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1. Introduction

1.1 Purpose

This Operational Level Agreement (OLA) defines the scope and quantity of services between, and the roles and responsibilities of, the Integrated Financial Management Program Competency Center (IFMP CC) and each NASA center for the operational support of IFMP business systems located at HQ.  The OLA documents the services required at the Center level to support the execution of the Service Level Agreement (SLA).  The OLA also documents the key Center roles and the personnel assigned to each role.  The processes and procedures for how each NASA Center and the IFMP CC will work together to achieve the goals of this OLA will be outlined in a set of standard operating procedures delivered to the Centers prior to the Core Financial Operational Readiness Review (ORR). 

There are additional Center and Agency organizations involved in the overall support of the Core Financial application. Examples include the NASA Automated Data Processing (ADP) Consolidation Center (NACC), NASA Information Support Center (NISC), NASA Integrated Services Network (NISN), Center Business Process Leads, Center Desktop Service Providers, etc., to name a few.  Agreements between the IFMP CC and these other service providers or organizations are contained in separate Operating Level Agreements (OLAs).

Figure 1 illustrates the relationship between the SLA and OLA and how both agreements are vital to the end-to-end delivery of IFMP applications.
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Figure 1.  Service Level Agreements and Operational Level Agreements

1.2 Key Organizations

A list of the organizations involved in management or delivery of services under this agreement has been provided below for clarification:

· Integrated Financial Management Program Competency Center (IFMP CC)

The IFMP Competency Center will serve as a centralized support organization with responsibility for delivering and/or managing the majority of the operational support effort.  

· Integration Project Office (IPO)

The IFMP IPO defines and deploys the Agency-wide information technology architecture that supports each IFMP module; integrates each IFMP application with other Agency, Center, and external applications; defines and implements an information delivery strategy that enables enhanced access to information contained within IFMP applications; and provides long term operational support for all IFMP systems via the IFMP CC. The Integration Project also works with each NASA Center to accomplish the deployment of IFMP applications to users.

· Module Project Office – Each Module Project is responsible for the formulation, design, development and implementation of the Commercial Off The Shelf, (COTS) product selected to satisfy the Project functional requirements.

· NASA Center – Each NASA Center is responsible for ensuring that the IFMP Module Projects are staffed with the appropriate expertise to support system implementation activities and on-going technical and business process support.  This includes providing Information Technology (IT) services required to deploy the distributed components of the modules technical architectures, as defined by the IPO.

· Module Project Agency Process Team – The Agency Business Process Team acts on behalf of the Agency Business Process owner to define and implement the Agency standard business process using the selected COTS software.

1.3 Periodic Reviews

This document will be reviewed periodically by the NASA Center and the Competency Center as follows:

	Frequency of review
	Date of first review

	Annually
	January, 2003


1.4 Reference Documents

Supporting documentation referenced within this OLA:

	Title

	NASA IFMP CF Service Level Agreement (See http://ipo.ifmp.nasa.gov)

	NASA IFMP Competency Center Standard Operating Procedures (See http://ipo.ifmp.nasa.gov)

	NASA IFMP Competency Center Help Desk Procedures (See http://ipo.ifmp.nasa.gov)

	NASA IFMP Configuration Management Plan (See http://ipo.ifmp.nasa.gov)

	NASA IFMP Desktop Requirements Document (Currently accessible to ITPOCs at http://ipo.ifmp.nasa.gov)


2. Process for Maintaining the OLA

This document will be placed under Configuration Management control and changes will be managed in accordance with the IFMP Configuration Management Plan.

2.1 Responsibility

The IFMP Competency Center Manager is responsible for:
· Collecting suggestions for updates to this OLA 

· Preparing a draft of the revised OLA while highlighting significant changes

· Ensuring that all changes are approved by the NASA Center and IFMP CC 

· Maintaining an archive with current and past versions of this OLA in accordance with the IFMP Configuration Management Plan

2.2 Distribution of the OLA

Access to the baseline version of this document by the Center IFMP Customer Board or Steering Committee and other interested parties will be enabled via the Integration Project Office website located at http://ipo.ifmp.nasa.gov.  The Center Customer Board or Steering Committee will  be notified when revisions to the document are completed and posted.

3. Operational Support ROLES AND RESPONSIBILITIES

In keeping with the IFMP Business Drivers, the IFMP CC is structured to leverage NASA’s transformation to centralized, single instance Commercial off the Shelf (COTS) business systems. Many elements of support that have historically existed at the Centers will now be provided from one organization. However, no degree of centralization can replace every element of support required to maximize the use of business tools such as SAP. Each Center will play an important and collaborative role with the IFMP CC to ensure that users have the information they need to use the system and have confidence that it will be maintained in an expert manner in the future. In addition, the IFMP CC is dependent on other infrastructure service providers to deliver application functions from the IFMP CC data center to the end user.

