Help Desk Services

RGII proposes the following Help Desk solution model with a Computer Incident Response Center (CIR) to achieve faster resolution of the end-user trouble tickets. Exhibit 2-3 illustrates the RGII Help Desk Process.
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Exhibit 2-3: RGII Help Desk Process
RGII technicians are experienced with operating, supporting, and managing help desk operations 24 hours a day, 7 days a week. Currently we provide this type of coverage for over twenty-five individual help desk customers including the Department of Commerce’s (DOC) National Oceanic and Atmospheric Administration (NOAA) campus (6,000 end-users), Federal Aviation Administration (FAA) (1,000 end-users), U.S. Coast Guard (2,500 end-users), and Naval Sea Systems Command (NAVSEA) (5,000 end-users), RGII technicians man and operate the Network Operations Center help desk. RGII technicians operating the MARAD help desk will operate under a staggered shift work plan and ensure full coverage is maintained between the hours of 0600 and 1800, Monday through Friday, excluding government holidays. This coverage includes a maximum presence during the statistically quantified peak load times as well as a minimal presence from 0600 to 0700 and 1730 to 1800. 

RGII technicians will perform routine and necessary tasks during the off peak times including: administrative duties, identifications, assignment of new calls, nightly reports, server and/or, status checks. Peak load times are statistically monitored and may be shifted to ensure appropriate staffing levels are maintained with timely response to user requests. RGII will respond with extended hours coverage when necessary to MARAD. Rotating “on call” shifts will cover the extended hours. RGII technicians are experienced with supporting remote offices and providing extended telephone support. It is understood that the Regional Offices will require additional telephone to support due to the time difference in New Orleans and San Francisco. 

RGII will provide at no additional cost the Help Desk Automated Tracking System (HEAT) to replace the current MARAD Access Help Desk package. The help desk software records and tracks a variety of information including: the number of event calls received, status of event calls, problem management and history of problem resolutions. Our technicians will track all calls in the MARAD Help Desk tracking system using the HEAT Help Desk software which will be migrated from the Access database. Our technicians will ensure the information is updated frequently and accurately in order to provide future problem resolution, trend analysis, and performance metrics. 

Help desk reporting is very important to ensure that MARAD is kept informed of the problems, resolutions, call durations and other specialized reports, RGII technicians are experienced with providing and developing these type of reports. RGII will issue monthly Quality Control metrics reports graphically depicting the number of calls received, duration of open calls, number of closed calls, calls open over 30 days, and breakdown by organization codes, individual users, problem types and average time of resolution. Other Help Desk reports will be produced upon request.  The tracking database reports can be categorized by type of problem, or technician name.

Whether by customer walk-in, telephone, or electronic mail, all trouble calls are immediately entered into the MARAD Help Desk knowledgebase tracking system. All calls are tracked from open to close documenting the unique problem number, the assigned staff member, date and time of the call, date problem assigned to staff member, date and time of response to call, date and time of problem resolution, the nature of the problem and how it was resolved or what needs to be done to resolve the problem, name, organization, room number, and telephone number of the user reporting the problem. If the problem is not immediately resolved, the problem will be escalated and assigned to desk side support. RGII technicians will identify, troubleshoot, and solve the problem with minimal operational downtime to the end-user. The requesting end-user is assigned a unique tracking number by the RGII technician. The end-user using the unique tracking number can access via the Web or by contacting the help desk to obtain status updates regarding their trouble call including the current progress or any pending issues with resolving the request.  Upon completion of the desk side support, the technician will obtain the user’s sign off of the problem ticket.  If the user is not available at his/her desk when the technician services the equipment, a standard form will be left documenting all the problem parameters stated above.

The RGII designated technician will be responsible for providing the initial response and assuring that the trouble call is resolved in a timely manner. The MARAD Help Desk Staff will also be responsible for monitoring these calls and taking corrective actions when necessary. Our technicians will respond and resolve hardware repairs, software fixes for COTS applications, address user procedures, and customizing MARAD applications. RGII ensures that help desk tickets are resolved to the end-user’s satisfaction with surveys conducted by the Help Desk Supervisor within 24-48 hours of the call being closed.

RGII will provide a follow-through with each problem call. Our technicians understand the importance of the MARAD mission and that the key is a successful help desk support providing problem resolution and end-user satisfaction.  Upon resolution of the original trouble call, our technician, in the presence of the end-user, shall complete a thorough systems check to verify operation of all applications and peripherals.  The end-user will be informed of any changes and properly trained to minimize the chance of re-occurrence of the trouble call. 

RGII maintains Service Level Agreements (SLAs) with many Original Equipment Manufacturers (OEMs) for Tier 3 support including Dell, HP, Cisco, Oracle, Entrust, Verisign and Microsoft. Recently, Defense Security Cooperation Agency (DSCA) desktop PC’s were failing. After testing, RGII determined the hard drives were the cause of the failures. We notified the DSCA IRM Manager of the problem and contacted the system OEM to discover the systems were out of warranty, but the hard drives were not. RGII then contacted the hard drive OEM to replace the hard drives. RGII successfully resolved the problem by successfully interfacing with many vendors.

RGII develops, maintains, and implements Standard Operating Procedures (SOPs) for all RGII-managed operations, including: computer help desk, LAN support, WAN operations, end-users computer usage, and software training. The MARAD SOPs will provide the integrity, reliability, and continuity of help desk operations. RGII SOPs are tested before being implemented, revised, and re-tested for quality. All SOPs are maintained, and reviewed quarterly to ensure current up-to-date procedures, or on an as needed basis. The manual serves to minimize the loss of knowledge and experience when key staff members are not available and is used to orient new help desk staff members. The MARAD Help Desk SOP is considered a “living” document and it is maintained regularly. 

RGII proposes to partner with MARAD Dell in establishing and implementing ISO 9001:2000 quality assurances that will shorten the closure rate in satisfying and responding to end-user help desk issues and requests. Our technicians will develop for our MARAD monthly client newsletters, cheat sheets, tips and tricks, and conduct end-user surveys to ensure the use of best practices are provided.  Our technicians are experienced with testing and verifying desk side problems are resolved correctly and that the end-user is satisfied and approves the resolution. RGII technicians will track and provide metrics regarding number of problems received and resolved each day, and analyze the call by organization code, individual user, nature of problem, average time for problem resolution, and calls open longer than 30 calendar days. 










