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Help Desk - User Resource Center (URC) Process

	Purpose: 

(Further expansion of title, if appropriate)
	

	Process History:
(List all previous versions, with dates)
	

	Originating Department:

	END USER SUPPORT / Help Desk / User Resource Center

	ISEM Process Owner (name):

	H. Trey Wheat



	ISEM Process Owner (email):


	hwheat1@hq.nasa.gov

	ISEM Backup Staff (name):


	Toyshika Epps-Brown (Help Desk Manager) / Help Desk Agents

	ISEM Backup Staff (email):


	tepps@hq.nasa.gov / agents@hq.nasa.gov


	ISEM Department Manager (name):


	Richard Arnold

	ISEM Department Manager (email):


	rarnold@hq.nasa.gov


	NASA POC (name / title):


	Noah Nason/Chief, User Services Branch, Code CI

	NASA POC (email):


	nnason@nasa.gov

	NASA Backup POC (name:


	Jeff Anderson

	NASA Backup POC (email):


	jeff.anderson@nasa.gov



NOTE 1:  

The URC is open from 6:00 a.m. to 6:00 pm. Monday through Friday, excluding weekends and holidays.  Assistance is provided on a first-come first-served basis.  

NASA HQ users (including contractors) visit the User Resource Center (URC) for assistance with software and hardware related issues.

Only NASA HQ-approved software and hardware is supported (see under “Tools”).

Resources for mass production of CDs are not available.

The URC complements the Computer Training Center (CTC) for one-on-one deskside training.

If above-coreload software is requested, for example if a user’s desktop machine is being serviced and there is an immediate requirement, URC personnel will direct the user to an available URC machine.  If the software is not available on a URC machine, personnel may locate and install it, and then, depending on license restrictions, may either leave it on the machine or remove it after use.

PROCESS

User Resource Center Manager:

· Opens the URC, ensures that the door is unlocked; and turns on and sets up the MAC and PC workstations

· Provides:

· One-on-one training sessions, preferably by appointment, for word processing; printing; scanning; creation of graphics; CD copying; and dial-in and web access.  If extensive training is required, users are referred to the Computer Training Center (CTC).  Training with URC personnel may be scheduled by calling the URC at 202-358-0650.

· Support and services (see above) 

· Requests that users complete the URC log when assistance is provided 

· Log consists of:

· Date and Time

· Sign-in (user name)

· Type of service provided

· Quality of service

· Comments

· From log information, creates Remedy tickets by close of business each day.  Once a month (by month end), generates Customer Satisfaction Surveys for completion by randomly selected users.

Remedy Ticket Details

· Request Type – ODIN

· Type of Service – Customer Support

· Category – Info Request

· Seat Code – GP1 or GP3

· Service Level – Internal

· Support Group – IT Support Center
· Summary – URC and service requested
· Description Text – Enter user service provided
· Places the ticket in “Complete” status (the user then has 6 working days to close the ticket; after 6 days the ticket will close automatically).

COMMUNICATION REQUIREMENTS

The following personnel/organizations are active participants in this process:
User

H. Trey Wheat, User Resource Center (URC) Manager, hwheat1@hq.nasa.gov, 202-358-3400

Toyshika Epps-Brown, Help Desk Manager, tepps@hq.nasa.gov, 202-358-0577

Help Desk Agents 

LIMITATIONS

Applicable limitations on process execution (e.g., downtime)
URC personnel maintain currency with NASA HQ-approved software and hardware. If unable to provide the depth of knowledge required, personnel will determine the appropriate assistance.

ASSOCIATED PROCESSES / FORMS / CHECKLISTS

Any other requirements for this process

Customer Satisfaction Survey

TOOLS

Tools required for the execution of this process

See - NASA HQ Baseline Document 
http://www.hq.nasa.gov/office/codec/codeci/help/software/software.htm

NOTES

This section is provided for additional notes
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