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1.2 Reference Contract No: 2 – National Oceanic & Atmospheric Administration
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PAST PERFORMANCE
Data Solutions & Technology Incorporated (DST) submits this proposal to the U.S. Navy in response to Seaport task order (TO) number N00024-05-R-3308-1:1 for Tier I Help Desk Support for the Naval Supply Systems Command (NAVSUP) Corporate Electronic Help Desk System. DST is a qualified Seaport-e small business contractor across twenty-two (22) Seaport functional areas and seven (7) geographic zones.

DST’s knowledge, skills, capabilities, and experience are unsurpassed for providing “Smart” integrated help desk operations. This is founded upon the precept of performing work with an eye towards industry standard capability maturity models. For example, the Help Desk Institute and Gartner Group’s four-level Capability Maturity Model (CMM) are used to measure a help desk's service-level capability and maturity. 
[image: image3.png]Program ( 2
[ craerune eesounce: |
o Management S oort
Pe————— Office {

Teohnioal Asvisory

plferts
-

Business Processes. SEAPORT

150 9000 Quality

Processes Eragram
Manager IDIQ Program Mar
| Pracrice wanacens | Business 1bia co
Network Migration Manager e S RIOTHATS
Enterprise Subcontracting ol
architeoture i 9
Loaistios i Stakeholders
Force Protection i
m,""a:;;‘:,“ SEAPORT TASK ORDERS - LIFE CYCLE SUPPORT
ECT EXECUTION

cLosEouT

INCEPTION

RESPONSE

aweRD | ExECUTION

Best s 5
Industry Stamdans TO Project

SELS chmt Manager(s)
SEI7 ocTAVE As Contract Ramps Up

Customer

150 9000-2000 Sales

Managers

RE!

Operations
Managers

150 Network Mut. Representatives

Model

INAL PRESENCE

IEEE 12207

: Business Development, Resources, Solutions

Tost

s s
Q108 | s | paciios | Enment | et | caon | E | Serves
| el

EAM-WIDE COLLAEBORATION



The diagram below illustrates the relationship between the Gartner Group maturity model and how an integrated approach to Customer Relationship Management (CRM), people, processes, and tools can be used to elevate help desk site performance from chaotic early stage operations to best practice leadership.

Historically, DST improves help desk performance through the use of a proven concept of operations (CONOP) for handling trouble calls and providing customer assistance. We incorporate CRM training into help desk activities. For example, we incorporate Siebel CRM certification and training into help desk operations. The training includes customer relations, call scripting, quality assurance callbacks, and customer surveys. First time call resolution can be improved by analyzing problem history and tailoring call scripting responses and end-user training to the most frequent problems and resolutions. Our help desk goals are 3% call abandonment rates, 80% first-time call resolution, and 100% customer satisfaction.  
Other goals include:

· Provide proactive solutions to complex end-user problems in a timely manner, in compliance with CONOP, Standard Operating Procedures (SOP's) and Service Level Agreements (SLA's).

· Track and analyze cross-function problem incidents to spot trends. Proactively introduce solutions such as call scripting changes, desk-side training, or configuration changes.

· Establish effective business relationships with vendors across all functional areas to facilitate rapid responses to cross-functional infrastructure problems.

· Organize personnel across functions as needed into first, second, and third-level teams, and escalate problems in a standard and consistent manner between levels.

· Electronically integrate the help desk and network support operations into one integrated customer care support unit through the use of various automated tools, for example Remedy, Support Magic, and Track IT.

DST’s use of these industry best practices results in a legacy lineage of successful help desk past performance. This includes projects with the National Oceanic and Atmospheric Administration (NOAA), American Telephone & Telegraph (AT&T), Federal Highway Administration (FHWA), and others. These technical environments included almost-identical requirements to NAVSUP, which translates into an excellent probability of DST success in meeting NAVSUP’s requirements, with an overall very low degree of risk.

DST will provide program oversight and management to this effort through our Program Management Office (PMO) at no charge to the government. Mr. Curtis Phillips, a well-rounded and experienced retired Navy Senior Chief Petty Officer/E8, Information Systems Technician and DST’s Vice President of Seaport Operations, will serve as the high level Program Manager (PrM) for this effort. 
Mr. Phillips will bring to bear 24+ years of customer service experience to transform and improve contract performance.  He will infuse a sense of pride in performance within all contract staff.

