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1.0
INTRODUCTION

1.1
Identification


This document describes the policy and procedures to be followed by the Headquarters

Information Technology & Communications Division (Code CI) and its support contractors, in performing service requests for NASA Headquarters’ customers.

1.2
Purpose


The purpose of this policy and procedure is to establish a service request process for Code CI and its contractors to schedule, track, implement, escalate, expedite and prioritize all categories of customer work in order to ensure that Code CI and its contractors are responsive to customer requirements.

1.3
Scope


This policy and procedure applies to work management functions and services performed under the Information Technology Systems Engineering and Management (ISEM) support services task order.  All services implemented through this task order are provided under the direction of Code CI on behalf of NASA Headquarters.  

The work performed under this procedure will be as specified within the ISEM Statement of Work (SOW).

2.0
POLICY

The following defines the policy established by Code CI for the ISEM Service Request process.  This policy will apply to all services within its scope (paragraph 1.3) that are provided by Code CI and its contractors to all elements of NASA Headquarters.  These policy items are intended to provide overall guidelines for managing services performed under the ISEM task order. 

•
Code CI will use an integrated work management process to record, track and maintain status on all of its customer work functions.  This process will be responsive to the needs of the customer.

•
The user interface to the work management process will be kept as simple and consistent as possible. 

•
Routine services (call-in services, problem reports, and consultations) will be requested directly by the customer via a call to the IntelliCenter.  The IntelliCenter will forward the request to the appropriate organization and track the request through an automated work management system. 

•
IT Service Requests (SRs or form requested services) will be submitted electronically through the ISEM Work Management System (IWMS).  Specialized attachments may be electronically attached within IWMS when specific information is required.  See Appendix 2 for further information.
•
Appropriate approval is required on service requests.  Services limited to an individual organization will be approved by the Code POC and the ISEM Code Project Manager (ICPM) or their designees.  If the POC chooses to delegate the responsibility to authorize SRs the delegation will be provided to Code CI in writing by the point of contact.  Services affecting more than one code will be approved by a Code CI representative. See Appendix 2 for further information.
•
Service Requests will be categorized into 2 SR categories: Class 1 and Class 2.   Class 1 SRs are typically requests that substantially affect form, fit, or function for a significant number of customers.  Class 1 SRs will require further review approval by the Configuration Control Board (CCB).  The CCB process will ensure that operational systems will not be adversely impacted by system changes and that the impact of the changes on the overall NASA Headquarters information processing environment are well understood.
•
Automated work management systems will be used to capture, track, and provide status and metrics on the work that is under the scope of this procedure.

•
The work management process will provide a method for continuous customer feedback with respect to requirements definition, proposed solutions, schedules, costs, status of the work performed and satisfaction with the work performed/services received.

•
IntelliCenter (Help Desk) and desk-side support hours are 6:00AM - 6:00PM Monday - Friday, excluding Federal Holidays.   The User Resource Center (URC) support hours are 7:30AM - 5:00PM Monday - Friday, excluding Federal Holidays.

•
Performance metrics will be established in accordance with the contractor metrics programs and reported to Code CI personnel.  The metrics program will establish schedule and performance targets and acceptable variances on the scheduled completion of the proposed work.  These metrics will apply to services under the scope of this procedure.

3.0
PROCEDURES

The service request process defines the method by which Code CI delivers IT services to its customers.  The work management process provides customer status, management control, workflow definition, prioritization and reporting of information on services, problems, and consultations.  Performance of the overall service process is reflected in the appropriate service metrics and customer feedback responses.

As shown in Figure 3.1, the service request process is divided into three areas: Problems, Consultations and Services.
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Figure 3.1.  Service Request Process Work Categories

 Definitions for each of these areas are:  

•
Problems - Existing capability, or services not performing their intended purpose.

•
Consultations - The customer seeks advice or information in order to perform a desired function.  Assistance is provided to the customer and the customer performs the function with assistance from the consultant.

•
Call-In Services - Services rendered after a customer contacts the IntelliCenter.  No additional approvals are required in most cases (e.g., cell phones, pagers, calling cards).

•
Form-Requested Services - Services rendered after the customer (or a representative for the requesting customer) submits the SR through IWMS.  These services are services not specified within a specific task order or any services not covered by the other services defined above.  Appropriate approvals are normally required.

