system problems.  Additional RGII performance information for this contract includes:

· Average call duration:  not an SLA requirement

· Percent escalated:  1%

· Average time to closure:  30 minutes

· Percent resolved at Tier 1, Tier 2, Tier 3:  95% Tier 1, 3 % Tier 2, 2% Tier 3

· Average answer time, hold queue:  not an SLA requirement

· User/customer satisfaction:  9 out of 10

For HUD, we handle 300 calls per day on average, with a wait time of 30 seconds on average.  Based on our proven performance and our understanding of the USPTO help desk environment, we will provide the following support levels:

· Average call duration:  not an SLA requirement

· Percent escalated:  4%

· Average time to closure:  20 minutes

· Percent resolved at Tier 1, Tier 2, Tier 3:  96% Tier 1, 4 % Tier 2, 0% Tier 3

· Average answer time, hold queue: not an SLA requirement

· User/customer satisfaction:  10 out of 10

DISANet help desk supports 10,000 users and satisfactorily closes 90% of tickets within 24 hours.  Additional RGII performance information for this contract includes:

· Average call duration:  1 minute

· Percent escalated:  15%

· Average time to closure:  3 hours

· Percent resolved at Tier 1, Tier 2, Tier 3:  85% Tier 1, 10 % Tier 2, 5% Tier 3

· Average answer time, hold queue:  45 seconds

· User/customer satisfaction:  10 out of 10

Based on our demonstrated performance level and our understanding of the USPTO private and public help desk environment, RGII will provide the following support levels:

· Maintain a daily average answer speed of 1 minute or less when the weekday call volume is 500 calls or less; and maintain the answer speeds specified by the RFP, section C.4.17.2 for higher call volumes; 

· Return voice mail messages within 30 minutes, return e-mails within 2 hours; (SOW C.4.17.1)

· Ticket updates made less then 15 minutes of handling call, e-mail, message; (SOW C.4.17.1)

· Issue Critical Problem Notices (CPNs) in accordance with USPTO procedures within 15 minutes of notification of major production outages or a major loss of functionality to multiple customers; (SOW C.4.18.4)

· Answer all incoming calls to or transferred to the main help desk number; (703-305-9000); (SOW C.4.18.1)

· Use the information in the CPN as a basis for updating the System Status Page on the Web Site. (SOW C.4.18.4)

Ensuring quality responses and efficient call closures and the continued improvement of help desk service are the primary goals for the Help Desk managers, as well as the entire staff. RGII proposes to employ a FMEUS-II Quality Advisory Board, chaired by Dr. Balutis that will review existing processes and performance measurements and advises on what areas of improvement and changes as needed. Additional details regarding the Quality Advisory Board are provided in the Management Proposal. To maintain quality of service by the help desk and its employees, the following processes are provided by RGII management team:

· Review (by 5:30 am, Monday through Friday) all records/tickets created in the previous 24 hours; (SOW C.4.18.3)

· Ensure that all the records are properly assigned and contain all appropriate information;

· Make appropriate corrections and take appropriate action to escalate problems that extend beyond service level commitments;

· Issue and update CPNs in accordance with standard USPTO procedures. (SOW C.4.18.4)

Metrics and Measurement Methods

In addition, RGII collects and utilizes the following performance data for the majority of its other help desk contracts for quality and incentive purposes:

· Duration of calls: Average call duration, breakdown of duration by segmentation (five, 10, 15 minutes, etc.) 

· Escalation: Percent escalated, average number of hand-offs per escalation, profile of typical escalation 

· Closure: Average time to closure, percent closed using age segmentation (first call, two hours, etc.), percent resolved at Tier 1, Tier 2, Tier 3, average number of hand-offs before closure 

· Phone response profile:  Average answer time, hold queue: percent of calls and average length in queue, abandonment rate: normal business hours, after hours, special event (outage) and Voice mail (percent of calls that roll into voice mail) 

· Time analysis:  By hour of day, by day of week, by time of month 

· User/customer satisfaction:  Quick follow-up for actual help desk calls within one week of call, snapshot survey of all end users, and detailed interviews with selected end users and managers. RGII will target 30% of the client population for quality surveys.

The measurement of these performance metrics are obtained through the tracking provided by the Remedy software or the human documentation of the required information.  These metric measurements will be analyzed by the FMEUS-II Quality Advisory Board for improvement in service.  For example:

· Problem:  
a. Reduce trouble ticket close time, which was averaging three to four days. 
b. Improve the quality of support to clients.

