USGS IT Service Desk Service Portfolio

Vision 

To deliver world-class IT services and solutions.
Mission
· Enable USGS science by taking ownership of each service request. 

· Manage each customer request correctly.
· Escalate efficiently.
· Communicate to the customer.
· Ensure customer satisfaction.
Role
· Provide a single point of contact for customers of IT services, including hardware and software.

· Deliver timely, high quality support from skilled staff.

· Support IT changes across operational, technological, and procedural boundaries.

· Enhance customer satisfaction.

· Help minimize business interruptions due to IT issues.

· Maximize first call resolution. 
Scope of Services
· Receive and record all IT related calls from customers.
· Provide initial assessment of all incidents.

· Monitor and escalate incidents and keeps customers informed of status and progress.

· Produce management, monitoring, and metrics reports.

Benefits
· Improve customer service, perception, and satisfaction.

· Increase accessibility for customers via single point of contact.

· Improve service quality and faster response to customer requests.

· Improve teamwork and communication.

· More effective and efficient use of support resources.

· Better management information for decision support.

Hours of Operation

7:00 a.m. to 7:00 p.m. Eastern Standard Time – Monday through Friday, excluding Federal Government holidays.
Contact Information
Direct telephone line:  703-648-HELP (4357) 
TTY access for hearing impaired employees:  703-648-7377
E-mail:  GS Help Desk (within the USGS address book)
             GS_Help_Desk@usgs.gov (outside of the USGS address book)

Customer Base
The IT Service Desk is the provider of routine desktop and network services for U.S. Geological Survey programs.  The USGS IT Service Desk currently supports over 2,500 users at multiple locations.
Lotus Notes software and user account services are offered to the Local Lotus Notes Mail Administrators (LLMAs) at all USGS locations.

Enterprise Active Directory (EAD) user account services are offered to the Certified Organizational Unit Administrators (COUAs) at all USGS locations.

Virtual Private Network (VPN) user account services are offered at all USGS locations.

Service Offering
The USGS IT Service Desk offers IT services in the following areas:
1. Desktop Services

2. Network/Infrastructure Services

The table below provides a high level description of each type of service.  Incidents or service requests that the USGS IT Service Desk cannot resolve are escalated to the appropriate local or enterprise support team for additional assistance.
	Desktop Services

	Service
	Description

	Hardware
	Provides support for acquisition of IT hardware.*

	Software
	Provides first level support for USGS software applications, installation, upgrade, and escalation of incidents and service requests to local or enterprise support.**

	User Account
	Provides user accounts, password assistance, and escalation to enterprise support. 

	Voice/Phone
	We provide routing of service requests for installation, moves, removals, problem resolution and feature utilization of telephone equipment and related services.

	Network/Infrastructure Services

	Service
	Description

	Data Storage
	Provides first level support for accessing data storage, and escalation of incidents and service requests to local support.

	Enterprise Active Directory
	Provides first level support for EAD, escalation of incidents and service requests to local or enterprise support, and reset or unlock EAD user accounts.

	Enterprise Virtual Private Network
	Provides first level support for VPN, escalation of incidents and service requests to local or enterprise support, reset VPN user accounts, and assist with VPN setup and configuration.

	Local Area Network
	Provides first level support for the local area network, and escalation of incidents and service requests to local or enterprise support.

	Web Site Services 
	Provides first level support for accessing USGS web sites and escalation of incidents and service requests to local or enterprise support.


* Supported hardware includes:  Blackberries, Desktops, Laptops, Macintoshes, Printers, and Other Peripherals. 

** Supported software includes:  ActiveX, Adobe Acrobat, Adobe Illustrator, Adobe Photoshop, Andrew File System, Blackberry, BlueZone, Dreamweaver, Ghost, HEAT, iNotes, Internet Explorer, Java, Lotus Notes E-mail Client, Lotus Notes Quickplace, Lotus Sametime, Microsoft Office 2003 and 2007, Oracle, SAP, Symantec Anti-Virus, WebEx, Windows XP Professional, and WinZip.

Performance Measures
At a minimum, the USGS IT Service Desk meets the following performance measures:

· Answer 90% of customer telephone calls within thirty seconds during hours of operation.
· Answer customer e-mails within one business day.

· Resolve at least 50% of USGS IT Service Desk resolvable customer calls.
· Maintain overall customer satisfaction of 94% or higher based on Help Desk Institute (HDI) Customer Satisfaction Institute (CSI) surveys.
For current performance measures, please reference the USGS IT Service Desk web page (http://internal.cr.usgs.gov/itservicedesk/) on the left menu bar under the IT Service Desk Monthly Scorecard area.
Cost Distribution

The cost for USGS IT Service Desk support ranges between $300.00 and $450.00 per user. 
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