Table 1 below defines Center, Agency and IFMP CC roles and responsibilities typically required to successfully support the IFMP applications as they are moved to production status. Since there will be different Center personnel involved in the support of each IFMP application, a separate appendix will be created for each module project at the appropriate time. It will also serve to document any deviations in the operations support strategy for each application. 

Table 1.  Center, Agency, and IFMPCC Roles and Responsibilities

	Provider
	Role
	Responsibilities and Guidelines

	Center
	Business Process Lead
	Serves in a full-time capacity to perform the following responsibilities:

Primary interface to IFMP CC Application Functional Support Experts
· Business process improvements

· Coordinates resolution of Center specific support issues 

Ensures that all Center roles defined in OLA are staffed

Represents Center Business Process Owner(s) concerning changes to Agency and/or Center business processes

Center’s Level 1 Change Control Board (CCB) member

· Evaluates and submits Center-initiated Change Requests

Coordinates maintenance of Center tables

Coordinates testing and acceptance of all changes to Center configuration

Establishes a network of Super Users at the Center who will assist in the support process

	Center
	Super Users
	Part-time role performed by expert users within business offices today 
Provides informal user instruction and support

· Understands the business process and fields “how to” questions prior to making a call to the Help Desk

· Assists IFMP CC in troubleshooting problems

· Assists with user training

· Tests changes and new functionality

Each Center will ensure that every Core Financial sub-process has an identified Super User
Will represent and provide a natural extension of the Implementation Team member’s roles

Centers may identify additional Super Users to assist with support

· Center determines level of participation within each sub-process area 

	Center
	IFMP Business Systems Coordinator
	Serves in a full-time capacity to perform the following responsibilities:

Works with the IFMP CC to ensure execution of end-to-end service level management for Center’s users
Responsible for maintenance of Center OLA

Manages IFMP CC charge-back process for Center

Receives and distributes service level report from IFMP CC

Receives problem escalation notifications from IFMPCC and escalates according to Center escalation process.

Communicates system activity and outage plans to Center users

Interacts with Information Technology Point of Contact or Integration Project Office concerning IT infrastructure elements and associated service providers required to deploy IFMP applications at Center



	Center
	User Account Administrator(s)
	Processes Center User Access Requests and assigns/maintains users within the application to defined roles
Perform user ID, password creation and maintenance, including password resets

Maintain record retention and support security audits in accordance with NASA and Center security policies

	Center
	Developer(s)
	Interface Maintenance
· Maintenance of legacy side Center interfaces 

Business Warehouse Query Development
· Coordinate Center query development 

· Participate with IFMP CC in quality assurance reviews during stabilization period

· Ensure consistency of queries with Agency standards

	IFMP CC
	Application Functional Support
	Possess detail application knowledge
Perform software configuration tasks for Agency configuration

Provide Level 2 Help Desk application support

Maintain Agency-level application configuration data

Ensure communication with CCB/Center Business Operations 

Provide training documentation & user procedures maintenance 

Ensure quality assurance & system validation 

Identify business process/policy resolution 

Perform complex problem troubleshooting 

	Center
	Infrastructure Support
	LAN support

Local disaster recovery

Center Infrastructure systems management and monitoring

Local IT Security

Tier 1 Help Desk

Desktop Systems Support

Software Distribution

	IFMP CC
	Application Functional Support
	Possess detailed application knowledge
Perform software configuration tasks for Agency configuration

Provide Tier 2 Help Desk application support

Maintain Agency-level application configuration data

Ensure communication with CCB/Center Business Operations 

Provide training Documentation & User Procedures maintenance 

Ensure quality Assurance & System Validation 

Identify business Process/Policy resolution 

Perform complex problem troubleshooting 

	IFMP CC
	Application Development Support
	Develop enhancements, extensions and R/3 reports
Integrate and support interfaces to other systems (EAI middleware)

Provide technical support for application problem resolution

Business Information Warehouse (BW) development

	IFMP CC
	Application Operations 
	Perform system software licensing, installation, configuration, monitoring and maintenance
Apply vendor patches and plan release upgrades

Perform OS, database and application administration

Perform hardware acquisition, installation, and maintenance

Plan, develop, and implement test disaster recovery

Perform storage management procedures

	Agency


	Infrastructure Support
	IFMP data center LAN (NISN)

WAN services (NISN)

IT Security (NISN)

Disaster recovery (NACC)

Data Center facilities/off-hours system monitoring (NACC)



	IFMP CC
	Agency Security Administration

	Perform Citrix User ID and Password maintenance
Maintain Agency roles 
Coordinate security audit support process Support Centers in resolving application security problems


 NASA Center Performance Standards

The below Center performance standards table depicts Service Levels for all IFMP applications in use at each NASA Center.

