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1.0 Introduction

Efficient and effective delivery of ISEM services to NASA Headquarters (HQ) is the overarching objective of SAIC’s service management plan. The Service Management organization has primary responsibility for customer interface, advocacy, and for coordinating the delivery of ISEM support.  The components of ISEM service management are (1) the ISEM Code Project Managers (ICPMs), (2) workflow management and help, (3) customer education, and (4) customer feedback.  The ICPMs provide a consolidated, single point of contact for coordination and delivery of ISEM services. SAIC ICPMs have the broad understanding of the missions, programs, and organizational objectives of individual HQ Codes necessary to facilitate the use of advanced information technology (IT) tools and methods in meeting those objectives.  Security for NASA HQ IT resources is a foundation consideration for all ISEM service management functions, with applicable coordination with the ISEM security personnel during the conduct of these functions.  

2.0 Support for Satisfying Customer Requirements – Project Management

ICPMs provide the consolidated focal point for coordination and delivery of ISEM IT services. From special projects to major systems development efforts, activities are coordinated through an ICPM for each HQ Code. Additionally, ICPMs have overall responsibility for managing the execution of task orders for their assigned codes, including development of requested cost estimates for new or revised task orders, coordination with the NASA task owners to understand requirements and deliverables, and management of costs for activities performed under task orders. 

ICPMs have overall responsibility for customer interface, understanding the business of their assigned codes, and for knowledge of the IT tools currently supporting that business. The ICPM works primarily with the Code Point of Contact (POC). Regular meetings are held with the POC, and with NASA task order managers and other key Code personnel as appropriate, to review the status of in-work Service Requests (SRs) and to address customer feedback. These meetings are also the venue for identifying and planning future customer needs.  At the same time, internal ICPM coordination ensures their awareness of on-going activities in all Codes. This enables focus on reuse of activities or applications across Codes, with the goal of increasing the standardization across Codes that saves NASA resources. 

The ICPM assists the POC in assessing and defining requirements for new or enhanced IT services, and supports the POC in the prioritization of new require​ments based on currently committed activities and available budget.  Customer requests for new or revised ISEM services are documented in SRs.  Refer to the ISEM Service Request Processing Document for further information on the SR process.  Upon approval and assignment of the SR for work, the ICPM’s role becomes one of project manager and user advocate to implement the SR requirements and deliver the resulting product or service. 

3.0 Workflow Management and Help 

Two primary vehicles provide management of the workflow for ISEM service requests: the ODIN Delivery Order for help desk support, and the ISEM Work Management System (IWMS) for requests for new ISEM products or services.

3.1 Help Desk Support 

The 358–HELP phone number and web page monitored under the ODIN delivery order are also the mechanisms for reporting problems with ISEM services and products, and for obtaining ISEM support to resolve problems. Problem tickets are entered and statused in the Remedy system administered by the IntelliCenter.  Problem tickets are dispatched directly to ISEM technical support personnel. ISEM support technicians have direct access to tickets in Remedy, for obtaining problem information and for updating status. Through the IntelliCenter and Remedy system, users have a single interface for obtaining online status of their help calls for both ODIN and ISEM problems.

3.2 Workflow Management For New ISEM Products and Services
Service Requests (SRs) for new or modified ISEM products and services are managed and tracked in a web-based, secure, workflow management system, IWMS.  IWMS provides web-based access to the SR form, and the capability for all NASA users on the HQ network to enter SRs into the process.  IWMS provides direct on-line tracking of interim milestones by Code CI management and end users, and allows direct access to current stoplight status and drill-down to detailed project sched​ules and supporting status charts. Working with the Code POC and applicable users, ICPMs facilitate the definition and documentation of new requirements and, using IWMS, assist with the “construction” of the SR, the preparation of presentations for the Configuration Control Board (CCB), and tracking the status of any follow-on actions. Throughout the process, the POC, service requestor, and Code CI have access to IWMS to check status, and the ICPM coordinates closely with them to advise them of any issues that may surface.

Service Management Framework:  The ISEM structured common framework for planning and accomplishing projects (see Figure-1) begins with project requirements and the resources necessary to support the project. Processes and deliverables are tailored to suit the specific 
requirements of the project, and the results are documented in a project plan.  IT Security participation as well as quality assurance and configuration management are integral components of the project throughout the project life.   As project activities are accomplished, cost performance and scheduled milestones are tracked and status information is provided to the customer. Feedback and lessons learned flow back for use in future projects.

Assignation of Resources: The ISEM Program Manager and ICPMs work closely with Code CI and the Code POCs, and other key customers, to determine and time-phase requirements as early as possible, so that requisite skills for project implementation are available when needed. Resources are assigned to projects based on skills, experience on similar projects, customer knowledge, current workload, and evolving priorities.
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Figure 1- Flexibility for Tailoring Within a Structured Framework for Project Planning and Accomplishment

4.0 Inter-contract Cooperation

Service Requests will be assigned to the appropriate personnel for resolution or implementation. The ICPM will work with the ODIN Code Coordinator as applicable, to ensure coordination and completion of tasks involving both ISEM and ODIN.  Audio-Visual support is also provided by ISEM in conjunction with ODIN and the Code C Audio Visual Support Services (AVSS) support contract.  For additional information on Audio-Visual support, please refer to the Audio-Visual Support Guidelines.

5.0 Information dissemi​nation

Customer training, technology training, project status and fostering customer self-sufficiency are integral parts of the service management plan. The supporting elements include the User Resource Center (URC), which is equipped with a variety of IT equipment and software packages. The URC offers easily accessible walk-in help (“tutoring”) for ODIN and ISEM products, and provides an additional ‘barometer’ for ensuring that ISEM services/products are meeting customer requirements after delivery. A formal classroom training program for ODIN and ISEM products is supplemented by “just-in-time” Information Technology Exchanges, and by a comprehensive application user guides, help topics, and frequently asked ques​tions (FAQs). 
6.0 Customer Feedback

Satisfaction with ISEM services and support is solicited and measured with a customer satisfaction survey process. At the completion of each service or support request, the requestor receives and is asked to complete a Web-accessible survey form. His or her satisfaction is determined based on ratings assigned to a defined set of performance criteria and questions. The ICPM is responsible for reviewing these surveys on a weekly basis with the POC, and for coordinating any responses or necessary corrective measures with the applicable ISEM group. On a monthly basis, customer satisfaction metrics for all Codes, and any planned or implemented corrective measures are compiled and provided to Code CI.


