Email Letter #1 – Send out one-two weeks prior to roll in

__________Enterprise Service Desk (ESDP)
On ____________ initiated the Enterprise Service Desk (ESD). This centralized help desk is designed to provide efficient and effective computer support across all of the _____________________________.   As mentioned in previous presentations about the CCC, you have three ways of submitting requests for assistance:
· Call <PHONE NUMBER HERE> and talk directly to the contractor support staff answering calls. 

· Enter your requests for assistance electronically by using the WEB 

· Email your request to <EMAIL ADDRESS> when you are in the office, or to 
When you call the CCC at <PHONE NUMBER>, the contractor support staff answering your call will discuss your request with you and then enter a ticket into the c.Support trouble tracking system on your behalf.  All efforts will be made using advanced tools, such as Microsoft Remote Assistance, to resolve the problem at the time of the call.  If the call cannot be solved on First Contact, it will be assigned to your local Service Desk staff for further investigation and resolution.
If you prefer, you can submit your support request directly into the trouble tracking system via the NIM. This message provides instructions on how to use the NIM. You can access the NIM from your desktop - When you click on the Open NIM button, your personalized portal will open. This view is divided into two sections or panes. The left-most pane contains four buttons that allow you to:

· Create a request for assistance

· Save a request as draft

· View your open requests. This is the default and will appear whenever you open the NIM.
· View your closed requests.

To create a request for assistance, click on the Create Need button, you will be presented with a data input form. Based on your Lotus Notes ID, your personal information will be pre-filled when you open the form. Minimally, you will be required to fill the Need Title and Need Description fields before submitting your request. If you are requesting access to a system, or if you are requesting new hardware, use the appropriate buttons to indicate the nature of your request. If your request is for support for an ORD-wide application, you must choose the application from the associated pick list. You can use the NIM to enter a support request on behalf of another customer by completing the form as described and then replacing your name in the pre-filled Name of Customer field with the name of the person for whom you are submitting the request. Finally, if you are submitting the request for support at a location other than your usual work site, use the Actual Site Code of Customer pick list to specify the physical location where you need assistance. Once you have entered all of the information relevant to your request, click Submit in the top left corner of the view. Your request will be automatically routed to the appropriate contractor support staff for resolution.  Using the NIM may provide a significant advantage if you have precise and detailed information relevant to your request. You can either key the information directly into the Need Description field, or you can paste pertinent text directly into the field.
If you have questions or comments about accessing the CC, please contact your IT Coordinator (listed below) or the Call Center Manager, ___________________________________.

Organization IT Coordinator Phone #:  ________________________________
DEPARTMENT

IF USED (Fill in Contact Name/#) ________________

DEPARTMENT

IF USED (Fill in Contact Name/#) ________________
DEPARTMENT
 
IF USED (Fill in Contact Name/#) ________________
DEPARTMENT

IF USED (Fill in Contact Name/#) ________________
We have also established an ORD CC Email Box for disseminating information to our local user community pertaining to ORD's Total Cost of Ownership (TCO) initiative. You can send any correspondence to ORD-CCC.  Additionally, we will use this mailbox to keep you apprised of upcoming TCO activities that could affect you and to advise you of ways to maximize your computing services. It will also be our way of providing you with information pertaining to the new ORD desktops, deployment schedule for those desktops, and upcoming changes to the ORD networks. 
Signed:    ___________________________ 

Email Letter #2 – Send out one-two weeks prior to roll in

ORD Call Center (CC)
During the past several weeks, you have been provided information on the Total Cost of Ownership (TCO) approach that ORD is pursuing with regard to delivery of certain information technology support services. Your location will soon implement the first aspect of the final transition to TCO.   On DATE, the help desks supporting the _#__ ORD organizations in {LOCATION} will collaboratively provide a new ORD Call Center. A brief description of the visible changes follows.

The effect of the first change will depend upon the Lab/Center/Office (L/C/O) in which you reside. Each L/C/O currently provides access to their respective help desk through a variety of means. You will have three methods of access:
· Call the new ORD Call Center number 1-866-ORD-2CC1 and talk directly to the contractor support staff answering calls. 

· Enter your requests for assistance electronically by using the Need Input Manager (NIM). The NIM is a Lotus Notes module that allows you to enter requests for yourself or others and check status of active requests. In the next few days, a link to the NIM, along with additional guidance on how to access the Consolidated Call Center, will be sent to you via Email. 
· Email your request to ORD-Help when you are in the office, or to from outside the EPA. When e-mailing from Lotus Notes, your request will be routed to the appropriate contract support staff automatically.
The table below summarizes the differences between the current and new procedures in use.  Regardless of the procedure used, your request will be routed to the appropriate regional Service Desk technician.  (Use the L/C/O’s located at your site—far left column)
	Office Location
	Old Procedure to
Request IT Support
	New Procedure
to Request IT Support

	LOCATION
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	?????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd

	
	??????
	WEB, or CHAT or  Call 1-877-ESA-HELP, or

 Email to ESA-HELP, FAX to 1-XXX-XXX-XXXX
 Web:  http://intranet.dol.gov/esa/esaesd


You will notice the second change when you place a call to the ORD Call Center. As mentioned in previous messages about TCO, the contractor staff that support you now at desk side, will continue to respond to your requests for assistance. However, the contractor staff who answer the phone will be from the ORD Call Center. Even with this change, the level of support provided should be the same. Over time, the support staff will respond to all L/C/O users as a single support team.

The third change will be to the routine correspondence you receive regarding the status of your request for assistance. The current L/C/O-specific help desk tools will be turned off and no longer accessible. Any requests that are not resolved prior to the activation of the ORD Call Center will be transferred to c.Support, the Call Center software that will be used throughout ORD for processing help or incident tickets. By transferring your requests to the new system, we can insure that they are resolved and not 'lost'. If you have an open request when the requests are transferred, you will receive an Email notification from c.Support advising you that a ticket has been opened in your name. You will continue to receive routine correspondence from the system whenever you have an active request. The correspondence will advise you of the status of your request. Additionally, you will be given the opportunity to provide feedback about your service experience each time a ticket is closed.

During the transition period, if you should experience a significant reduction in quality or responsiveness of IT support, please contact (by phone or Email) ___________________, who is leading the Call Center effort, at ________________________ CC Manager, at ____________.   Alternatively, you may contact your IT Coordinator (listed below).
We welcome your feedback as we proceed with this initiative and thank you for your cooperation.
Organization IT Coordinator Phone #:  ________________________________
DEPARTMENT

IF USED (Fill in Contact Name/#) ________________

DEPARTMENT

IF USED (Fill in Contact Name/#) ________________

DEPARTMENT
 
IF USED (Fill in Contact Name/#) ________________

DEPARTMENT

IF USED (Fill in Contact Name/#) ________________
Signed:
___________________________ 