	Service
	Applicable Definitions
	Standards

	Help Desk

 (Tier I help desk triage and support)
	· User Support Calls

· Route trouble tickets that are not within the scope of the Center Help Desk (i.e. LAN, Desktop, printer) to NISC/IFMP CC.

· Refer to Help Desk Procedures document
	· ALL answered calls will be responded to.

· In any 1-month period, 95% of severity 1 problems will be routed to IFMP CC within 15 minutes.

· In any 1-month period, 90% of severity 2 -4 problems will be routed to IFMP CC within 1 business hour.

	Software Distribution
	· New releases/patches of IFMP software distributed to user’s desktop

· Emergency patch of IFMP software distributed to user’s desktop
	· ALL releases/patches will be distributed to desktop within 45 days of posting by IFMP

· ALL emergency patches will be distributed to desktop within 5 days of posting by IFMP

	Printer Support
	· Local print queue trouble tickets 
	· In any 1-month period, 90% of all print queue problems classified as “Severity 3” will be resolved within 24 business hours, except when the Center’s specified network printer service level continues to be satisfied.

	LAN Support
	· Center LAN segment availability 

· Center LAN return to service

· Center LAN performance

· Packet loss

· Round trip time
	· HQ will provide LAN connectivity consistent with the ODIN contract.

	Desktop
	· Desktop Hardware return to service
	· HQ will provide Desktop Hardware return to service performance consistent with the ODIN contract.

	Desktop Requirements
	· Refer to Desktop Requirements document
	


Appendix A – Core Financial Roles

	Role
	
	HQ Contact Name/#
	HQ NMO/JPL Contact Name/#
	HQ RFO/ GSFC Contact Name/#

	Business Process Lead
	
	Roger Sachse

202-358-0686
	
	Joanne Sprunk

301-614-6900

	Super Users
	Standard General Ledger
	Melajo Kubacki 202-358-1052
	
	Donald Jackson 301-614-7013

	
	Accounts Payable
	Melajo Kubacki 202-358-1052
	
	Lori Shavatt 

301-286-5586

	
	Accounts Receivable
	Melajo Kubacki 202-358-1052
	
	Jennifer Funk

301-286-5131

	
	Purchasing
	John Brett

202-358-0687
	Bob Greco

818-354-5619
	Nancy Lockard
301-286-2062

	
	Budget Execution
	Loretta Smith

202-358-2216

Ruth Krat

202-358-1706
	Theresa Moulse

818-354-4529
	Denise Brown

301-286-6122

Carol Putt 

301-286-3923

	
	Cost Management
	Kelly Peters

202-358-1980
	
	Lionel Walton

301-286-3826

	
	Query Process Lead
	Joan Verbeck
202-358-1477
	
	Joleen Bottalico
301-614-6990

	IFMP Business Systems Coordinator
	Business Systems Coordinator
	David Neumann

202-358-0459
	
	TBD

	
	Information Technology Point of Contact
	Jeanette Scissum

202-358-1351 Sharon Kaibel
202-651-8575
	Bob Greco

818-354-5619
	Dwaine Kronser

301-286-7460 
Jerry Esper

301-286-0924

	
	Tier I Help Desk Service Owner
	Noah Nason

202-358-1334

Jeffrey Anderson

202-358-1348
	David Porco

818-354-0148
	Bob Freitas

301-286-8461

Jerry Esper

301-286-0924

	
	Desktop Services Owner
(Includes software distribution, printing, desktop hardware)
	Noah Nason

202-358-1334

Jeffrey Anderson

202-358-1348
	David Porco

818-354-0148
	Bob Freitas

301-286-8461

Vince Turner

301-286-5950

	
	LAN Service Owner
	John Latyak

202-358-1614

Andy Schain

202-358-0066
	David Porco

818-354-0148
	Bob Freitas

301-286-8461

Rick Patterson

301-286-8253

	User Account Administrator(s)
	
	Devaughan Mayo

202-358-2188

Mike Wright

202-358-0164
	
	Jim McDonald

301-286-1503

Charlie Bussman
301-286-6778

	Center Query  Developer(s)
	
	David Neumann

202-358-0459

TBD


	
	John Brady

301-614-6991

Chris Maclin

301-614-6995

	Center Legacy Interface Developer Lead
	
	Arvo Hall 

703-676-0247
	
	Diane Bitner

301-286-2435


Appendix B: HQ Help Desk flow
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Figure 1.  Problem Management Process (Normal Support Hours)
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