Overview of the GDSC Process
A primary enabling component of Distance Support is the ability to reach back to the shore infrastructure 24/7, an essential capability established in the Enterprise Top Level Requirements. The Global Distance Support Center has been established to facilitate a single point of entry for the fleet sailor, Navy civilians, contractors, and members of the Reserve and their families to obtain shore support across all functional categories such as, but not limited to, Personnel, Equipment, Supply, Training, Ordinance, Facilities /Installation, Networks, Medical as well as quality of life issues.
The GDSC Process includes a proven methodology for acquiring assistance. The process begins when a customer contacts the GDSC via a number of available communication channels (phone, email, web, chat, text, or message traffic). A team of dedicated Call Center Professionals act as front line (Tier 1) advisors, documenting the request (aka Support Request), researching FAQs, or other known databases for answers. When the initial research reveals that Tier 2 help desks, In Service Engineering Agent (ISEA), or a Regional Maintenance Center technician must be engaged, the support request is electronically transferred to the next tier for immediate response and resolution to the customer.
The GDSC utilizes a vast network of sources of support organizations and subject matter experts within the Navy and extending beyond to other military services. This network of sources of support is housed and maintained in what we call the “Support Vectory” database. Because the accuracy of the database is critical to the quality of the GDSC process, it is constantly updated with the latest contact information for all systems, subsystems, components, and programs.
“No support request left behind” is our philosophy when it comes to follow-ups and eventual closure of customer’s request. Our team of GDSC call center professionals perform routine follow-ups on all open cases to ensure no support request falls through the cracks. To ensure that the customer is satisfied with the resolution provided, support requests are Closed if and only if the customer is satisfied with the answer given. Finally, the GDSC customer satisfaction survey process enables every customer to express their satisfaction or dissatisfaction with the service provided. This information is used to continually improve the quality and efficiency of the GDSC process.
