Instructions for Veterans with Computer Packages

Provided under the VA National Contract with EVAS
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Introduction

These guidelines are provided to veterans with computers, software and peripherals issued by the Department of Veterans Affair (VA) under the national contract with EVAS.  The information is intended to assist veterans in understanding the VA and veteran role and responsibilities.  A question and answer format will be utilized. The document will also outline the responsibilities of the national computer contractor EVAS.  Veterans will receive guidance in how to properly seek and take advantage of service(s).
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Q. What hardware is EVAS responsible for?

A. EVAS has a contract with the VA to provide a standardized computer package to blind and visually impaired veterans. The computer is under warranty for three years.  The following items are covered for three years by the agreement with EVAS.

List of 5 items

1. Computer CPU and components

2. Keyboard

3. Mouse

4. Speakers

5. LCD monitor

List end
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Q. What services does EVAS provide to the veteran? 

A. EVAS provides the following services under the national contract: 

List of 7 items

1. Repair and replacement of the computer hardware when the problem is determined to be related to hardware malfunction or failure not related to abuse or unauthorized actions by the end user

2. A toll free telephone number for the veteran to consult with a technician. The purpose of the technical support is to determine if the problem being reported is related to hardware covered under the national contract.

3. Technical support via telephone, E-mail, Website, in home service and remote access

4. Initiation of a site visit by a certified Dell technician to do warranty related service under the national contract. 

5. Will assist veterans with communicating problems to the local VIST Coordinator to facilitate local intervention

6. Will pay for the return shipment of computers to EVAS for analysis and service, when necessary, to determine if problems are covered under contract.  The VA or Veteran will be responsible for shipping charges if the problem is determined not to be covered by the warranty.

7. EVAS is a certified Premiere Access Tier 1 Service provider and is authorized by Dell to manage and provide both on-site and depot repairs for the systems. EVAS System Engineers can trouble shoot system problems and dispatch Dell field technicians and repair parts for on-site service.

List end
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Q. What does the national contract with EVAS not cover? 

A.  The contract does not cover the following: 

List of 9 items

1. Printers

2. Scanners

3. ISP selection and connection

4. Software and software upgrades

5. Internet and e-mail access problems

6. Training of veterans to use equipment/software

7. Repair, replacement or service to equipment when the warranty has been violated by unauthorized actions

8. User caused malfunctions

9. Damage caused by natural disasters-power surges-viruses

List end 
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Q. Will EVAS technical support staff train/instruct veterans in how to use Assistive Technology or their computer? 

A. No, training is provided at Blind Rehab Centers or locally through independent trainers. EVAS’ technical support is provided to resolve technical problems that occur within the original system configuration or the failure of hardware covered under the warranty.  If a veteran needs initial or additional training, the local VIST coordinator should be contacted.
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Q. What local services will the VA Prosthetics Activity provide to the veteran with VA provided computer? 

A. The following outlines the services provided by the VA 

List of 4 items 

1. Repair/replacement of equipment and software when appropriate and justified and not covered under contract

2. Pay for service calls for troubleshooting, diagnosis and correct malfunctions

3. Pay for replacement of ink or toner cartridges for VA issued printers

4. Pay for training on computers, peripherals and software when appropriate

List end 
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Q. What services should a veteran expect from the local VIST Coordinator? 

A.  The VIST Coordinator is responsible for assisting veterans in the following areas: 

List of 6 items

1. Assist veterans with setup and coordination of local training when appropriate

2. Contact for the veteran encountering computer problems

3. Provides information about rules and responsibilities

4. Assist with dispute resolution

5. Requests authorization for service calls

6. Requests replacement/repair of equipment/software

List end 
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Q. What warranties come with the computer system? 

A. The systems come with Dell’s three-year next business day onsite hardware warranty and EVAS’ three-year toll-free support for original system configuration and warranty related hardware problems. EVAS has overall responsibility for service under the national contract and has partnered with DELL as part of the plan. The veteran only needs to deal with EVAS for hardware related warranty problems. 
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Q. DELL warranty clarification.  

