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1. Purpose

The Standard Operating Procedures (SOP) document was developed to provide a common understanding of the processes and procedures that will be used during the delivery of the Integrated Financial Management Program (IFMP) Application Support for NASA.  

The purpose of the SOP is to document how the Integrated Financial Management Program Competency Center (IFMPCC) will provide the sustained Operational Support and Maintenance for the applications being implemented as part of the IFM Program.  The manual is intended to detail how the IFMPCC will address the quality and technical requirements that have been agreed to and documented in the Service Level Agreements (SLA’s) between the IFMPCC and the NASA centers.

The procedures documented in this Manual describe the processes and activities used in implementing the requirements of the SLA’s.  The objectives of the SOP are:

· To define the approach for quality assurance and control of the IFMPCC

· To define the responsibilities of the IFMPCC, the user base and other support organizations

· To define the resources and procedures needed to ensure that the delivery of the services meet the SLA requirements

· To document or reference the standard processes and methods that will be applied to the delivery of the support services

· To document or reference the standard processes and methods that will govern the interaction between IFMPCC, NASA center’s, and other support organizations.

NOTE:  In case of conflict, the SLA takes precedence over this SOP.

REFERENCE AND APPLICABLE DOCUMENTS

Reference Documents

Documents referenced in this section are only used as support for the Standard Operating Procedures. The documents include:

	Document

	IFMP Operations Framework

	IFMP Operations Strategy

	IFMP Service Level Agreement

	IFMP Configuration Management Plan

	IFMP Configuration Management Procedures

	IFMP RESUME MANAGER Technical Architecture

	IFMP RESUME MANAGER Security Plan

	IFMP Competency Center Help Desk Procedures

	IFMP Desktop Requirements

	IFMPCC Technical procedures

	IFMP Document Naming

	IFMP Daily Service Review (DSR)

	IFMP Service Restoration Team (SRT)

	IFMP Root Cause Analysis (RCA)


TERMINOLOGY

Abbreviations and Acronyms

This section lists and describes all abbreviations and acronyms used in the SOP.

	Acronym
	Meaning

	SLA
	Service Level Agreement

	SOP
	Standard Operating Procedures

	IFMPCC
	Integrated Financial Management Program Competency Center

	IFMP
	Integrated Financial Management Program

	CCB
	Change Control Board

	CM
	Configuration Management


Definitions

“The Agreement” - Refers to SLA.

Business owner – Each Center will continue to ‘own’ all business decisions and prioritizations for the in-scope applications that the IFMPCC maintains.

IFMPCC Request Owner - The IFMPCC support team member who is currently responsible for resolving an application owner’s or end-user’s question or problem.

Immediate Supervisor - The IFMPCC individual who is directly responsible for another’s work. An Immediate Supervisor can be any IFMPCC team member. 

Request Initiator - The person who makes the initial contact through the Tier 1 Help Desk with the IFMPCC Support Team to request a resolution to a problem or question. The request initiator can be any NASA or authorized contractor user.

Effective Date - The date the SLA is in effect.

Business Day/Normal Work Hours – Between 7:00 a.m. and 7:00 p.m. Central Standard Time, Monday through Friday, except NASA-observed holidays.

DESCRIPTION OF THE SERVICE

Overview

This section of the SOP provides a description of the service and the background of the engagement, focusing on what will be delivered to the IFM User Community by the IFMPCC.

Background and Reasons for utilizing the IFMPCC

NASA currently uses a highly decentralized information technology model with each Center “owning” a logical partition, which allows unique Center data, applications, and business processing rules.  The mission of the Integrated Financial Management Program is to improve the financial and human resources management processes through out the Agency.  The Integrated Financial Management Program activities are governed by a set of underlying principles required to successfully integrate multiple modules.  The definition of an operations concept based on consolidation, was one of the principles that was identified as key to this success.  Therefore, a competency center model was adopted to enable the Agency to implement a consolidated operations support approach.  A centralized competency center model will facilitate the development of standard quantitative measures of service levels, coordination between business and technical elements, leverage of core knowledge across modules and Centers, and the implementation of standard processes and procedures to provide for consistent support capabilities.  

The Integrated Financial Management Program decided to initiate a consolidated support agreement with the Integrated Financial Management Program Competency Center to undertake the support of NASA’s IFMP applications across the Agency.  IFMPCC’s intent is to use a support methodology to manage the maintenance and support of some or all of the applications implemented by the Integrated Financial Management Program.  The in scope applications, and other areas, that the IFMPCC will support are addressed in the SLA.

Definition of the Service

The SLA provides a complete description of the support service, term and scope.

This SOP is intended to conform to the SLA in every respect, and to define the processes that will ensure that services to the NASA Center are delivered in accordance with the quality standards specified in the document. 

