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OFFICE OF HEADQUARTERS OPERATIONS (Code C) 

CUSTOMER SERVICE STANDARDS

with "how-to" instructions for completing accurate documentation

MISSION STATEMENT

TO PROVIDE PRODUCTS AND SERVICES OF SUPERIOR QUALITY, THEREBY ENABLING OUR CUSTOMERS TO ACHIEVE NASA’S GOALS IN AERONAUTICS AND SPACE  

CUSTOMER SERVICE VISION

WE LISTEN TO OUR CUSTOMERS, ACT ON WHAT WE HEAR, AND MEASURE THE RESULTS TO ENSURE WE DO THE RIGHT THING THE FIRST TIME

BUSINESS MANAGEMENT DIVISION (CODE CF)

SERVICE #1:  
Simplified Acquisitions
We will complete simplified acquisitions from point of submission of a valid and complete Procurement Request to the Headquarters Budget Office (Code CF) through contract award by the Headquarters Procurement Office at GSFC (Code 210.H) per the following standards:

STANDARD:

Up to $25,000 – 21 business days when a complete package* is 

received. This includes the time for processing procurement requests through the Headquarters Budget Office (Code CF) and the Regional Finance Office (at GSFC).

$25,000-100,000 – 50 business days when a complete package* is received.  This includes the time for processing procurement requests through the Headquarters Budget Office (Code CF) and the Regional Finance Office (at GSFC).
Note:  These standards do not apply to 1) incremental funding actions, 2) procurements above the simplified acquisition threshold of $100K, 3) ratification actions or 4) end of fiscal year processing.

*A Complete Package is described below

Automated Procurement Request (PR): Upon receipt, Code CFB will review the PR. Correctly completed PR's will be forwarded to the Regional Finance Office at GSFC. Code CFB is authorized to make minor corrections, such as object class discrepancies, inaccurate appropriation data, etc. to meet acceptability standards.  Other changes, such as signatures, insufficient funds, etc. will be returned to you.  The data fields listed below must be correct: 

· Fund Source (FS 41, 42, 43 or reimbursables related to non-program offices)

· Object class per FMM 9121 determined by the type/content of the procurement

· IMS per FMM 9121 determined by the type/content of the procurement

· Appropriation

· Description aligns with POP narrative submission

· Proper electronic approvals (two different signatures are required).  One must be an Approving Official.  If the action is related to a contract, one signature must also be the COTR for the contract.

· Availability of funding per most recent daily accounting report

· Direct or reimbursable funding box selected

· Data entry consistency as outlined in newsletter to customers (e.g., 00 vs OO, 5 digit HPNs with decimals not slashes) 

If the PR represents a change to a previous PR, the “previous commitment” must match either the referenced PR or the accounting report

Procurement Requirements for Simplified Acquisitions: A complete PR package for procurement purposes consists of the following documentation:

· PR with organizational approvals and funds certification from Regional Finance Office at GSFC.

· Complete description of requirement:

· End items:  Item Description, Part Numbers, Options (if applicable)

· Services:  Statement of Work describing the requirement and deliverables expected from the vendor

· Any proposals, quotes, price lists, or registration forms obtained as a result of defining the requirement and finding sources

· Justification for Sole Source Procurement

· Required for all open market purchases over $2,500 for which only one vendor can 

provide the items/services

· GSA Rationale

· Required for all GSA purchases over $2,500 (the initiator is required to evaluate products from at least two other GSA vendors and document the basis for selection of this product and/or vendor)

· Evaluation Criteria

· If competitive, designate whether evaluation criteria are based on lowest priced/technically acceptable or best value.  

· If best value is used, provide evaluation criteria.

INFORMATION TECHNOLOGY & COMMUNICATIONS DIVISION

(CODE CI)

SERVICE #2:
Desktop Services

We will successfully complete the following action requests within the allotted time.  

STANDARD:
We will complete installation of an ODIN catalog order within 10 business days after Code CI COTR approval of the order in the Shop4NASA on-line catalog ordering system at: https://www.shop4nasa.com. Proper justification and adherence to the guidelines on the Shop4NASA web page are required to ensure timely processing.

