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EUSC SCOPE OF USE

The scope of the End User Support Center (EUSC) is “Your single point of contact for computer support.”  The focus is currently on Core Services (listed below) to ensure that the EUSC staff and processes are working well.  More services will be added in the coming months based on demand and potential benefits.

Current Core Service areas are:

· Desktop/laptop PC standard software image problems

· PC/server integration problems

· How-to questions

· Hardware problems (desktop and laptop PCs, server, peripheral)

· System Installation, Move, Add, or Change (SIMAC) request processing IAW internal Agency Service Level Agreements (SLAs) (See Technical Exhibit 25)

· Problems as a result of Tivoli or other automated software installation/update processes

· Human Resource Management applications

· Network Connectivity (WAN, LAN, VPN, Dial-in)

· Server software problems

· Malware, viruses, spam

If an employee is unsure of the nature of the problem s/he should call the EUSC.

Additional services are being added as needed.  Services are added to the EUSC in a service-wide standard approach.  Currently we plan to integrate all business area applications into the EUSC unless some exceptional requirement can’t be met by the EUSC or the number of users is very small.

Adding new services requires that supporting information regarding procedures and workflow, as well as related Knowledge Database documents, be created in conjunction with or provided to the EUSC so that the customer gets the best service and the trouble call into the EUSC adds value.  End users may call the EUSC for non-supported services.  A user will not be turned away from the EUSC for any problem or service request.  However, end users are expected to use common sense when contacting the EUSC, such as not requesting a toner cartridge thru the EUSC unless the local site has no support.  The EUSC has contacts for business area applications that are not currently supported and will forward tickets for resolution as appropriate, if the resolution is out of scope for the EUSC

The EUSC is designed to tie in with the outcome of the Forest Service’s IT Infrastructure competitive sourcing effort, whether the competition is won by the Agency Tender or a commercial offeror’s proposal.

WHAT IS PROVIDED BY THE EUSC CONTRACT

Following is a high-level summary of the features and services provided by the EUSC contract.  It is not intended to represent a complete list of those features and services, nor does it have any controlling effect on the relationship between the Forest Service and the EUSC.  

The EUSC contract provides for:

· A single point of contact, and related infrastructure, for the resolution of end user problems with the Forest Service’s Information Technology Infrastructure:

· Toll-free call-in number (888-426-3872)

· Ticket Database (ManageNow)

· Knowledge Database (SearchNow)

· automated call distributor

· High-speed (currently T-1) network connectivity between the Forest Service and the EUSC

· integrated change management tool for notifying the EUSC of infrastructure changes 

· Website (HelpNow) that provides end users with access to self-help support and the ability to create tickets

· Provision of all Tier 1 support (call center support for problems that are in scope, have defined resolutions already in the Knowledge Database, and can be resolved either over the phone or using remote diagnostic and repair tools, such as Remote Control)

· Provision of Tier 2 remote support for all COTS software on Forest Service desktop/laptop PC image (support for in-scope problems for which resolutions don’t yet exist in the Knowledge Database, but which are resolvable either over the phone or using remote diagnostic and repair tools, such as Remote Control)

· Creation and maintenance (with Forest Service subject matter input as needed) of Knowledge Database documents for closed tickets

· Provision of management reports and a web-based reporting tool (ESM/RT) accessible by Forest Service management

· Coordination and cooperation with Forest Service Tier 2 and Tier 3 organizations to achieve resolution of end user problems

· Use of remote management tools such as Tivoli Remote Control or Lotus Sametime for remote troubleshooting and end user’s problems

· Limited monitoring of the status of the health of the Forest Service IT Infrastructure

