








August 18, 2000








VBA Letter 20-00-25





Director (00)


All VA Regional Offices and Centers





Subject:  Network Support Centers Charter





The enclosed Charter is to inform you of the new Network Support Centers (NSCs) purpose, accountability, authority, responsibilities, and conduct of operations.  Effective January 1, 2000, the Sector Service Centers located at San Diego, St. Paul, and St. Petersburg were designated NSCs.





If you have any questions regarding the NSCs, please contact them directly or Brad Mayes in the Office of Field Operations at 202-273-5893.











_______/s/___________                              _______/s/_____________


Patrick Nappi				                Nora E. Egan


Deputy Under Secretary for Operations        Deputy Under Secretary for Management 
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VETERANS BENEFITS ADMINISTRATION





NETWORK SUPPORT CENTERS


CHARTER





PURPOSE





VBA’s Information Technology (IT) structure reflects a nationwide network with sophisticated system components and applications requiring increased levels of technical support.  To meet VBA’s need, a new structure has been implemented to ensure quality and consistent IT service.  Three Network Support Centers (NSCs) located at the San Diego, St. Paul and St. Petersburg Regional Offices will provide first line support for their Service Delivery Network (SDN) client sites for initial installations of hardware and software.  The NSCs will implement and support VBA’s approved and standardized architecture for local networks, hardware, software, telecommunications, video conferencing, and applications platforms.  The Network Support Center Managers (NSCMs), manage a fully trained staff that is available to provide immediate telephone and/or on-site support to client sites and the host Regional Office.





ACCOUNTABILITY AND AUTHORITY  





The Systems Implementation Office  (SIO) located at the Hines Benefits Delivery Center is responsible for the installation and management of VBA’s information processing platforms and ensures successful nationwide compatibility of the implementation of hardware, software and applications.  The SIO Chief, serves as the Network Support Center Coordinator (NSCC).  The NSCC is the focal point of technical direction, guidance, communication, and leadership to the NSCs.  The NSCC provides performance evaluation of the NSCs to the Office of Field Operations (OFO) as well as sponsorship and support of new technology development. 


 


The OFO is responsible for the supervision and administrative support of the NSCs.  The Assistant Deputy Under Secretary for Operations serves as the direct line authority for the three NSCs.  The OFO will serve as the point of contact for all non-technical matters affecting the NSCs, such as budgetary support, funding, resource allocation, organization approval, staffing actions, and business planning model/initiatives.


�



The NSCs are given full authority to carry out the activities and responsibilities described in this Charter and as assigned by OFO.  The NSC Managers function as senior field IT advisors to the OFO, the Service Delivery Network (SDN) leaders and the Regional Office (RO) Directors. 





RESPONSIBILITIES





Provide first line support for hardware installation involving pre-install environmental concerns, computer room preparation issues, post installation, systems software, application installation involving server space assessment, and routine problem resolution. 





Serve as subject matter experts for the Information Technology Service Center (ITSC) located within the Philadelphia Benefits Delivery Center in Local Area Network (LAN) management.





Manages the host station’s IT resources utilizing additional NSC staff provided by OFO for host station system management.





Implement and maintain VA/VBA standards for local network, hardware, software, telecommunications, video conference, and applications platforms.





Identify and assist in maintaining a standard level of technical expertise for client site IT staff.





Provide comprehensive security advisory programs for client sites.





Perform on-site client visits using a specific site visit protocol or provide needed emergency on-site assistance.





Provide training services for their client sites.





Perform Beta testing of applications for the SIO prior to nationwide rollout and provide SIO with technical resources and support for special IT project and initiatives.





Prepare and submit NSC budget and operating plan to OFO.





DURATION





The Network Support Centers serve as permanent structure until such time that reorganization or restructuring is determined to be necessary.





CONDUCT OF OPERATIONS





The conduct of operations for the Network Support Centers is as follows:





The NSC Managers will conduct meetings as needed or at the request of the NSCC or the Deputy Under Secretary for Operations.





Meetings may be conducted in person, via teleconference or video as determined by the NSCC or the Deputy Under Secretary for Operations.





An agenda will be prepared for every meeting and the meeting deliberations will be documented. 








________/s/________________		    _______/s/______________


Patrick Nappi					    Nora E. Egan


Deputy Under Secretary for Operations      Deputy Under Secretary for Management


						


                                                                 














