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	Subtask Order Title

Customer Service Office (CSO) Support


1.
Scope of Work

The Contractor shall provide the Government skills appropriate to assist the Customer Service Office with a variety of tasks required to deliver products and services that meet the organization’s requirements.

2.
Performance Standards

· The Contractor shall comply with JSC policy regarding use of the JSC intranet.
· The Contractor shall comply with all IT and IS stipulated service policies.
· The Contractor shall ensure that information is provided within timelines specified by the customer and/or Subtask Manager, as appropriate.
3.
Task Descriptions
Specifically the Contractor shall:

· The Contractor shall gather, organize, and disseminate information, related to all services coordinated through the ISD Customer Support Office (CSO), to external and internal organizations, including through the JSC Web.

· The Contractor shall also provide to the Government technical support that involves troubleshooting and handling customer requests for general desktop support that may fall outside the responsibility of the ODIN contractor.  The technical support includes but is not limited to:  dial-in support; senior management and administrative staff support; and handling of conference room equipment.

· The Contractor shall also provide to the Government help desk support that involves recording customer requests and/or concerns received via e-mail, phone or in written form in a professional manner; troubleshooting of initial requests and/or distributing unresolved customer requests to the appropriate technical or group through the helpdesk tracking software; and supporting the technical and 
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group through the helpdesk tracking software; and supporting the technical and administrative functions of the ISD helpdesk.  Provide weekly and monthly ISD help desk status reports.  Perform software testing when needed, and stay apprised of electronic data management industry trends.

· The Contractor shall ensure that information is provided within schedule guidelines appropriate to the kind of information required.  Schedules will be coordinated and negotiated with the Subtask Manager, per each “information release.”
· The Contractor shall collect and define the requirements, design, implement, and maintain the ISD Web Site, including maintaining most of its content and functionality.
· The Contractor shall coordinate publication of the ISD Newsletter publication.
· The Contractor shall gather fiscal information and coordinate and produce the ISD Information Technology (IT) plan, as defined by the requirements of the CIO office and the ISD business management process.
· The Contractor shall maintain a knowledge and understanding of the Customer Service System backend support requirements and provide technical assistance, including supporting user training, help line functions, and data entry.
· The Contractor shall support the CSO in all forms of delivering products and services to JSC customers.
· The Contractor shall support the creation, analysis, and reporting of information necessary to produce Fiscal Year IT Internal Task Agreements for organizations outside of ISD.
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4.
Allocated Costs  

Direct Labor Cost:
 


Other Direct Costs (ODC)



Total Not To Exceed


· ODC includes, but is not limited to, pagers, cell phones, training and travel for non-routine applications, projects, and tools.  ODC amount also includes travel required to accomplish the goals of this task order.  Each ODC will be approved by the Subtask Manager and the Contracting Officer’s Technical Representative (COTR) prior to expenditure.

ITSSC
4




