UEN-TSSC
Technical Services Support Center

Functions and Services

Normal Business hours for the TSSC are: Monday through Friday: 06:00 AM - 11:00 PM

Saturday support is available upon request.

The UEN TSSC (Video Operations Center are the firefighters for the UEN IVC system.
The primary role of the TSSC is to assist end sites with technical, equipment, network and scheduling problems as they arise. The TSSC is always available during normal business hours to answer questions, perform end site and equipment quality and connectivity testing and assist the UEN IVC system stakeholders in the best way we can.

Each morning the TSSC performs extensive tests to all certified end sites and core devices across the IVC system to hopefully identify and resolve any service impacting issues before there is the potential to affect an IVC event or an IVC sites experience with the UEN-IVC system.
Vital to our role is the efficient coordination and communication of problems with the UEN Scheduling Department, the UEN NOC (Network Operations Center), UEN Field Operations Staff and the local stakeholders and support staff (your schools network geeks). For this we’ve implemented what we call the Quick Ticket or Leader board system which is a real time trouble ticket system that documents and tracks all calls to the TSSC no matter how severe or simple. 

The Quick Ticket system allows the TSSC to immediately track issues within the TSSC and across departmental delegations helping ensure that problems are getting escalated and resolved in a timely manner. Below is an example of how most trouble tickets are addressed and resolved. 
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VOC will log all calls taken in the QT system before any troubleshooting action is taken. VOC is required

to gather the following vital  information from the caller;

- Video Class,

- Site Name,

- Summary; short description of the problem

-

Once the necessary information has been entered into QT the VOC will troubleshoot with the end

site facilitaor over the telephone and IVC system with as minimal disruption as possible to the

event. VOC will document the troubleshooting steps taken in the DETAILS field.

RESOLVE QT

NO

If the VOC determines the problem has been appropriately addressed the VOC will RESOLVE the ticket.

If the problem has not been appropriately addressed the VOC will then escalate the ticke by

DELEGATING the ticket to the appropriate department or person at UEN.

The Delegated department will work with the VOC to resolve any DELAGATED tickets.

Delegated tickets will be accepted and updated by the delegated department staff or manager

Once the delegated department addresses the problem the VOC will verify that the issue has been

appropriately addressed and RESOLVE the QT.

Action

Once VOC confirms w/ customer that issue is resolved to their satisfaction QT will be

closed.

End sites experiencing problems with IVC events should gather all the necessary

information as outlined in the Video End Site Troubleshooting Checklist and in all

cases try to call VOC during the event test time.
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