DST offers unique help desk experiences to successfully execute this project:

· DST is one of America’s premiere providers of civilian and Department of Defense (DOD) agency / military end-user support services;
· DST brings over ten years of experience in a broad range of help desk activities;
· DST is experienced in all aspects of help desk automation management. We possess the capabilities and resources necessary to provide support services to the NAVSUP staff at CONUS and OCONUS locations;

· DST brings “Trusted Advisor” experience with military information technology resource management;
· DST brings extensive “hands-on” logistics planning, advisory, and staff augmentation experience within NAVSUP and other related units.
DST offers a Seaport PMO and mature program management processes at no charge to the government. The primary elements of DST’s program management plan and workflow are highlighted in the organizational flowchart below. The PMO, with attendant resources, is located in Zone 2, National Capital. The PrM enables the execution and success of the IDIQ, SOW, and subsequent TOs. The PrM and the team-wide Resource Council assure the availability of human and material resources.
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The PrM and staff provide contract-level management and productivity methods such as quality assurance, configuration and risk management, work breakdown structuring, and human engineering at the contract level. The PMO activities include centralized human resource management, staffing, administration, clerical, documentation, and related functions.

Our approach to each TO is to integrate professional support services within and across the Navy to institute best practices to realize cost savings. Each task order will always have an assigned PM or Task Leader (TL).

1.1 Reference Contract No: 1 – American Telephone & Telegraph 
	Contract Number: G1FTS001755

	Project Title: AT & T Computer Help Desk

	Customer Name and Address:

Verizon Federal Network Systems

1300 N 17th Street, Suite 1200

Arlington, VA  22209

	DST Role:  Prime

	Type of Work:  24/7 Help Desk Support

	Period of Performance:  May 1997 to May 1999

	Contracting Point of Contact:
	

	Name:  Charles Holloway
  
Phone No.:  703-284-4603
E-mail:   charles.holloway@verizon.com  
	

	Dollar Value of Contract:  $1.5M
	


Description of Work:
On this contract for American Telephone & Telegraph (AT&T), DST provided 24/7 multi-channel help desk services (Tiers 1, 2, 3). The multiple input channels included telephone, FAX, email, Internet chat, and walk-ins. We also supported other IT areas to include LAN/WAN connections for desktops and laptops, Microsoft Office support, virus protection software, and more. We supported servers, modems, mouse, laptops, fax machines, printers, e-mail, and login/password ids. We provided trouble shooting and problem solving for all these areas.

DST acquired and maintained a toll-free 800 number, phone lines, and phone equipment to perform the following help desk functions:

1. Routed calls to open lines via an automated call management system; 

2. Provided a monthly history report of call metrics to include call times, wait times, resolution times, dropped/lost calls, and so on;

3. Extract ad-hoc reports from Remedy database.
DST’s Tier I technicians made every effort to resolve problems on the first call and escalated problems to Tiers 2 and 3 in accordance with service level agreements (SLA) and escalation priorities and procedures. We supported all aspects of Microsoft Office (Outlook, Word, Excel, PowerPoint, Access). We also monitored various AT&T websites, checking for server availability and website defacement. 

Our work included the following activities:

· Monitored email and FAX queues for reported problems
· Worked interactively with problem reporters using a dedicated chat room for "Live Chat"

· Provided support by answering all user requests for help via telephone calls, emails, and requests received electronically from other sources

· Logged and tracked all calls using Remedy Problem Management System

· Maintained a professional concept of operations (CONOP) for handling trouble calls

· Used the Remedy knowledge base, ticket histories, FAQ, and help files to resolve problems

· As problems were resolved, entered a full description before closing the ticket

· Maintained awareness of escalation procedures including specified amount of time in queue
· Kept the users informed of action(s) taken

· Recorded and documented results in Remedy trouble ticket system to serve as resource for resolution of future trouble calls. 

