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To: IBC Customers (FMD and HRD)

From: Joseph M. Ward, Jr., Director, Interior Business Center

Subject: UPDATE: Interior Business Center’s Information Technology Directorate and
Customer Support Center

In June, we informed you about the proposed realignment of the Information Technology
Directorate (ITD) and Customer Support Center (CSC). Pending Congressional approval, the
Office of the Chief Information Officer (OCIO) will assume management responsibility for the
services provided by Interior Business Center’s (IBC) ITD and CSC business units.

IBC and OCIO leadership are working together to ensure a smooth transition for all customers.
Two important points you need to know are:

e We expect this realignment to be seamless, and established service levels will be
maintained. For FY 2014, all costs will remain as determined in each customer's
agreement established with IBC.

e Although we will be transitioning the customer support center services to the OCIO, the
1-888-367-1622 number will remain the same and you will receive the same customer
support center services. If you have any concerns please contact your main Human
Resources and Financial Management points of contact.

For additional information related to this proposed transition, please review the Frequently
Asked Questions (FAQs) on our customer website at http://www3.ibc.doi.gov/.

If you have any questions regarding this realignment, please contact your regular IBC contact or
email our Customer Relationship Management mailbox at ACT@ibc.doi.gov.

Related links:

IBC Customer Website -- http://www3.ibc.doi.gov/

Secretarial Order 3309 (Information Technology Management Functions and Establishment of
Funding Authorities) -- http://elips.doi.gov/elips/0/doc/171/Pagel.aspx



http://www3.ibc.doi.gov/
http://oneinterior.doi.net/oneinterior/ittransformation/
http://oneinterior.doi.net/oneinterior/ittransformation/
http://elips.doi.gov/elips/0/doc/171/Page1.aspx
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Frequently Asked Questions (FAQs)
IBC’s CSC/ITD Transition to the DOI OCIO

Q: Why is IT transformation occurring?

Secretarial Order #3309 (Information Technology Management Functions and Establishment of
Funding Authorities) was signed on December 14, 2010, outlining the steps the Department will

take to align IT resources under a single Chief Information Officer (CIO).

According to the Secretarial Order, “the CIO will assume oversight, management, ownership,
and control of all Departmental IT Infrastructure assets including, without limitation, externally
hosted or managed IT services and the delivery of managed services for the use and benefit of
the Department, its bureaus, offices, and other authorized beneficiaries or the equivalent
thereof.”

The Interior Business Center's (IBC) Information Technology Directorate (ITD) and Customer
Support Center (CSC) realignment under the OCIO is within the execution scope of Secretarial
Order 3309.

Q: What is involved in the transition?

All functions and services currently provided by IBC’s ITD and CSC including hosting, telecom,
IT security, and call center support services in Information Technology (IT), Human Resources
(HR), and Financial Management (FM) will migrate to the OCIO.

The transition involves IT functions such as hosting, telecom and IT security, and call center
support services in IT, Human Resources and Financial Management.

Q: Will my level of service change?

We do not expect established service levels or the main customer service interface for IT, HR,
and FM to change. We are committed to providing you with the same high quality services that
you have been accustomed to. Our primary goal is to ensure that customers are not adversely
impacted during the organizational realignment.

Q: Will our costs change?

For FY 14, all costs will remain consistent with each customer’s established agreement with
IBC/ITD/CSC.


http://elips.doi.gov/elips/0/doc/171/Page1.aspx
http://elips.doi.gov/elips/0/doc/171/Page1.aspx
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Q: Will our future customer agreements be with OCIO or IBC? Are we OCIO or IBC

Financial Management and Human Resources customers utilizing ITD and CSC services through
IBC will continue to work directly with IBC.

Customers of the Financial Management (FM) and Human Resources (HR) lines of business will

continue to be IBC customers. IBC will maintain internal agreements with the DOI OCIO to
obtain IT and call center services in support of its FM and HR LOB customers.
Q: Who do we call if we have an issue with services?

(CSC) at 1-888-367-1622.

Customers should continue to contact the Department of the Interior Customer Support Center

Q: Who will be answering our phone calls?

Staff members of the CSC will continue to respond to questions received by customers. From an
employees.

organizational standpoint, those employees will become OCIO employees versus IBC

Q: When will the realignment occur?

This realignment is pending Congressional approval. Upon receiving this approval, OCIO would
assume management and oversight responsibilities of ITD and CSC and the continued delivery

of the shared services provided by ITD and CSC in accordance with established customer
agreements.

Q: Are you physically moving?

No. There are no plans to move staff or facilities.

Any additional questions?

If you have any questions regarding this realignment, please contact IBC’s Customer

Relationship Management Director, Melissa McAbee, at 202-208-4234. You can also email our
Customer Relationship Management mailbox at ACT(@ibc.doi.gov. For technical support
888-367-1622.

questions, please contact the Department of the Interior Customer Support Center (CSC) at 1-


mailto:ACT@ibc.doi.gov
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