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1.0
Overview

1.1
Purpose and Scope


This guideline has been prepared in accordance with section 6.9 of the Information Technology Systems, Engineering and Management (ISEM) support services task order Statement of Work (SOW) to describe the roles, responsibilities, and processes for providing computer and network support services for conferences scheduled in NASA Headquarters (HQ) conference rooms.  This document addresses the functional roles and responsibilities of the Science Applications International Corporation (SAIC) personnel within both the ISEM task order and NASA Headquarters’ Outsourcing Desktop Initiative for NASA (ODIN) delivery order.  The scope of this procedure is limited to those services provided by Code CI, and the interfacing responsibilities and processes between Code CI and the Code CO, Audio Visual Support Services (AVSS) organization.  Detailed processes and responsibilities for AVSS are not within the scope or content of this guideline. 
2.0
Roles and Responsibilities

2.1
Audio Visual Support Services (AVSS), Code CO

The AVSS organization, Code CO, is responsible for scheduling meetings and conferences in NASA Headquarters conference rooms.  HQ personnel may request a conference room reservation by calling the IT Support Center at 358-HELP (358-4357), and selecting option 4 then option 1 to reach AVSS.  AVSS prepares and distributes a "Projected Conference Requirements" spreadsheet to the AV POC each Friday, which lists upcoming conferences, scheduled in HQ conference rooms, and anticipated ADP support requirements.  Prior to the date of each scheduled meeting, AVSS sends an "ADP Support Service Request" via email to service@hq.nasa.gov and a carbon copy (cc:) to the AV POC, identifying the computer support requested for the meeting.  Requests for support generally include LAN activation and workstation setup, but may also include the installation of software applications beyond the standard load, on-site monitoring, and/or telephone support.  This service request is used to generate work orders for the appropriate organizations (ODIN or ISEM).
AVSS identifies required computers from their inventory, and places them in the conference rooms prior to meetings.  If the meeting requester needs additional computers to support non-standard requirements or beyond the quantities that AVSS can provide, the requester is responsible for contacting the IT Support Center to open a service ticket, or for submitting a Service Request (SR) for the requirement.

2.2
SAIC ISEM Support

The SAIC ISEM Team provides AV Customer Service Support and designates an AV Point of Contact (AV POC).  AV POC responsibilities may include loading presentations and on-site support during conferences. 

2.3
SAIC ODIN Support

2.3.1
SAIC ODIN Team

The SAIC ODIN Team is responsible for carrying out all roles and responsibilities allocated to them within the NASA HQ ODIN Delivery Order.  This requires working in concert and cooperation with the other NASA HQ contractors providing NASA HQ services.  In order to provide the NASA HQ customers with a full complement of ADP/IT services the SAIC ODIN and ISEM teams must work together on providing Audio-Visual Services.  The SAIC ODIN Team is responsible for responding to AV support calls relating to the software and hardware on the desktop and network connectivity.  The procedure for support is as follows:

· Call the IT Support Center at 358-HELP to report problems or request LAN activations, software/hardware break/fix, or moves.

· Provide the ECN/NEMS number of the affected workstation

· The priority level of the call must be identified (work stoppage or “super critical” service must be stated if the call is urgent)

· All requests for new or additional software or hardware must be purchased through the on-line catalog.

The SAIC ODIN team will not provide Customer Service Representatives on-site to support meetings (Refer to section 2.2).  The SAIC ISEM Team will provide this support.

2.3.2
IT Support Center

The IT Support Center is responsible for generating AV 'work orders' for ADP support in the Remedy ticket system.  Upon receipt of an ADP Support Service Request from AVSS, the IT Support Center opens a ticket for the requested support.  The IT Support Center Analyst forwards a copy of the Service Request with the generated ticket number(s) to the applicable ODIN and Non-ODIN organizations.  

