WYHIT Services

WYHIT will provide the following services to all members:
· Tier I Service Desk - Remote desktop, laptop and server hardware support to include incident identification and isolation, ticket escalation, vendor management, incident resolution, break/fix, and customer-specific troubleshooting support
· Tier II/III Desk-side support - on-site desktop / server hardware break/fix support to include overflow, root cause analysis, irreversible corrective action support 

· Access to reports from  monitoring and management toolsets 

· Access to Information Technology Support best practices and processes.
· WyHIO will remotely monitor the Customer’s network and perform routine and scheduled preventative network maintenance, including desktop optimization and security updates. 

WYHIT provides service to a range of software and hardware configurations.  
· Operating Systems

· Microsoft Windows XP and higher – Troubleshoot, repair, reimage, patch

· Applications

· Microsoft Office – install, upgrade, update, open, new, save, print

· Microsoft Outlook – install, upgrade, update, open, print, save, send, receive

· Security – install, upgrade, update, auto-repair: virus, spyware, and malware scan

· Utility (e.g. Adobe .pdf reader) – install, upgrade, update, open, save, print

· EMR – Password Reset, facilitate tickets with EMR vendor 

· Desktop / Laptop / Server / Monitor / Keyboard / Mouse / Speakers

· In Warranty – facilitate with/to manufacturer

· Out of warranty – recommendations for replacement

· Printer / Scanner / Fax

· Install drivers and software, verify: printing, scanning, faxing

· Router

· Verify connectivity to ISP, troubleshoot connectivity and facilitate escalations with/to ISP

· Ticketing

· All support tickets facilitated via Istonish’s ticketing system.

· Network support / administration / management.

As part of the initial services, WYHIT personnel will be on-site to stabilize the customer's IT environment, as described below:

· Stabilize / baseline environment (approximately 1-5 days per site)

· Clean PC (e.g. Auto repair Spyware, Virus, Malware)

· Stabilize operating system image (e.g. Remove temp files, Defragment, etc.)

· Move profile to shared location (e.g. hard drive partition, network server, etc.)

· Install lockdown software (e.g. move profiles to different partition / network server as needed)

· Install monitoring software (e.g. collector on each supported device)

· First month follow-up

· 1 onsite visit for 1 – 5 days to stabilize environment and load all toolsets

· Up to 20 service desk calls 

Following stabilization, the minimum service Level of Effort (LOE) inlcudes:

· 1 on-site visit per quarter per site, 

· up to 10 service desk calls per month per site 

Additional available WYHIT services - requires additional scope of work:

· EMR selection

· EMR implementation

· EMR adoption

· EMR support

· Virus, spyware, malware – comprehensive repair

· Hardware – physical upgrades and deployments

· Firewall setup / troubleshooting/ support

· VPN Setup / troubleshooting / support

· Backups setup / troubleshooting / support / Administration

· Telecommunication / cellular / pda devices

· Audio Visual equipment setup / troubleshooting / support

· Application support – in depth “How To’s”

· Work tickets in customer ticketing system

· Additional IT Services

· Advanced Network support / administration / management – in previous discussions, network support was part of the package

· Strategic Planning and Guidance

· Hourly On-Site Support & Projects 

· Software Application Development 

· MS Exchange Maintenance / Administration

· Major Database / Critical Application (support and/or monitoring)

· Network Redesign Services

· Disaster Recovery Planning

· Annual Technology Plans

· Security (e.g. user account admin, security admin, etc.)

· Asset Management
Contact the WYHIT at wyhit@wyhio.org
