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	To:
	All NASA HQ Civil Servants and Contractors

	Subject:
	NASA Enterprise Service Desk (ESD) Begins November 1

	Date:
	Wednesday, October 26, 2011

	What’s Happening:
	The way you order or request assistance for your IT equipment and services at NASA HQ is changing.  The new Enterprise Service Desk (ESD) located at the NASA Shared Services Center (NSSC) will begin operation on Tuesday, November 1, 2011.  The ESD will replace the current ODIN Enterprise Service Desk under the Outsourcing Desktop Initiative for NASA (ODIN) contract.
The ESD will provide 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.

	What to Expect:
	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

	Contacting the ESD:
	NASA HQ personnel will continue to use the current phone number to contact the ESD.  However, there are several ways to access ESD resources:
Available November 1:
· Phone: 358-HELP (4357) or 1-866-4NASAHQ (462-7247)
· E-mail: nasa-esd@mail.nasa.gov  
· Web Site: https://esd.nssc.nasa.gov

	About the ESD:
	The ESD is one of five agency-wide service contracts under NASA’s IT Infrastructure Integration Program (I3P). The ESD will provide a central service desk, service request system, and a self-help Web site.  
Services 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)
While the ESD will be available on November 1, some of the services mentioned above may be available on different dates, which will vary by I3P contract and NASA Center. 

	Services Affected:
	Primary services affected include:
· End-User Services (ACES contract)
· Communications Services (NICS contract)
· Enterprise Applications Services (EAST contract)
(Note:  At this time, support for Enterprise applications will continue to be provided by the NASA Information Support Center (NISC) Help Desk:
1-866-427-4367 or  https://arsweb.msfc.nasa.gov/ISRSuser.asp)
For more information, a detailed service list is available:
https://answers.nssc.nasa.gov/app/answers/detail/a_id/5965/ 

	Learn More:
	HQ ESD Transition Web site:  http://www.hq.nasa.gov/office/itcd/ESD_transition.html
NASA ESD Web site: http://insidenasa.nasa.gov/ocio/i3p/ESD/index.html 
NASA I3P Web site:  http://insidenasa.nasa.gov/ocio/i3p/index.html

	Contact
	For questions regarding the HQ Enterprise Service Desk transition, contact:
1. Tuesday Dodson, HQ ESD Subject Matter Expert (SME), 202-358-1184
· Elaine Bowman, HQ Center Integration Lead (CIL), 202-358-1342

	This notice was sent by the HQ Information Technology & Communications Division (ITCD).
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