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	VBA IT Handbook No. 4.03.01 HB1

Call Management and Problem Escalation—Field Facilities


	This handbook contains procedures that the proponent organization, the Benefits Delivery Staff (20S7), has developed to implement VBA Policy Directive No. 4.03.01.  You may direct any questions or comments concerning these procedures to the proponent organization.


	The three Network Support Centers (NSCs) are responsible for providing the first line of support for their client field stations for initial installations of software and hardware.  If the NSCs are unable to resolve a client’s IT problem in a timely fashion, the Philadelphia Information Technology Support Center (ITSC) will be the next point of contact for problem escalation and resolution.  Typically the calls are inquiries or reports of technical problems.  The ITSC will record, address, monitor, and provide reports on all incoming calls for assistance to ensure timely resolution.  Calls that cannot be addressed by the ITSC staff are immediately referred to Subject Matter Experts (SMEs).  SMEs are VA, VBA or contractor employees who have been identified by the Office of Information Management (OIM) as having the technical expertise in a designated area to respond to a call for assistance (such as Federal Data Corporation (FDC), Performance Engineering Corporation (PEC), Benefits Delivery Centers (BDCs), Systems Development Centers (SDC’s) and the NSCs.   The following procedures identify how calls for assistance are managed and problems are escalated to ensure timely resolution.




	
	
	
	

	
[image: image1.wmf]1


	WHO (Actor)
a.  Field IRM Staff at VA Regional Offices (VAROs), VA Medical and Regional Office Centers (VAMROCs) 


	
	ACTION
a.  Upon receiving a call for assistance from an end user, record all pertinent information about the call (see Appendix A).

b.  Attempt to resolve the call.  If unable to resolve the call, contact:

      (1)  The aligned NSC for all issues concerning installation problems.  In the event that the aligned NSC is not available due to time zone differences, the nearest available NSC or ITSC will be contacted.

      (2) The ITSC if the issue is equipment repair or replacement, router, BDN, Network outages or WAN connectivity, or any IT issue that cannot be resolved by the NSC.  Be prepared to provide the call record information. 



	
	b.  Benefits Delivery Centers (BDCs), System Development Team (SDT), and VACO Network Support 
	
	a.  Upon receiving a call for assistance from an internal user, record all pertinent information about the call (see Appendix A).

b.  Attempt to resolve the call.  If unable to address the call, contact the ITSC and be prepared to provide the call record information.

	
	c.  Network Support Center (NSC)
	
	a.  Upon receiving a call for assistance from a client RO, record all pertinent information about the call into the ITSC call management database and give the caller a tracking number (see Appendix A).

b. If the issue is equipment repair or replacement, router, BDN, IDCU outages or WAN connectivity, direct the caller to make direct contact with the ITSC .

c.  Attempt to resolve all other calls.  If unable to address the call, contact the ITSC and be prepared to provide the call record information.  

d. Ensure calls successfully resolved at the NSC level are fully documented in the call management database and close the call.




Level 1 Escalation:
Field IT staff contacts its designated NSC or the ITSC for assistance depending on the type of problem.

NOTE: VBA Field sites will not directly contact a VA vendor or SME for IT support.  ITSC will establish a 3-way call with the appropriate parties if required.

	
	WHO (Actor)

	
	ACTION
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	ITSC Staff
	
	a.  Upon receiving a call for assistance from the customer open a call record and record all pertinent information about the call (see Appendix A) into the ITSC call management database.  



	
	
	
	b.  Inform the customer of the tracking number assigned to the open call record by the ITSC call management database.



	
	
	
	c.  Attempt to resolve the call following ITSC internal policies and procedures.  



	
	
	
	d.  Record all actions taken on the open call in the ITSC call management database.  Include the date of the actions, who took them, and any other pertinent information about the call.



	
	
	
	e.  If the issue is resolved, close the ticket.




Level 2 Escalation:


ITSC staff contacts a SME for assistance

	
	
	
	f.  If unable to provide assistance to the customer's satisfaction:



	
	
	
	(1)  Assess the impact of the problem and make the appropriate notation in the description of the call record.



	
	
	
	(2)  Refer the call to an appropriate SME.  Provide a briefing of the open call record and request an estimated resolution date/time or an estimate as to when research will begin.



	
	
	
	(3)  Annotate that the call has been Referred to a SME and update the ITSC call management database.  On critical problems telephone the SME.
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	SME
	
	a.  Review the referred call record and contact the customer as soon as possible after receipt of a referred call.  (There are contractually required response times for some vendors.) 



	
	
	
	


Note:  The SME must take all necessary actions to research and resolve the problems.  If others are needed to help obtain resolution, the SME coordinates their activities and remains the primary point of contact for the ITSC.

	
	
	
	b.  Perform the necessary activities to address the call.  This includes obtaining a thorough understanding of the nature of the request, taking steps to isolate the problem and resolving it.  If others are needed to help obtain resolution, the SME coordinates their activities and is the primary contact point for the referred call record.



	
	
	
	c.  Follow up with the ITSC staff and provide a call record status at least daily for critical situations (impacts production at one or more ROs, significantly delays delivery of benefits, degrades system performance, adversely impacts security or system integrity, or affects multiple business lines) and those that have contracted repair times until the problem is resolved to the customer's satisfaction.