· Implemented decision trees for ticket routing

· Followed up on open calls and attempted to expedite resolutions
· Performed quality assurance on completed trouble tickets with call backs to problem reporters 
· Produced a shift report, which documented critical problems and issues, for incoming shifts
· Provided a monthly progress report
· Maintained up-to-date status of CONOP procedures, including decision trees
· Maintained a web page with FAQ’s and important news scrolled
· Provided recommendations for improvements

DST personnel executed this project using a proven customer assistance workflow process, which is illustrated in the figure below. Our formal membership in the Help Desk Institute (HDI) provided us with ready access to industry best practices and methodologies and a collaborative forum for improving end-user support services.
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We worked closely with AT&T management to develop service level agreements (SLA) and recommend improvements thereto. For example, our goal was to maintain an 80% first time call resolution and a less than 4% call abandonment rate. 

We used a multi-faceted approach to staffing the customer service desk. For example, we manned the desk with multiple systems analysts, each of whom was well experienced and trained in Microsoft desktop technology to provide Tier 1 support. The analysts handled technology related problem calls. 

1.2 Reference Contract No: 2 – National Oceanic & Atmospheric Administration

	Contract Number: GS35F0008L,Order # DG133E-04-NC-0754(NESDIS)

	Project Title: NESDIS Technical Support and Customer Service  

	Customer Name and Address:

DOC/National Oceanic and Atmospheric Administration, National Environmental  Satellite, Data & Information Services (NESDIS)

1315 East West Highway, Suite 10132

Silver Spring, MD 20910            

	DST Role:  Prime

	Type of Work: 24/7 Customer Service and Help Desk Support

	Period of Performance: 9/16/2004-9/15/2009  

	Contracting Point of Contact:
	

	Name: Gary Knebel

Title:   COTR.

Address: E/OSD3, FOB04, Room 3301-J

                5200 Auth Road

                Suitland, MD 20746-4304

Phone:     301- 457-5185

Fax:         301- 457-5722

E-mail:  Gary.Knebel@noaa.gov
	

	Dollar Value of Contract: $10M
	


Description of Work:
On this contract for NOAA NESDIS, DST presently provides local area network (LAN), server, and system administration support to include computer hardware/software support, database management, and information technology help desk support services for desktop PCs, servers, printers, and other ADP-related devices. 

We provide 24/7 multi-channel help desk services (Tiers 1, 2, 3). The multiple input channels include telephone, FAX, email, Internet chat, and walk-ins. We also supported other IT areas to include LAN/WAN connections for desktops and laptops, Microsoft Office support, virus protection software, and more. We support servers, modems, mouse, laptops, fax machines, printers, e-mail, and login/password IDs. We provide desktop trouble shooting and problem solving for all these areas.

We also provide network support activities which include installation and configuration of operating systems, installing upgrades/patches, security patches, e-mail configurations, performance monitoring, and file back-ups and restores.  These services also include recommendations in the areas of router management, security and network infrastructure, operation security plans, threat analysis, critical infrastructure plans, information security usage policies and procedures, IPO records management support, database support, audio-visual support, web design, property/configuration management support and call center operations support.

For NOAA NESDIS, our work includes the following activities:

· Provide desktop support by answering all user requests for help via telephone calls, emails, and requests received electronically from other sources

· Maintain a professional concept of operations (CONOP) for handling trouble calls

· Monitor email and FAX queues for reported problems
· Log and track all calls using Remedy Problem Management System

· Use the Remedy knowledge base, ticket histories, FAQ, and help files to resolve problems

· As problems are resolved, we enter a full trouble description before closing the ticket

· Provide recommendations for improvements

· Maintain awareness of escalation procedures including specified amount of time in queue
· Record and document results in Remedy trouble ticket system to serve as resource for resolution of future trouble calls 

· Follow-up on open calls and attempted to expedite resolutions
· Perform quality assurance on completed trouble tickets with call backs to problem reporters 
· Produce a shift report, which documented critical problems and issues, for incoming shifts
· Provided a monthly progress report
· Maintain up-to-date status of CONOP procedures, including decision trees
· Maintain a web page with FAQ’s and important news scrolled
· Keep end-users informed of action(s) taken
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