A. EVAS incorporated the DELL service package into its overall service and support strategy to comply with the requirements of the national contract.  EVAS will use the DELL coverage as needed to meet service needs. EVAS as the contractor will serve as the broker and coordinate DELL involvement based on the recommendations of the EVAS engineers. The EVAS engineers will be able to determine the appropriate level of service intervention (telephone, remote access and/or sending an engineer to the local site).
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Q. What happens if the DELL technician comes to the home and determines the computer problem is not covered under warranty? 

A.  The DELL certified technician will notify EVAS. If EVAS authorizes the repair after consulting with the local VIST Coordinator the technician may or may not be able to perform the service based on the situation. The cost for the service call/services/repair will be billed to EVAS. EVAS will bill the local VA facility Prosthetic Activity. 

Return to top
Q. If a computer arrives from EVAS that is dead out of the box, what is the procedure to resolve the problem 

A.  EVAS will be provided the opportunity to restore the computer to working order. If TWO on-site visits by a certified DELL engineer cannot solve the problem, the unit will be replaced as soon as possible. EVAS will be responsible for all aspects of the replacement. If EVAS finds that the out of box failure did not occur, the VA will be responsible for paying for the costs involved in providing the replacement system, and reissuing the original system.
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Q. What does EVAS do if a computer is returned to EVAS for warranty service and the problem is determined to not be covered under the contract? 

A. EVAS can provide the necessary non contract services if authorized by the local VA facility. If EVAS is not authorized to make the repairs then the items will be shipped to a location specified by the local VA facility. EVAS will provide to the local facility documentation that the problem is not covered under the contract. EVAS will provide an estimated cost of repairs.   EVAS will advise the VIST Coordinator of what appears to be the problem.  EVAS can serve as the service center for the non contract issues if authorized to do so.
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Q. What is the procedure to follow if a veteran has problems with the computer, peripheral or software issued by the VA? 

A. The veteran should contact EVAS’ technical support telephone service or send EVAS an E-mail. Technical Support may be requested by calling 800-872-3827, or by e-mail at techhelp@evas.com. EVAS will determine if the problem is covered under the EVAS warranty and will refer Veteran to the responsible manufacturer if it is not covered under the EVAS warranty. If a problem is not covered under the national contract the veteran will be referred to the local VIST Coordinator for assistance. 
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Q. Who assumes responsibility for computer problems that are not covered under the national contract with EVAS?

A. If the problem was not caused by unauthorized behavior on the part of the veteran, then the cost of repair and service is covered by the local VA facility Prosthetics Service. If the repair is determined to be the responsibility of the veteran then the VA will not pay for the repair. The local VIST Coordinator is responsible for working with the veteran to coordinate service calls and repairs.
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Q. If there is no local qualified computer service provider in the community where the veteran resides can EVAS be an authorized service provider whether the problem is covered under the national contract or not?

A. Yes, EVAS can be used to provide repair and service. The VIST Coordinator would communicate and coordinate with EVAS and the local Prosthetic Activity. If EVAS is used for non contract services it is the responsibility of the local Prosthetics to pay for such services. EVAS is a certified Premiere Access Tier 1 Service provider and is authorized by Dell to manage and provide both on-site and depot repairs for the systems.  EVAS System Engineers can trouble shoot system problems and dispatch Dell field technicians and Repair parts for on-site service. EVAS may also be able to arrange for local service through a network of certified technicians. 
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Q. Some veterans live in remote areas of the country. Under the VA contract with EVAS can service and support be provided everywhere?

A. Yes, EVAS and Dell have teamed to provide nationwide service. EVAS will provide multilevel nationwide support and service to the VA as part of the contract. EVAS must be the primary contact for technical support and warranty service. Dell, as part of the team, will provide 24/7 Toll-Free support for the computer and Dell Branded peripherals.  The veteran should contact Dell only when EVAS is not available for general questions or technical support. Each system comes with Dell’s Three-Year Next Business Day Service anywhere in the United States.  EVAS will manage the dispatch of repair parts and technicians across the country; drawing on EVAS knowledge of both access technology and computers.
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Q. Does the contract with EVAS cover computer malfunctions caused by user error, viruses, spam, problems with e-mail and internet connections?

A. No, EVAS is only contractually responsible for hardware related problems. This means that the basic computer components are warranted against mechanical or electronic failure for the term of the contract. When the veteran has a malfunction the technicians at EVAS will attempt to identify the core problems. The EVAS technicians will assist the veteran in determining the nature of the computer problems. If a problem is not covered under the national contract the veteran will be referred to the local VIST Coordinator for assistance.   
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Q. Who provides technical support for the systems?

