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3.3.17   Service Desk Services – Change Page
Service Desk Services manage and coordinate the handling of incidents, problems, and non-Service Catalog requests with end users and IT groups for unclassified and classified equipment.  The Service Desk provides multiple means (e.g., single toll-free number and single Web interface) for requesting service.  The Service Desk manages the life cycle of incidents, problems, and service requests including fulfillment, verification, and closure.  Service desk support includes multiple tiers in accordance with the Incident Management process: 
a. Tier 0: End user self-service. 
b. Tier 1: Basic service support to end users and IT groups. 
c. Tier 2: More complex service support requiring the involvement of SMEs.
d. Tier 3: Onsite support for complex service support requirements that may involve certified systems engineers or touch labor as defined in Section 3.3.33 Desk Side Support Services.  
e. Tier 4: Engineering technology support. 

Service Desk Services encompasses support for five basic types of end users: 1) VIP; 2) MOC C2; 3) Deployed; 4) Business; and 5) Developer.  Further automation of enhanced processes will improve the efficiency and effectiveness of the NGEN Service Desk.  An example of a potential improvement is a Web based knowledge management system to increase end user self-sufficiency.
  
Service Desk Services are shared services.  The ES Contractor is designated as the primary service provider, and the TXS Contractor is designated as the supporting service provider.  The Contractors shall collaborate with each other and other service providers to provide the common services described below.

The ES Contractor shall: 
a. Provide Service Desk Services for defined enclaves (e.g., classified, unclassified, and COIs).
b. Provide geographically diverse and redundant Service Desk Services within the CONUS.  Each environment must be capable of servicing the entire NGEN population in the event of a natural disaster or loss of capabilities.
c. Provide Service Desk Services from an ES Contractor facility if Government Service Desk space is inadequate to meet all Service Desk facility requirements. 
d. Provide Service Desk Services availability for all users, 24x7x365.
e. Coordinate and integrate site touch labor to support Service Desk Services and Desk Side Support Services as defined in Section 3.3.33.
f. Provide Service Desk ticket submission and tracking through multiple means (e.g., email, single toll-free number, and single web interface), to include a routing system for end user classifications.
g. Document, assess, track, and resolve or fulfill Service Desk incidents and requests in accordance with Section 3.4.1.9 Incident Management and Section 3.3.2.3 Service Order Management.
h. Coordinate with the other service providers to resolve incidents and fulfill requests.
i. Operate and maintain an online status system to initiate, query, track, update, and display information (e.g., aging and backlog) pertaining to incidents, problems, and requests.  
j. Track the resolution of all service desk incidents, problems, and Service Requests to closure.
k. Verify resolution with the customer prior to closing incidents, problems, and requests.
l. Upon resolution of an incident for outage of service, provide the Government with written information regarding the reason for the outage, corrective actions taken, and any follow-on actions. (CDRL A036 – After Action Report)   
m. Provide Service Desk Services for NGEN VIP, MOC C2, Deployed, Business, and Developer end users, including support for appropriate services (e.g., remote access, OWA, email, email redirection, client HW, client SW, and deployable process support).  The support requirements for each category of NGEN end users is identified in the NGEN Service Level Requirements document, listed as Attachment 13 in Section J of the contract.  
i. Very Important Person (VIP) - VIPs include end users in key leadership and management positions with enhanced service desk and desk side support service requirements.  Executive VIP (EVIP) end users are a subset of VIPs that includes the most senior executives in the Navy.  Executive VIP (EVIP) and VIP users receive the same level of service.  The only additional service provided to EVIP users is manual internal notifications [e.g., Situational Reports (SITREPS) and outage notifications].  
a) Provide support that meets Level of Service (LOS) 2 - Mission Critical Services requirements and adheres to the VIP and EVIP processes and procedures in the NGEN TDR.
b) Provide a dedicated VIP Hotline, with Continental United States (CONUS) and Outside Continental United States (OCONUS) phone numbers, at the Service Desk that is manned 24x7x365, for continuous technical support and rapid remediation.  
c) Provide EVIP users with manual internal notifications.
d) Provide VIP users non-intrusive preventative maintenance.
e) Prepare VIP users for travel, and provide VIP users service at Navy facilities.
f) Maintain and update the VIP Authorized Proxy List.
g) Maintain and update the VIP processes.    
ii. Maritime Operations Center (MOC) C2 – NGEN end users assigned to Fleet MOCs.  The total number of MOC C2 end users is not to exceed 500 during surge operations.  Currently, there are approximately 150 MOC Standard C2 users and approximately 30 MOC Special C2 users.  SLRs 400-410 are used to measure performance for MOC C2 users.
iii. Deployed – NGEN end users deployed to or stationed in an expeditionary or field environment and require integration of the end user device into another network.  LOS 2 – Mission Critical Services is used to measure performance for Deployed users. 
iv. Business – NGEN end users other than VIP, MOC C2, and Deployed.  LOS 1 – Standard Services is used to measure performance for Business users.
v. Developer – NGEN end users who do software development.  LOS 1 – Standard Services is used to measure performance for Developers.
n. Provide an interface between the NGEN Service Desk and legacy networks, Government application Service Desks, as well as third party providers [e.g., Personal Digital Assistant (PDA) and end user equipment].  This interface includes redirecting end user calls to the applicable legacy system Service Desk after confirming NGEN services are not the source of the legacy system anomaly or outage.
o. Escalate and resolve incidents in coordination with the BPS desk side support agents when Tiers 1 and 2 have not been able to resolve.
p. Automatically generate, post, and retain historical information (over the life of the contract) for monthly Service Desk performance measurements on a Government designated website and report this information as part of the Monthly Status Report and, depending upon the agenda, the PMR presentation. (CDRL A010 – Monthly Status Report and CDRL A002 – Presentation Material)
q. Input information obtained from addressing Service Desk tickets and from other lessons learned into the NGEN Knowledge Repository to support analysis, trouble shooting, and future service delivery.