	
	WHO (Actor)

	
	ACTION
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	ITSC Staff


	
	a.  Follow up with the customer and provide a call record status daily, unless a specific date for resolution has been determined.



	
	
	
	b.  Upon notification that work has been completed on the customer's call:

	
	
	
	(1) Update the call record in the ITSC call management database in a complete and understandable manner.


	
	
	
	(2) Contact the customer and verify satisfaction with the assistance provided.



	
	
	
	(3) If issue is resolved, close the ticket.




Level 3 Escalation:
ITSC staff contacts the Benefits Delivery Staff management for assistance

	
	
	
	c.  If the customer is not fully satisfied with ITSC support:



	
	
	
	(1)  Inform the ITSC Supervisor.  If not resolved, proceed to (2) below.



	
	
	
	(2)  Inform the Chief, Network Systems Division.  If not resolved, proceed to (3) below.



	
	
	
	(3)  Inform the Director, Benefits Delivery Center in Philadelphia.  If not resolved, proceed to (4) below.



	
	
	
	(4)  Contact the Director, Benefits Delivery Staff (20S7) and provide a briefing of the updated call record.  In the event that the Director 20S7 is unavailable, send a communication via electronic mail to the VAVBAWAS/CO/CIO mailbox address, URGENT class, attention Deputy CIO, 20S, with the subject "ITSC escalation."




	
	WHO (Actor)

	
	ACTION
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	ITSC Staff(Continued)

	
	(5) Annotate that the call has been Escalated to management.



	
	
	
	(6) Update the call record in the ITSC call management database in a complete and understandable manner for all escalations taken.
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	Customers (Field IRM Staff) 
	
	If the service provided by the ITSC staff does not satisfy you, contact the Chief, Network Systems Division at the  Philadelphia BDC via telephone or e-mail.  Provide the call tracking number and specifics about the situation.
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	Chief, Network Systems Division (284/32)
	
	a.  Immediately review all URGENT mail identified as "ITSC escalation" and escalate to the BDC Director, as appropriate. 



	
	
	
	b.  Review the associated call activity, facilitate resolution, monitor progress and notify the ITSC of the call record status by close of business of the day the message was received.



	
	
	
	c.   Coordinate all necessary follow-up actions and communications until the call's problem has been resolved.  If necessary, escalate the problem to 20S7 management.  Follow up with the ITSC to update the call record status as information or change in status is known.



	
	
	
	d.  When the work on a call has been completed, notify the ITSC staff and ensure that the call record status is changed to Closed.  Go to Step 
[image: image8.wmf]4

b. (2).



	
	WHO (Actor)

	
	ACTION
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	ITSC Staff
	
	a.  When the call has been escalated, notify the customer that the call has been escalated for management support and decision-making.  Keep the customer informed of the major developments on the progress of the problem resolution.  If possible, provide an estimated completion date/time.



	
	
	
	b.  Close the call:

(1)  Review the completed call record in the ITSC call management data base to verify that all actions and results have been documented.



	
	
	
	(2)  Change the call record status to Closed.


	
	
	
	c.  Provide regular reports on operational status.
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This handbook is approved.  It replaces VBA IT Handbook No. 4.03.01.HB1, Call Management and Problem Escalation—VBA Field Sites, dated August 18, 1995.  It will be used to implement VBA IT Policy Directive No. 4.03.01 of VBA Manual M20-4, Part I.  Place it in Part II of M20-4 behind Tab 4.0 Systems Management and Network Support.
By Direction of the Under Secretary for Benefits

           SIGNED
Chief Information Officer (20S)

	Appendix A
Call Record Information


Record the following information for every incoming call for assistance (at a minimum):


(1)  Customer's name 


(2)  Customer's phone number


(3)  Customer's organization


(4)  Date of initial call


(5)  Time of initial call


(6)  Description of call 

Document the inquiry or the problem.  Indicate the severity of the problem or its impact on operations, production or productivity.


(7)  Action(s) taken

Include a detailed description of the action taken; what was done, when it was done, and the result of that action.  Identify any other relevant information  (such as priority assigned, due dates, device number, SME name and phone number, date and time referred, escalated, resolved, etc.).


(8)  Final resolution

	Appendix B

Call Indicators


	Use the following terms to describe Status of calls or Actions in the ITSC call management system:


	
	Open 

(Status)
	Call has been recorded in the ITSC call management data base and has been assigned a tracking number and is actively being addressed.



	
	Refer SME (Action)  
	Call has been forwarded to a Subject Matter Expert (SME).



	
	Escalated (Action)
	Call has been escalated for management support/decision-making.



	
	Fixed/Replaced or Resolved (Action) 
	Call has been resolved but the customer's confirmation has not been verified by the ITSC staff.



	
	Closed 

(Status)
	Call has been technically completed to the customer's satisfaction.










 








4.03.01HB1

Page 1
Page 10

4.03.01.HB1

4.03.01.HB1

Page 11

_1034670967

_1034670969

_1034670971

_1034670973

_1034670974

_1034670972

_1034670970

_1034670968

_1034670965

_1034670966

_1034670964