A. EVAS is the primary technical support contact. 
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Q. How is technical support requested? 

A. Technical Support may be requested by calling 800-872-3827, or by e-mail at techhelp@evas.com
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Q. When is telephone support available? 

A. Telephone support is available from 9 AM to 5 PM Eastern Standard Time, Monday through Friday.
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Q. If e-mail technical support is requested, when will a reply be received? 

A. All e-mail requests will be answered within twenty-four hours, excluding weekends.
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Q. What is Remote Access? 

A. Remote Access Support and Service is a significant part of the service provided under the national contract by EVAS. This is an innovative approach to providing service in the veteran’s home. Connecting through the internet, the remote access software allows EVAS system engineers to work on computer systems anywhere in the country without leaving their desks.  This specialized software turns the computer located at EVAS into a duplicate of the veteran’s system; allowing the EVAS system engineer to see first hand the difficulty the user is experiencing. 
EVAS can run diagnostics, alter settings or perform system reconfiguration to restore the system and minimize downtime. As part of a remote access support session, the EVAS System Engineer can manage the Recovery Program supplied with each system.  The engineer can restore from or establish recovery points and use the software to return the system to its Original System Configuration, or a configuration saved at a BRC or by an authorized technician. Veterans are not authorized access to the system recovery software as this is a tool used by EVAS in its technical support program.
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Q. Can EVAS provide in home support in Puerto Rico? 

A. EVAS and Dell have teamed to provide service in Puerto Rico. Using Dell’s “Outside the Continental United States” (OCONUS) program and capabilities; EVAS can manage and provide Next Business Day on-site service. EVAS does not have any Spanish speaking engineers at this time. 

Return to top
Q. What are the basic do's and don’ts for a veteran with a VA issued computer?

A. The following should provide clarification:

Do the following:
List of 11 items

1. Maintain an active updated anti-virus application at all times

2. Report problems to the VIST Coordinator

3. Use a surge protector

4. Turn off the computer properly 

5. Read instruction materials that came with the computer

6. Keep all software that came with the computer

7. Backup personal files often  

8. Understand the end user responsibilities

9. Understand what the VA is responsible for in repairs and service

10. Understand what EVAS is responsible for

11. Know how to call EVAS technical support

List end 

Do not do the following:
List of 9 items

1. Allow unauthorized use

2. Allow computer setting(s) to be changed

3. Install programs that may negatively impact the functioning of the Assistive Technology or the computer 

4. Change Internet service providers without careful thought

5. Install any internal hardware in the computer without prior approval from EVAS

6. Allow anti-virus software to be disabled or expire

7. Assume the VA, or EVAS, will repair or provide service for any problem

8. Use the Internet or e-mail without current antivirus software active

9. Re-install operating system, application software or Assistive Technology or re-format the hard drive 

List end 
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Q. Since the computer is covered under the national contract, what restrictions are placed on local technicians who are dispatched to the veteran’s home due to reported problems? 

A. No one is authorized to work on a computer provided under the contract with EVAS unless the repair is pre approved by EVAS (and the VA). This means that any technician has to contact EVAS. Unauthorized repair of a computer can result in loss of the warranty coverage. 
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Q. What happens if a veteran permits unauthorized use of the equipment that results in damage or malfunctions?

A. If it is determined that unauthorized actions resulted in the computer problems reported, the VA will not be responsible for paying for the repairs and services required to remedy the problems.  The veteran is free to use the equipment as desired, but doing so carries the responsibility of paying for correction of problems created by unauthorized actions. EVAS is also not responsible for supporting the configuration of a system so altered.
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Q. What are considered unauthorized actions?