We will complete a desktop “return to service” within 8 business hours of notification:

· your call to the help desk (202-358-HELP or 866-4NASAHQ (462-7247), 

· receipt of your e-mail by the IT Support Center (service@hq.nasa.gov) or

· entry of your ticket through the IT Support Center web page at: http://www.odin.hq.nasa.gov/
We will complete the move of five or fewer ODIN desktop and/or phone seats within 2 business days of notification:

· your call to the help desk (202-358-HELP or 866-4NASAHQ (462-7247), 
· receipt of your e-mail by the IT Support Center (service@hq.nasa.gov) or

· entry of your ticket through the IT Support Center web page at: http://www.odin.hq.nasa.gov/


We will complete the installation of a new desktop computer and/or phone seat within 3 business days from the time the ODIN Delivery Order Contracting Officers Technical Representative (DOCOTR) approves the request in the Headquarters ODIN New User Request System (HONURS).  This includes the time for the ODIN vendor’s procurement and installation of the seat.  

FACILITIES AND ADMINISTRATIVE SERVCES (CODE CO)

SERVICE #3:
Supplies

 STANDARD:
We will deliver items that are not backordered as follows: GSFC Form 

20-7As, which are received by 2:00 PM, will be delivered in 2 business days.  

Example: Supplies requested by 2:00 PM Monday will be 

delivered the next Wednesday. 

Example: Supplies requested by 2:00 PM Thursday will be 

delivered the next Monday. 

Every effort will be made to process requests received after 2:00 PM the same day but workload will dictate when late requests will be processed.

What you can do to speed the processing of your order:

1. Use stock numbers when you order supplies.  If you can’t locate a stock number in the cross-reference list use the Office Depot catalog number. When you don’t use a stock number the order entry clerk must check the cross-reference list to insure the items you are requesting are approved by Code C.

2. Plan ahead to place large orders.  If you know of a meeting or conference where you will need an unusual amount of items (example: binders). Place your order a week ahead of time and let us know the date you need the material so we can coordinate the order to make sure it is delivered on time and you can have a successful meeting or conference.

3. Let us know when you have an emergency and need an item in a hurry.  We will do everything we can to fill your order.

HUMAN RESOURCES MANAGEMENT DIVISION (CODE CP)

SERVICE #4:
Recruitment Actions (Does not include SES, NEX, PMI’s, Students or political appointments)

STANDARD:
We will announce a vacancy within 14 calendar days after receiving a complete recruitment package* (This does not include any classification action.  It does include time for manager’s review and approval of draft announcement and job analysis/skills).

*A complete package includes (for each grade level): SF 52, classified position description, position sensitivity form,1630 if needed, and if needed, and area of consideration desired.

STANDARD:
We will issue a certificate within 7 calendar days after the vacancy announcement closes. 

SERVICE #5:
Position Reclassification

STANDARD:
Complete internal review and classification of positions within 7 calendar days (no audit required).


Complete internal review and classification of positions within 14 calendar days (with an audit required).


Complete external review (using Contractors) and classification of positions within 7 calendar days (no audit required).


Complete external review (using Contractors) and classification of positions within 14 calendar days (with an audit required).

       ACCOUNTING DIVISION, GSFC  (CODE 155)

SERVICE #6:
Travel Vouchers

STANDARD:
We will process travel vouchers for scheduling of payment by Treasury within 3 business days of receipt in the Regional Finance Office.

TRAINING OFFICE, GSFC (CODE 114.H)

SERVICE #7:
Training Requests

STANDARD:
We will process Training Requests or actions up to $2500 (NHQ Forms 56) within 5 business days of receipt of a complete package*.  

This includes registering participants, issuing a purchase order or paying by credit card, faxing a copy of the approved training request to the participant and the Code’s Training POC. 

*A complete package consists of all blocks being completed on the NHQ Form 56, all Code signatures in place, and all supporting documentation attached.  Supporting documentation consists of a vendor course description, an event brochure, or a Statement of Work, as well as vendor documentation of the cost.
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