2.3.3
Network Operations Center (LANOC)

The LANOC organization, within the ODIN Team, is responsible for activating and deactivating all LAN drops required for a meeting, as specified in the ticket opened in response to an ADP Support Service Request.  
The LANOC activates required network drops prior to the start of a meeting, based on the support ticket opened by the IT Support Center.  Unless otherwise requested, all conference room drops are on the 131.182.72 subnet, which is on the HQ "Private" network.  For security reasons, drops are deactivated after a meeting, or at the end of the day when multiple meetings are scheduled in a given room.  If a meeting requires that access to a computer be available from outside HQ (e.g., from another NASA center), the ADP Support Service Request should clearly state this, and the drop will be activated on the HQ Public or Unsecured network as applicable.  Requests for analog lines or the installation of certain applications (e.g. NetMeeting) will require that a SR be submitted and approval granted prior to installation.

2.3.4
Telecommunications (Telecom)

The Telecommunications organization, within the ODIN Team, is responsible for providing additional network drops if required, and for troubleshooting/resolving any connectivity problems with the physical drops.

2.4
Meeting Support

2.4.1
Verification of Support Requirements

AVSS prepares and distributes the "Projected Conference Requirements" spreadsheet each Friday to Code CI AV support personnel.  This spreadsheet includes meetings for which no ADP requirements have been specified.  When no ADP requirements are specified and the meeting attendees will not include the NASA Administrator or Deputy Administrator, Code CI AV support takes no further action.

Prior to any meeting that the NASA Administrator and/or Deputy Administrator will be attending (e.g., Senior Management Council, Program Management Council, Capital Investment Council), the Code CI AV POC will verify the following with AVSS and/or the meeting requester, whether ADP support requirements have been indicated or not:

· Meeting date and start time

· ADP requirements (LAN connections, IP addresses, additional applications to be installed, etc.) 

· Presentation file load time(s), as required

· Need for 'dry runs' and any equipment/support needed for a dry run

For all meetings, any ADP support requests that result from new or changed requirements must be called in to AVSS.  New or changed ADP support requirements may not be provided directly to AVSS or Code CI support personnel by personal phone or pager.  AVSS can be reached by calling the IT Support Center at 358-HELP (358-4357), and selecting option 4, then option 1.  Alternatively AVSS may be reached directly at 358-0037.  

2.4.2
ADP Equipment Readiness

Prior to the meeting start, or prior to presentation loading and/or dry runs, ODIN checks the workstation(s) to ensure proper functionality per the AV request.  If an IP address is needed, ODIN will obtain it from the IP database maintained by the LANOC. Based on requirements, AVSS will request installation of requested applications that are not included in the standard software ("core") load placed on each workstation ("above-core" applications) via the IT Support Center.  These applications will only remain on the workstation through the duration of the meeting.  Any items required on a permanent basis must be ordered via the SAIC ODIN Catalog or Code CI.  

2.4.3
Presentation Loading and On-site Meeting Support

Code CO AVSS will assist meeting presenters with presentation loading immediately prior to or during the meeting, unless specific CSR support has been requested.  If support has been requested then the AV POC will assist.  Presentation loads may be done as part of a presentation dry run on the day prior to the meeting.  Presenters are required to provide cue sheets to AVSS whenever presentations will be run from the projection rooms by the AVSS support staff.  This applies for both electronic presentations and transparencies.

In general, the AV POC will not remain in the meeting room or the projection room during the meeting, but is available by pager if assistance is required while the meeting is in progress (see Section 4, below, for problem reporting procedures).  Meetings attended by the NASA Administrator and/or Deputy Administrator are the exception - the AV POC will remain to monitor throughout these meetings. 

2.5
Post-Meeting Support Activities: SAIC ISEM and ODIN 

When the meeting is complete, the following post-meeting activities will be performed, as applicable:

· LANOC will deactivate the LAN drop automatically on the termination date indicated in the ADP Support Service Request (SAIC ODIN).

· AV POC will remove any above-core applications that were installed (SAIC ISEM).

· AV POC will ensure that the workstation has been returned to a core-load status.  If this requires "refreshing" the workstation or "reblasting" the workstation hard drive with the standard software core-load a ticket will be opened via the IT Support Center using the workstation ECN.

· An ISEM Customer Satisfaction Survey form will be sent automatically to advise AVSS that the job is complete.