As shown in Figure 3.2, Overall Service Request Process Flow, the customer contacts the IntelliCenter identifying the type of service required.  This contact may be either by telephone, e-mail, web-based request, or services requested through IWMS.  Problems, Consultations, Call-In Services and Class 2 Form-Requested Services are routed directly to the implementing organization for action.  Class 1 Form-Requested Services require additional consideration and will follow a different route.
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Figure 3.2.  Service Request Process Flow
The IntelliCenter analyst provides a direct interface with the customer for Call-In Services, Problem Reporting, and Consultations. 

The User Resource Center (URC) provides a walk-in technology lab offering use of non-standard hardware and software, one-on-one support and consultation services.

Form requested services are initiated and tracked through IWMS.  IWMS is available to NASA HQ users 24hours-a-day

3.1
Problem Reports

The customer can initiate Problem Reports (PRs) in several different ways:

•
Calling the IntelliCenter and reporting the problem.

•
Sending an electronic mail message to the IntelliCenter describing the problem.   

•
Reporting the problem through a web-based form.  

 
Regardless of the reporting method, the problem will be entered into a work management system for identification, dispatch and tracking.

When received by the IntelliCenter, the problem is logged into the work management system, prioritized, and categorized.  The priorities assigned will either be Restore to Service - Single Customer or a Restore to Service - Multiple Customer / Critical as defined in Table 3.1.

	Response Time:  Restore to Service - Single Customer

	Requirement
	Restore the customer back to the original operating condition prior to the problem report of failure.

	Standard
	Within 4 hours of the request for assistance, make initial contact with the customer; within 8 hours of the request for assistance, fully restore the customer to service via a workaround or an actual correction of the problem; within 72 hours complete permanent corrective actions for 95% of the requests for assistance.  Achieve customer satisfaction with quality of the product.

	Response Time:  Restore to Service - Single Customer

	Requirement
	Restore the customers back to the original operating condition prior to the problem report of failure.

	Standard
	Within 30 minutes of the call, make an initial response; within 2 hours of the initial call, fully restore the customer to service via a workaround or an actual correction of the problem for 95% of the request for assistance.  Achieve customer satisfaction with quality of the product.


Table 3.1 Problem Report 

Priorities for customer requests for service are assigned by the IntelliCenter through consultation with the customer and appropriate contractor or Code CI personnel as required.  The Table in Appendix 1 will provide additional guidance in this priority assignment.

The process flow for problem reporting is shown in Figure 3.3.  The IntelliCenter receives the call, logs it into a work management system, and notifies the customer of the status of the PR.  Whenever possible, the IntelliCenter analyst resolves the problem during the first contact with the customer.  If the problem cannot be resolved over the phone the IntelliCenter analyst dispatches the PR to the appropriate ISEM support team.  All corrective action progress is updated in a work management system.  ISEM analysts will coordinate the transfer of problem ticket information to another contractor as required and will follow-up to gather status as necessary for tracking purposes.  For example, problem tickets may be dispatched to the MSFC NACC, vendors, or other contractors.  
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 Figure 3.3.  Problem Report Process Flow

3.2
Consultations 

Consultations are requests for information or assistance to perform a specific function.  Consultations may be requested in several different ways:

•
Calls to the IntelliCenter.

•
The customer walks into the User Resource Center.

•
E-mail requests to the IntelliCenter.

•
Web-based form to the IntelliCenter.



Examples of consultations are assistance with custom applications, scanning assistance, file conversion, file transfers, individualized special training or instruction for preparation of presentations using available tools.  The analyst providing the assistance will track consultations performed. 




3.3 
Services
Services are requests that require:
•
New implementations

•
Extended consultations

•
Changes to existing service that impact form, fit, or function of the service

•
Acquisition or other funding

To request a service, the customer may

•
Call the IntelliCenter for services defined in Appendix 2 as “Call-In Services”; or,

•
Enter a Service Request in IWMS for Form-Requested Services.  The overall SR process for this class of work is divided into three parts and facilitated electronically through IWMS.

•
Preparing the SR  form 

•
Obtaining the appropriate NASA approval and funding

•
Performing the requested service

Note: access to IWMS and the IWMS user guide is provided through the ISEM home page; http://www.isem.hq.nasa.gov 

When the service is completed, the requestor is notified that the service delivery is complete.  The customer determines if the service has been provided to their satisfaction.  If satisfied, the customer is requested to close the SR.  If the customer does not respond to the request within 72 hours, the SR is automatically closed through IWMS.