· Corrective Action: 
a. RGII management continuously monitors the performance of every project or task order being performed.  RGII determined that while the maintenance call back response times were acceptable, the average duration to close individual calls was not.  RGII management immediately analyzed this deficiency and determined the source of this problem was the delay encountered by the RGII technicians waiting for replacement parts before a trouble call could be completed.  Working with the DISA Customer Service Manager and COTR, RGII management was able to propose a spare parts inventory, which is directly responsible for a significant improvement to the average duration to close trouble calls.  
b. Receive and listen to feedback.  All information is shared company-wide through the RGII web portal and at RGII’s monthly program reviews.

· Result:  
a. Trouble ticket call close time was reduced to an average of less than one day.
b. By continuously getting feedback from the end user community, RGII has been able to continuously validate and improve the quality of support being given to all clients and capture each successful practice to our knowledge base for repeat usage.  

A.1.5 Advanced Problem Resolution (Tier 2) SOW C.4.6

When a member from the APR team receives a problem ticket, he/she will first review this problem via Knowledge Pak (K-P) for functionality and resolution. The analyst will research the problem first and then contact the user asking certain questions on When (did the problem start), What (were you doing when the problem started), Did the problem occur before or after a push from the server application.

The analyst will follow the troubleshooting process from the K-P and if not successful, the analyst will start troubleshooting applications that are known to effect all desktop applications. In the process, if the analyst discovers that another application has affected the application in question and the resolution was successful, then the K-P will be updated. 

Work@Home problems (i.e. TWAH, PWAH) and the support of these problems start with the help desk technician. When the help desk staff fail to resolve the Work@Home problem, then it's passed to APR (all help desk staff has rights to remotely assist the work-at-home users). When the problem reaches APR, it's either a problem with the user's account, server problem or hardware failure. User's account will be handled from the server administrative team and hardware failure will be handled by the DFS support team. The DFS technician will go directly to the users home to replace the part in question. 

When problems that have gone beyond the help desk SLA and can not be resolved by a help desk technician, then it's passed to APR who will conduct an examination of the steps the first level technician took to review this problem, which includes the K-P. The APR analyst will contact the user and ask questions to see if the Tier 1 technician took all the necessary steps. Troubleshooting can start by remote controlling the user's desktop or a direct visit to the user's office. When the problem is discovered, steps are taken to resolve the problem and get the user ticket closed. If the user urgently needs this application, then APR will rebaseline the system with a new hard drive with all the patent/trademark applications and return the old hard drive to the laboratory to trouble shoot and research. Research will start from the internet or a programmer. This is done for future problems and the resolutions which are documented in K-P. VIP customers will be assigned to our best APR analysts ensuring quick resolution.

Metrics and Measurement Methods

Based on RGII leading practices and an evaluation of the requirements for USPTO’s Advance Problem Resolution, RGII will provide the following support:

· Notify Tier 1 analyst/customer agent within 1 hour of being solved; 

· Verify accuracy of Operational Support Plans once every 6 months; 

· Responds to 95% of requests within 1 day;

· Respond and provide solution to VIP tickets average within 2 hours; and

· Complete 95% of requests for fewer than 10 desktop upgrades/installs within 5 business days with the exception of local software installs which is completed within two 2 days. 

This information will be tracked through the software for managing the help desk tickets and the Tier 1 agents.  These metric measurements will be analyzed by the Quality Advisory Board for improvement in service.  Additionally, these metric measurements will be used as input to the employees evaluation performance.

End User Support The RGII’s Difference

The OCIO and EBS Help Desk solution detailed above provides a number of unique benefits for the USPTO.  The following is a brief summary:

· 24x7 OCIO Help Desk support provided to Government at no additional cost (can provide EBS Help Desk support for 24 hours a day, seven days a week at no additional cost to the Government).

· Monitor –Call Center and technicians’ on incoming calls. Discuss and train help desk technicians in proper procedures regarding calls, tickets and customer service.

· Process Improvements 

1. Quality training and hiring;

2. Mandatory weekly meetings that include all Groups Leads resulting in generation of ideas and shared knowledge;

3. Cut quantity and add quality individuals; and

4. Full integration from start to end processing of tickets bringing quality and performance understanding.

RGII Proprietary & Confidential
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