3.0
AV Problem Reporting

All problems with HQ conference room/AV hardware, software, or connectivity will be reported to the IT Support Center Help Desk.  Based on the urgency of the problem, as defined below, the phone number to be called and the procedures to be followed will vary.  No IT Support Center or ADP support personnel will be individually called or paged for AV support requests or problems.
3.1
Non-Urgent Problems

Problems reported for AV hardware, software, or connectivity issues are considered non-urgent if they do not:

· Occur within the 30 minutes prior to the start of a meeting.

· Occur during a meeting.

· Impact the conduct of the meeting.

Non-urgent problems are reported to the IT Support Center (358-HELP) and handled via standard problem ticket procedures and response times.  Hardware, LANOC, and Telecom technicians, and CSRs will ensure that the AV POC is advised of all problem tickets opened for AV hardware, software, or connectivity issues, and the resolutions. 

3.2
In-Progress Meeting Problems (AV Work Stoppage)

Problems reported for AV hardware, software, or connectivity issues are classified as "AV work stoppage" if the problem:

· Occurs within 30 minutes of the start of a meeting.

· Occurs during a meeting where the NASA Administrator and/or Deputy Administrator are in attendance.

· Affects the conduct of the meeting.

In-Progress meeting problems can also request “Super Critical” service. If necessary, this priority service requires a 5-minute response time and work until repaired.

Steps in Providing Emergency Support - Work Stoppage

	#
	Code CFS Audio-Video/

Conference Scheduling Org
	Code CI

(SAIC ODIN Team)
	Code CI

(SAIC ISEM AV POC)

	1
	Recognize there is an ADP problem that warrants the emergency procedure.
	
	

	2
	Contact the IT Support Center, via 358-HELP
	
	

	3
	Explain this is a “Work Stoppage” conference emergency.
	(IT Support Center) Page out to “AV Support” list.
	

	4
	
	Respond to page within 30 minutes and restore to service within 2 hours.
	Respond to page within 30 minutes and restore to service within 2 hours.

	5
	
	Resolve problem through all necessary personnel
	Resolve problem through all necessary personnel

	6
	
	Provide resolution information to IT Support Center
	Provide resolution information to IT Support Center

	7
	
	Update ticket with resolution.
	


Steps in Providing Emergency Support – Super Critical

	#
	Code CFS Audio-Video/

Conference Scheduling Org
	Code CI

(SAIC ODIN Team)
	Code CI

(SAIC ISEM AV POC)

	1
	Recognize there is an ADP problem that warrants the emergency procedure.
	
	

	2
	Contact the IT Support Center, via 358-HELP
	
	

	3
	Explain this is a “Super Critical” service conference emergency.
	(IT Support Center) Page out to “AV Support” list.
	

	4
	
	Respond to page within 5 minutes.
	Respond to page within 5 min.

	5
	
	Resolve problem through all necessary personnel
	Resolve problem through all necessary personnel

	6
	
	Provide resolution information to IT Support Center
	Provide resolution information to IT Support Center

	7
	
	Update ticket with resolution.
	


4.0
AV Equipment Maintenance

This section describes the process by which software is installed on AV workstations and how the workstations are "refreshed", to maintain software baselines.  Core software loads for the AV workstations are developed by the SAIC ODIN Team, based on the standard HQ core loads and additional requirements specified by AVSS.  When software updates are made to the standard HQ core loads, applicable upgrades are also incorporated into the AV core load.  After testing and verification by ODIN Quality Assurance, master copies of the PC and Macintosh AV core loads are placed in the Software Library.  One working master core load is maintained for each platform, on the HQGHOST1 server for PCs and on CD-ROM for Macintoshes. Separate "identifier" files are maintained, on boot floppy disks, for each PC and on the CD-ROM for Macintosh workstations.  The identifier files contain each workstation’s unique machine name, location, SMS ID and other identifying information.

4.1
Deployment of Software

The process by which software is installed on the AV workstations is the same procedure followed throughout NASA Headquarters, via SMS package.  The AV POC will ensure execution of software on all AV workstations.  The AV workstation software will be refreshed on the same schedule as the HQ workstations.