3.3.1
  Call-in Services

A service specified as a “Call-In” can be requested by the customer directly by calling or sending an electronic mail message or web-based form to the IntelliCenter.  Delivery of this service type will not require entering a SR in IWMS or additional approvals by the CCB.  The services classified as “Call-In” are listed in Appendix 2.  

The IntelliCenter logs the request into a work management system and forwards it to the implementing organization.  No additional approvals by the CCB will be required prior to scheduling the work for implementation.  The appropriate contractor will be notified of the request, its schedule and status through a work management system.  The contractor will establish an estimated completion date for the submitted request and coordinate this date with the customer.  The request will be dispatched as scheduled within a work management system and the service delivered within the estimated completion date. 



3.3.2
  Form-Requested Services

For those services that are entered in IWMS, the process requires additional steps to obtain the appropriate approvals, funding, project definition, and final delivery.  This applies to all services that have not been previously defined above.  The overall process flow is shown in Figure 3.4.  

NASA Approval Process. Approvals must be obtained from either (1) the Code Point of Contact (POC) for Code specific items, (2) by the Code CI representative, if items are non-Code specific, or (3) by the application Office of Primary Responsibility (OPR) in addition to the ISEM Code Project Manager (ICPM).  These approvers have the responsibility to ensure that the request is valid and is consistent with a NASA service level agreement and with the policies and standards of the Headquarters and/or customer’s Code.  The ICPM may assist the customer in preparing the SR.  A list of the Code ADP/T Points-of-Contact, ICPMs, and IT Board of Directors members for each code is regularly updated. 


SR Assignment.  To expedite SRs to the deployment stage and to ensure that those that require modification to existing services or new services are properly handled, each SR will be assigned to an IT project manager (e.g. ODIN/ISEM) for action and will be classified for appropriate level of review.  All SR classifications are assigned by Code CI. Once the assignment has been determined, the SR is forwarded to assigned manager and work is initiated. Class definitions are shown in Table 3.2.

	Class 1
	Services that

•   Affect form, fit, or function of an operational baseline for a significant number of users

•   Require extensive cross-organizational coordination

•   Require purchase of items for which funds are not currently allocated within the budget

•   Require services that are not specified or funded within a task order

	Class 2
	Services that

•   Do not affect form, fit, or function of an operational baseline for a significant number 

    of users

•   Do not require extensive cross organizational coordination, or do require cross-

    organization coordination using only well-defined processes.

•   Develop HQ IT contract subtasks

•   Services that require a low number of labor hours (small efforts and minor revisions)


Table 3.2.  SR Classification Definitions

Class 2 SRs will go directly to implementation without further approvals required from the CCB.  The contractor must coordinate with the customer and, within the timeframe defined in the SOW, set a completion date for the Class 2 SR.  The status of the SR  will be maintained in the ISEM work management system, IWMS, and when the service delivery is complete, the contractor will review the service with the customer and obtain the customer’s concurrence to close the SR. If the customer does not respond to the request within 72 hours, the SR is automatically closed through IWMS.
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Figure 3.4.  Form-Requested Services Process

Once submitted to the contractor Class 1 SRs follow a different implementation process.  After coordination with the customer, the contractor will establish a date that the SR is to be presented to the CCB.  The CCB reviews the SR ensuring that (a) the impact to existing systems is fully understood, (b) a formal project plan and schedule is presented, (c) the customer agrees to the solution and the schedule, and (d) funding is available.  Upon approval by the CCB the SR status is kept current in the ISEM Work Management System and coordination with the customer will be ensured at all phases of the SR. 

Appendix 1

ISEM Contract Requirements for

Problem Report Response Time

ISEM Contract Requirements forProblem Report Response Time

The response time targets for providing resolution to problem reports are shown in the table below.  The customer should provide the IntelliCenter with the information on the problem to permit proper classification of the problem and to determine the priority.

	Response Time:  Restore to Service - Single Customer

	Requirement
	Restore the customer back to the original operating condition prior to the problem report of failure.

	Standard
	Within 4 hours of the request for assistance, make initial contact with the customer; within 8 hours of the request for assistance, fully restore the customer to service via a workaround or an actual correction of the problem; within 72 hours complete permanent corrective actions for 95% of the requests for assistance.  Achieve customer satisfaction with quality of the product.