A.  The computer is provided to the veteran and is intended to be used solely by the veteran.  The veteran is expected to maintain control of the equipment and prevent actions such as unauthorized changes of settings and loading of additional software that will conflict with the magnification or screen reader software.   If the veteran does allow unauthorized actions that result in computer malfunction the VA will not be responsible for costs of repairs and services. Unauthorized actions include but are not limited to the following:

List of 8 items

1. Allowing others to change setting(s) that result in interference with the functioning of the access software

2. Installation of software that conflicts with the functioning of the access software 

3. Failure to use anti virus software or not keeping such software updated 

4. Failure to retain issued software required to restore the operating system and programs issued by the VA

5. Changing internal components such as video and audio cards that result in computer malfunctions 

6. Making hardware changes without pre approval 

7. Allowing unauthorized technicians to service the computer without pre approval

8. Re-installing Operating System, application software or Assistive Technology or re-formatting the hard drive

List end
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Q. How should the veteran prepare before calling EVAS to discuss a computer problem? 

A.  To receive the best service the veteran needs to prepare for the call.  The veteran will need to assist the technician to understand the problems. If the veteran is unable to handle the service call independently, or if EVAS requests additional assistance, there will need to be sighted assistance available at the time of the call. The technician will need to know: 

List of 13 items

1. The nature of the problem

2. Under what circumstances the problem occurs

3. Any error messages

4. What was going on when the error message occurs

5. How long the problem has been going on

6. What steps have already been taken to solve the problem

7. If any computer modifications have been made

8. If anti-virus protection is active and current

9. If software has been installed

10. If additional peripherals have been added

11. If anyone has worked on or modified the computer

12. If internal hardware has been changed

13. ISP Provider, software and connection type

List end 

* It will be wise to have notes in accessible format listing the problems to help organize for the call.
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Q. What does the veteran need to do during the call for technical support or during a service call to the home? 

A. Experience shows that most system problems and errors can be corrected over the phone as a result of close cooperation between the user and the technician. The veteran needs to listen carefully to the technician and follow the technician’s directions. If the veteran feels unable to work with the technician independently, or if EVAS requests additional assistance, a sighted assistant should be present during the problem solving session. It will be helpful to write down notes about the problem including error message wording. Being prepared and organized will save time reduce frustration and minimize irritation.
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Q. How should a veteran prepare for a service call to the home? 

A.  The veteran must be present during the time of the arranged service call. If the technician arrives and there is no one there it may result in a charge to the veteran. The technician may need to use the veteran’s telephone during the visit to consult with Dell or EVAS.  If the veteran has no phone service the technician needs to know this before scheduling the appointment. The technician will need full access to the equipment and will need the veteran to cooperate by providing detailed information regarding the problems.
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Q. What are the responsibilities pertaining to maintaining protection against Virus infection?

A.  The VA provides Anti-virus protection software with all computer packages.

The VA expects the veteran to maintain an anti-virus program on the computer at all times and be responsible for keeping the program current.  The veteran is responsible for preventing virus infections by ensuring virus protection is active and current. 
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Q. How important is the backing up of personal files?

A. It is extremely important. The VA and EVAS are not responsible for the recovery of personal files regardless of the reasons that resulted in their loss. Every computer is provided with a CDRW drive or other storage device. It is the responsibility of the veteran to backup personal information on a routine basis. Saving and storing personal files on the computer hard drive is not adequate protection. 
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Q. Can EVAS provide laptop computers with access software installed and configured? 

A. Laptop computers are not part of the national contract. However, EVAS has a wide range of desktop and notebook systems and assistive technology that can be ordered as “non-contract” items. 
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Q. Does the veteran need to retain the original shipping boxes? 

A.  It is not mandatory, but highly recommended. The BOX for the CPU and monitor should be retained to ensure protection if there is a need to ship.
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Q. What procedure does the veteran follow if there is a dispute with EVAS? 

A.  The veteran should contact the local VIST Coordinator.
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Q. What should a veteran do if requested to reload software or make changes to the computer?

A. Local technicians or Dell engineers may request to reload software or make changes to the computer. Under no circumstance should the Operating System, Assistive Technology or application software be reloaded or other changes made to the system without first contacting EVAS. Such changes, if made without prior authorization from EVAS, can render the system inoperable and could void the EVAS support and warranty.
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Q. What does “Original System Configuration” mean?

A. EVAS installs all Assistive Technology, software and peripheral drivers that were ordered with the computer, as specified by the VA under the national contract to meet the needs of visually impaired veterans. The system is integrated and set-up to meet various requirements for compatibility and accessibility as well as system support. The initial integration, created by EVAS, is called the “Original System Configuration”.
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