Services Delivered

The services to be provided to NASA Centers by IFMPCC consist of:

· Level 2 Help Desk

· Application Functional Support (will be provided by the ROC/Agency Process Teams for Resume Manager)

· Application Operations Support 

· Application Development Support (will be provided by the ROC/Agency Process Teams for Resume Manager)

· Infrastructure Support

Definitions of each of these services are included in the SLA.  Examples of types of support, including those not provided by Competency Center are included below:

	Types of Support
	Examples
	Process to follow

	Application Functional
	· Perform software configuration tasks

· Data correction to allow a transaction to flow successfully through the system
	See Request Management process in IFMP Competency Center Help Desk Procedures
For Resume Manager call ROC/Agency Process Team

	Application Development
	· Development of queries and reports

· Implement new business functionality
	See Request Management process in IFMP Competency Center Help Desk Procedures
For Resume Manager call ROC/Agency Process Team

	Application Operations
	· Monitoring availability and performance of the system

· Vendor relationship management
	See Request Management process in IFMP Competency Center Help Desk Procedures

	Infrastructure
	· Hardware acquisition and maintenance
	See Request Management process in IFMP Competency Center Help Desk Procedures

	User Interface
	· Providing desktop hardware/software
	Call Odin/Center Contractor

	Business Process 
	· Business policies and procedures
	Implementation of Process Improvement Enterprise Wide


Service Delivery Procedures

This section includes a listing of procedures, as well as a description of how those procedures will be performed

Procedure List

The following processes that detail various maintenance activities are defined in Section 0 

· Configuration management 

· Issue Escalation

· Metric tracking

In addition to the maintenance procedures detailed in Section 0, the following processes are contained in the Competency Center Help Desk Procedures. 

· Request Management (normal business hours)

· Request Management (outside of normal business hours)

· Rejection

· Requests for Problem Resolution

· Requests for Enhancements

· Testing

· Closure

Note:  In the case of Resume Manager, an application is made available to users outside of NASA.  Refer to the IFMP Competency Center Standard Help Desk Procedures for the process related to requests for technical assistance emails received from Resume Builder.

Managed Requests

1.1.1. Requests

A request is defined as any written or automated request to the Integrated Financial Management Program Competency Center (IFMPCC) that requires the IFMPCC to expend any measurable amount of effort to provide a response.   By “requires”, we mean that the content of the service level agreement, or this operating procedure obligate the IFMPCC to provide a response.   The types of responses provided by the IFMPCC fall into three main categories: Problem Resolution (Trouble Ticket), Change Request, or Service Request. 

Problem Resolution (Trouble Ticket)
A problem is a defect or failure in an existing system.  A request is considered a problem resolution if the following three conditions hold:

1. Request is documented,

2. Software doesn’t conform to the specification (if available), and

3. Error should have been detected by the normal process, and

4. If detected the error would have been corrected.

Change Request 
A change occurs when a work product conforms to the baseline specification but something else is wanted or needed. This is true even if the specification is obviously wrong. A request is considered a change if the request is documented and any of the following conditions hold:

1. Software conforms to the specification (if available), or

2. User wants to add a feature to the software that does not exist in that software, or

3. User wants the software changed to conform to other changes in the environment (i.e. system upgrades), or

4. User wants to correct the specification and then have the software conform to the new specification, or

5. User wants to change the system to prevent a problem before it occurs, or

6. User wants to improve the way the hardware, software, documentation, or procedures perform (functionality or performance).

Refer to the Configuration Management Plan and Configuration Management Standard Operating Procedures.

Assigning Severity

The following is a rough guideline on how to decide the severity level of a specific service request. It is the responsibility of the Center Help Desk to ensure that the appropriate severity is applied to each problem.  It is not the end user’s responsibility to assign severity, but rather, it is the Center Help Desk’s responsibility to ask specific questions about the impact of the problem on the end user’s business and to determine the severity accordingly.

	Sev
	Definition
	CF Examples
	StARS Examples
	TM Examples

	1
	Causes complete and total loss of critical business function or revenue
	· 
	· 
	· 

	2
	Causes significant loss of critical business function or revenue,
	· 
	· 
	· 

	3
	Causes partial loss of critical business function or revenue,
	· 
	· 
	· 

	4
	Causes partial loss of non-critical business function and revenue, 
	· 
	· 
	· 

	
	
	· 
	· 
	· 


Tracking Problem Request (Trouble Tickets)

The combination of the Status Codes and Reason Codes are the key to telling us very quickly where a trouble ticket is in its life cycle and why it is in the position.  This information and an aging process help us to determine when a trouble ticket needs additional attention. 

Status Codes

The status code is the primary definer of where a trouble ticket is in its life cycle.  Either the help desk or the service provider maintains the status code when a trouble ticket moves from one stage in the cycle to another.   

	Status Code
	Definition

	Open
	The Help Desk has received the service request but the IFMPCC has not started working on the request yet.

	In Service
	The IFMPCC has received the trouble ticket and or a trouble ticket has been removed from its wait or holds status and returned to the service provider for further action.

	Wait
	This status indicates that the individual assigned to complete this trouble ticket is actively working this ticket and is in need of a specific action by someone outside that individual’s control. When a trouble ticket is in a Wait state, work on that ticket is suspended until reason for the wait is resolved.

	Pending Closure
	The IFMPCC has developed and unit tested a solution to the problem and is waiting for either migration (promotion) or Client acceptance.