	Response Time:  Restore to Service - Single Customer

	Requirement
	Restore the customers back to the original operating condition prior to the problem report of failure.

	Standard
	Within 30 minutes of the call, make an initial response; within 2 hours of the initial call, fully restore the customer to service via a workaround or an actual correction of the problem for 95% of the request for assistance.  Achieve customer satisfaction with quality of the product.


Response time is defined as the time a qualified individual begins to work with the customer to address a reported problem.

The work around generation and resolution time begins when the customer first calls the problem to the attention of the IntelliCenter and ends when the problem has a resolution in place.

"95% Workaround Generation Time" means that, for 95% of the problems reported, a workaround will be developed on the customer's equipment within the specified time.

"95% Resolution Time" means that for 95% of the problems/questions reported a resolution will be generated and implemented on the customer's equipment (or for questions, an answer provided), within the specified time.
Appendix 2

Problems

Consultations

Call-In Services

Form-Requested Services

Problems 

Problems reflect failures in established services.  They may be categorized as equipment, software or documentation error.  The customer should provide all the information available when reporting the problem to ensure that it is properly processed.

Examples include:

•
Application fails to perform function as designed 

•
Poor performance 

•
Error message received  

Consultations

Consultations result when a customer seeks advice or information in order to perform a desired function.  Assistance is provided to the customer and the customer performs the function.  Consultations are primarily performed at the URC but may also include deskside support with specific custom applications.

Examples include:

•
Help with a "PowerPoint" presentation   

•
Help to convert between file formats, transferring files, or document scanning   

•
User Resource Center services (scanning, printing, clip art, etc.)   

•
Assistance in utilizing a custom application to meet a specific need   

•
Individualized special training/informal demonstrations

Call-In Services

Call-In Services are services that will be rendered when the customer calls the IntelliCenter or sends an e-mail.  No additional approvals are required from the CCB/SRRT.  The list of currently provided Call-In Services is provided below.  Only these services will be provided on a call-in basis.  This list will be modified as services are determined to be Call-In Services.

The Call-In Services are:

•
Cell Phones;

•
Pagers;

•
Calling Cards 

Form-Requested Services

Form-Requested Services are services that will be rendered after the customer enters a Service Request in IWMS.   Depending on the service requested, the request will be classified as Class 1 or Class 2.  Class 2 services may be implemented without any additional approvals obtained by the customer.  Class 1 services must be more formally defined and follow a project-oriented process. The class assignment will be determined by The Service Request Review Team (SRRT) comprising members of Code CI and their IT contractors. 
The Service Request Review Team (SRRT) is established for the review and disposition of service requests submitted by NASA HQ customers.  The goal of the SRRT is to provide the most customer-responsive service possible, consistent with Federal Acquisition Regulations (FAR), accepted Information Resources Management (IRM) practices, NASA Headquarters policies, strategies, and budget.

Examples of form requested services are shown in Table A.1 below:








	Class 1
	Services that

•   Affect form, fit, or function of an operational baseline for a significant number of users

•   Require extensive cross-organizational coordination

•   Require purchase of items for which funds are not currently allocated within the budget

•   Require services that are not specified or funded within a task order

	Class 2
	Services that

•   Do not affect form, fit, or function of an operational baseline for a significant number 

    of users

•   Do not require extensive cross organizational coordination, or do require cross-

    organization coordination using only well-defined processes.

•   Develop HQ IT contract subtasks

•   Services that require a low number of labor hours (small efforts and minor revisions)



Table A.1 Form Requested Services






Appendix 3

Configuration Control Board (CCB)

Configuration Control Board (CCB)
The Configuration Control Board (CCB) is an open forum chaired by a NASA Headquarters member as appointed by the Contracting Officer Technical Representative.  The permanent members of the CCB are comprised of select Code CI Civil Servants and IT service providers representing the major functional areas.

Other attendees to the CCB may include both NASA and contractor personnel.

CCB schedules weekly meetings to disposition SRs that request changes to the form, fit, or function of the configuration baseline and to conduct Operational Readiness Reviews (ORRs).  Changes are submitted to the CCB for approval/disapproval determination.

Out of board approvals can be obtained for emergency situations and critical tasks that cannot wait for the normal CCB approval cycle.
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