HQ ODIN METRICS
Delivery Order 3
	SERVICE
	SERVICE DESCRIPTION
	METRIC

	Integrated Customer Support/Help Desk
	Provides Help Desk contact, resolution, and tracking services for customer support for the following ODIN supported capabilities:

•  System hardware, system software, and application software

•  Supported catalog hardware and software

•  Generation of trouble tickets

•  Providing customer and service providers with system status and alerts

•  Submitting unresolved problems to ODIN service providers  

•  Responsible for routing and tracking user requests for non-ODIN services to the appropriate service provider (via The ODIN provided Help Desk)
Provide consultation services for all Triage Level 1 software packages which include assisting customers in the correct usage of the software.
	Hours of operation are from 6:00 a.m. to 6:00 p.m. local time on workdays. 
Acknowledgment of request within 1 hour.


	Hardware Maintenance
	Provides standard hardware maintenance services for the computer hardware system (CPU, Memory, Monitor, Keyboard, Mouse and designated peripherals).  
	Restore to service within 8 work hours 


	System Software Maintenance
	Provide software maintenance services for system software including the operating system, security software, and appropriate “middleware” communications software, OS services, application services, and system management services.  Software patches are modifications to the software which provide security and bug fixes. 
	Restore to service within 8 work hours 


	Application Software Maintenance
	Provides services for application software that is defined as part of the ODIN seat type.  
	Restore to service within 8 work hours 


	New Computer Seat
	Provide new computer seats with all required core hardware and 

software.
	3 business days after Government approval

	New Mobile Computing Seat
	Provide new mobile computer seat.
	3 business days after Government approval

	Computer Hardware Refresh
	Refresh computers
	System replacement every 3 years

	Mobile Computing Hardware Refresh
	Refresh PDAs and cell phones
	System replacement every 18 months

	Moves/Adds/Changes (MAC)
	Provides services to perform user requested system hardware, de-installation, move and re-installation of catalog hardware and software.  


	<= 5 moves/adds/changes completed within 2 work days
6 to 24 moves/adds/changes completed within 5 work days
25 to 50 moves/adds/changes completed within 10 work days
Greater than 50 is negotiated

	ODIN Catalog Orders
	Deliver and install catalog items.
	10 business days from DOCOTR approval of orders.  

	ODIN Catalog Orders Quotes
	Provide a quote response including price and delivery date.
	Within 2 business days of the request.

	PC Mall Catalog Orders
	Deliver and install PC Mall Catalog hardware or software
	From the time a ticket is assigned to ODIN Dispatch in Remedy:  See Moves/Adds/Changes (MAC)

	System Administration
	Network Security Compliance, Configuration Management, and related error detection and problem tracking (Customer returns from travel and needs IP addresses re-entered, assisting customer with changing user definable OS Options ie, Desktop Screen resolution.
	Response by next workday


