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What is the Enterprise Service Desk (ESD)?
The ESD is one of five agency-wide service contracts under NASA’s IT Infrastructure Integration Program (I3P). The ESD provides a central service desk, service request system, and a self-help Web site.  The ESD provides support for services such as computing and mobile phone seats, network printers and multi-function devices (MFDs), e-mail and calendaring, Web services and technologies, end-user services, data center services, network services, telecommunication services, and more.
Services of the ESD include:

· Call Agents for first call resolution services

· A self-help Web site with knowledge articles on I3P services

· An ordering system for I3P services and equipment (including the ACES Product Catalog (APC))

· Enterprise Notification System (ENS) for planned/unplanned outages (with subscription capabilities)

What services does the ESD provide?
The ESD will provide consolidated help desk services and will function as the interface between end users and the Infrastructure Integration Program (I3P) service providers.

· 24/7 help desk

· First call resolution

· Service request system

· Product catalog orders

· Online status of inquiries and tickets

· Self-service tools (Web-based FAQs and knowledge articles)

· Notification subscription system

· System status feature

What services are affected by the implementation of the ESD?
Primary services affected include:

· End-User Services (ACES contract)

· Communications Services (NICS contract)

· Enterprise Applications Services (EAST contract)

· Web Services (WESTPrime) contract)
For more information, detailed service lists are available: 
· https://answers.nssc.nasa.gov/app/answers/detail/a_id/5965/
· http://itcd.hq.nasa.gov/I3P.html


How do I contact the ESD?

There are two ways to contact the ESD:
	Online Ticket
	Using the ESD Web site (https://esd.nasa.gov), you may submit trouble tickets online using the My Tickets feature.  You will receive an e-mail confirming your request.

	Phone Ticket
	You may call the ESD (358-HELP (4357)) to speak directly to an ESD Call Center Agent.  The Agent will open a ticket and attempt to assist you while you are on the line.  .


Do I have to log-into the ESD Web site?
When connected to the NASA network using your NASA computer no login will be required when using Internet Explorer. Log in using your NASA Launchpad credentials if you are using another browser or are connected outside of the NASA network.

How can I find out the status of a ticket?

No matter how your ticket or request is submitted, you may view your ticket status online using the My Tickets feature anytime on the ESD Web site (https://esd.nasa.gov),
I’ve heard of the ESD “tiers.”  What are they?
Services of the ESD are broken down into “tiers:”

	Tier 0 (Zero)
	The ESD Tier-0 Web site is your gateway to I3P.  You can access thousands of knowledge articles, submit a ticket, check the status of a ticket, order a new service, check the status of an order, view notifications, and check the availability of various systems. I3P managers can access analytics reporting and dashboards, build new I3P services, and send notifications to NASA users. The Tier-0 site is custom-fit to each user.

	Tier 1
	The ESD call center is a 24/7 resource for reporting and receiving resolution for I3P tickets.  The ESD can be reached at 358-HELP (4357).  The ESD will be able to answer many frequently asked questions.

	Tier 2
	In cases when support is needed at your location, or a ticket requires more advanced knowledge, ESD will coordinate with the appropriate I3P provider to ensure you receive resolution.


Is there a self-help section on the ESD Web site?
Yes.  A “Self-Help” feature of the ESD Web site (https://esd.nasa.gov) contains a wealth of knowledge, and has been provided as a way for users to conveniently help themselves with various IT topics.  
Is training available for the ESD?
Although there are no formal ESD classes, there are many ESD training resources available on the ESD Web site (https://esd.nasa.gov).
Where is the ESD located?  Does HQ have a dedicated resource at the ESD?
The ESD is located at the NASA Shared Services Center.  There is not a dedicated HQ resource.  Instead, the resources at the NSSC are shared across the Agency and will not report to any specific Center.

When submitting a ticket using Tier 0 Web site, can I pick any priority and any category? 
When submitting a ticket online, you may pick any category and priority.  However, an ESD Call Agent reviews each ticket to verify that the category and priority match the description of the ticket.

	Low
	Workaround is available

	Medium
	Partial workaround is available

	High
	No workaround is available


When submitting a ticket, are there cost implications to setting a higher priority? 
Yes. Up to 4% of all incidents submitted can be escalated as high priority with no cost. Choosing a particular category is totally up to the end user based on what they feel best describes their incident. Although the end user has the ability to request high priority does not mean that incident will be assigned that category. The final judgment call to escalate or not is with the ESD Call Agent. End users can contact the ESD SME for guidance.
Will the Org Approver be a manager for each organization?
The Org Approver will be the person who the Center or Organization has approved through NAMS.  For HQ, this will usually be the ITPOC or OPOC.
Where can I find more information?
· Enterprise Service Desk - HQ Web site:  http://www.hq.nasa.gov/office/itcd/ESD.html

· NASA ESD Web site (Agency): http://insidenasa.nasa.gov/ocio/i3p/ESD/index.html   

· NASA I3P Web site:  http://insidenasa.nasa.gov/ocio/i3p/index.html 

	For assistance, contact the Enterprise Service Desk (ESD): Submit a ticket online at esd.nasa.gov, or call 358-HELP (4357) or 1-866-4NASAHQ (462-7247).


This document is posted on the ITCD Web site at:

http://itcd.hq.nasa.gov/faqs.html
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