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· A consolidated help desk servicing the combat support systems/solutions supported by the MSG

· A clearing house of information for trouble tickets

· A tracking mechanism to give Commanders information on the number and kind of help desk calls their users make

· An infrastructure for calling - good at any base, any contractor facility, and user site world-wide

· A standard process for gathering important statistics about your system
Why do we need the VIC?

· Provides a single phone number for MSG customers

· one entry-point for all customer support

· links all needed expertise to the customer

· standard support process for all MSG systems/solutions

· Management visibility into all MSG software problems

· centralized database of all customer troubles

· identifies potential time-saving improvements

· Accurate accounting of MSG service to the customer

· tracks all assistance calls and trouble tickets

· problem follow-up and customer feedback

· centralized  monthly metrics and customized reports 

· Evolution to economies of scale

· standard process will reduce help desks

· infrastructure in place for “new” systems

· knowledge-base for self-help will reduce the number of calls





How do we get our systems into the VIC?

Enterprise Management VIC Project Personnel are available to assist you in all phases of help desk consolidation from planning to full implementation of your system/solution.  Follow these steps:

· Call us to schedule an initial meeting.

· Work with the VIC folks to determine the level of support required

· Review the VIC Support Proposal (VSP) we develop based upon your requirements

· Negotiate terms and conditions of the VSP and associated VIC costs

· Review the set up of your requirements and access to the VIC tools

· Train your end users to call the VIC for all system related problems

· Attend feedback sessions so we can ensure we are meeting your expectations
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                           (937) 257-4499 

                           DSN 787-4499

          Toll Free (866) 360-2800

All numbers are voice and fax capable

VIC Terminology

Virtual Information Center (VIC):  a central help desk that electronically links all MSG systems/solutions help desks and support specialists into a single integrated customer support activity

Help Desk:  Any entity or organization that provides direct support to customers requiring assistance in operating a system/solution

Level 0 Support:  online search and problem resolution 

capabilities that are provided to customers for self-help

Level 1 Support:  support provided by a generalist or agent, the person who first talks to customer and initiates a trouble ticket

Level 2 Support:  support provided by technical specialists, such as programmers, analysts, database administrators, network specialists, computer operators, and desktop technicians

Level 3 Support:  the highest-level support provided by the software subject matter expert (SME), who answers the most complex questions and resolves the most difficult problems

Trouble ticket:  a record of the customer’s problem or request for assistance and all subsequent actions taken to resolve the issue

Using customer: the functional end user who uses the system/software to perform the mission

Paying customer:  the organization that funds the development, operation, and sustainment of a system/solution

Managing customer:  the organization(s) responsible for the development and sustainment of a system/solution

Operating customer:  the organization(s), including specialized technicians, that ensure the successful operation of a system/solution
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WIFM?


(What’s in it for me?)


The VIC can do these things for your system/solution:


One number to call for ALL software problems


Friendly customer service to your user base


 24 x 7 availability


Assistance in logons, reset user Ids and passwords (


Trouble ticket open, follow-up, update, closure	


Problem type categorization 


Commercial off-the-shelf (COTS) application support


Problem assignment/routing	


Environment monitoring	


Current system status/outage monitoring	


Scheduled outage and special run notification to OPR


Coordination with other system surveillance POC, pilot, and functional OPRs on schedules, block changes, or releases, and special events


Verification of successful job completion and file status


Notification of appropriate OPR for non-conforming errors


Detection of poor and degraded program performance 


Reports of discrepancy to pilot programmers 


Answers to user questions on system operation


Metrics and trends to aid in data calls


Accurate accounting of service to your customer


Feedback to program manager from system users


Reduction in the impact of dwindling subject matter experts through generation of knowledge base and self-help features


System history to user or OPR 


Processing and tracking of change requests 
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