Service Desk Future’s Team
Frequently Asked Questions

(USGS Face-to-Face Future’s Team Meeting, Denver, CO, Oct. 30 and 31, 2007)

(Q:  Western Region Systems Administrators. A: National Service Desk Future’s Team)
Q)
What will be the hours of operation of the Service Desk?
A)
7:00 AM through 7:00 PM EST. 
Q)
How will states such as Hawaii and Alaska be serviced outside the hours of 7:00 AM through 7:00 PM EST?

A)
More shifts will be implemented to make up for the time zone differences. There is the possibility of using two help desks, each in different geographical locations. Also, multiple locations would provide the capability of implementing a contingency strategy in the event of emergencies.
Q)
Will use of the Service Desk be mandatory?

A)
No.
Q)
Will Cost Centers be assessed and charged for Service Desk use?

A)
No. Because use will not be mandatory, there will be no assessments.
Q)
Will there be support for non-Windows systems, such as Unix and Macs?

A)
Yes.
Q)
Is the Service Desk a way to outsource local IT?

A)
No.
Q)
What is the current staffing of the Denver Service Desk?
A)
Currently, we have six well-trained technicians. If all USGS Cost Centers were to be supported, approximately 50 would be required. 
Q)
Are there any data that have been collected from pilot Cost Centers?

A)
Yes. The pilot for South Dakota was completed at the end of October 2007. Approximately 35 percent of the calls were resolved by the Service Desk. The remaining calls were forwarded to tier 2. Data are still being collected.
Q)
Will the Service Desk be able to deliver all services in its portfolio?
A)
Yes. If the service is in the portfolio, it is supported.
Q)
How will users know if a trouble call is tier 1 or tier 2?
A)
Users will not need to know this. Service Desk personnel will make that call.
Q)
What will be the benefit for Cost Centers that have local IT support?

A)
Because calls are routed through the Service Desk, the local IT staff will have more time for performing other functions that will help to improve operations.

Q)
Will all national IT staff have access to the Service Desk knowledge database for previous solutions that have been provided to their users?

A)
Yes. The new Service Desk’s helpdesk software is going to make this possible.
Q)
Who will oversee the Service Desk?

A) 
Headquarters with GIO oversight.