	Closed
	The IFMPCC has determined that the trouble ticket does not need any further activity.


Reason Codes

An individual must select one of the following codes when that individual changes the status of a service request. The Reason Code best describes why the services request is in its current state.

	 Status
	Responsibility
	Reason Code
	Description

	Open
	Help Desk
	Assigned
	Assigned to the appropriate service provider

	
	
	Reject
	Change failed acceptance test or production rollout

	In Process
	IFMPCC
	Assigned
	Assigned to the appropriate individual at the service provider.

	
	
	Working
	Individual assigned has started working on the request

	
	IFMPCC
	Returned
	Request has been returned from a Wait or Hold Status and is ready for the service provider to continue work.

	Wait


	IFMPCC
	Information
	Need Information to Proceed

	
	
	Approval
	Need Approval to Proceed

	
	
	Testing
	Waiting for Someone to Test

	
	
	Specification
	Need Specification to Proceed

	
	
	Vendor
	Waiting on Vendor Response

	Pending Resolution
	IFMPCC
	Promote
	Needs to be promoted

	
	
	Accept
	Needs to be accepted

	Closed
	IFMPCC
	OK
	In Production

	
	
	Duplicate
	Duplicate of existing problem already logged

	
	
	Cancel
	No longer needed or should not have been logged


Triggering Events

	Trigger
	Resp.
	Resulting Status - Reason
	Target InBox
	Severity
	Notification

	Assigning the trouble ticket to IFMPCC
	Help Desk
	Open - Assigned
	IFMPCC
	1 - 2
	IFMPCC Lead Dispatcher

Department Queue

Application Lead

	
	
	
	
	3 - 4
	None

	The IFMPCC needs more information to proceed.
	Appropriate IFMPCC  Lead
	Wait - Info
	IFMPCC
	1 - 2
	Affected End User

	
	
	
	
	3 – 4
	Affected End User

	IFMPCC has sufficient information to proceed with the TT
	Appropriate IFMPCC Lead
	In Service
	IFMPCC
	1 – 2
	Assignee

	
	
	
	
	3 – 4
	Assignee

	Individual assigned starts or restarts the TT analysis and solution process.
	Individual Assigned
	In Service Process - Working
	Assignee
	Any
	Assignee

	While working on the TT, assignee determines that additional information or support is needed to complete the analysis or solution process.
	Individual Assigned
	Wait - Any
	IFMPCC
	1 - 2
	SRT

	
	
	
	
	1 - 4
	Appropriate Super User (E-Mail)

Requestor (E-Mail)

	IFMPCC Resolved Problem and code is affected.
	Individual Assigned
	Resolved - Promote
	CM Inbox
	1 – 2
	Appropriate CM Lead (E-Mail)



	
	
	
	
	1 – 4
	Appropriate CM Lead (E-Mail)

	Affected Code has been approved by appropriate CM lead for promotion
	Assigned Functional Reviewer
	Resolved – Promote
	CCRB InBox
	1 – 2
	Call Configuration Mgr.

	
	
	
	
	1 – 4
	

	Affected Code has been promoted.
	CM Lead
	Resolved - Accept
	IFMPCC Resolved InBox
	1 - 2
	IFMPCC

	
	
	
	
	1 - 5
	Individual Assigned (E-Mail) and Reported by Individual (E-Mail)

	IFMPCC Resolved Problem and no code is affected.
	Individual Assigned
	Resolved - Accept
	IFMPCC Resolved InBox
	1 - 2
	IFMPCC

	
	
	
	
	1 – 4
	Reported by Individual (E-Mail)

	The Solution provided by the IFMPCC is in production.
	Client Designee
	Closed - OK
	None
	1 - 4
	Reported by Individual and Individual Assigned (E-Mail)

	After the service provider reported the SR fixed, Client determined that the solution doesn't work.
	Client Designee
	Open - Reject
	Service Provider
	1 - 2
	Appropriate Business Process Lead (Phone) and IFMPCC Mgr. (Phone)

	
	
	
	
	1 – 4
	Reported by Individual (E-Mail)

	The TT is a duplicate of an existing TT
	Client Designee
	Closed - Duplicate
	None
	1 – 4
	Reported by Individual (E-Mail)

Assignee (E-Mail)

	The SR was created by mistake or is no longer needed
	Client Designee
	Closed - Cancelled
	None
	1 – 4
	Reported by Individual (E-Mail)

Assignee (E-Mail)


IFMPCC Issue Escalation

Definition

As service requests flow through this process there are times when either NASA or IFMPCC must take actions to assure that the request is getting the appropriate support and commitment to meet both the business requirements and the agreed upon service levels.   This section outlines the points in the life of a specific service request when the state should be inspected and what escalation activity should occur.

Table 1.  Problem Severity Level Callback and Escalation Standards

	PROBLEM SEVERITY LEVEL TABLE
	CALLBACK TABLE
	ESCALATION TABLE

	CODE
	SEVERITY CRITERIA


	SEVERITY STANDARD


	FEEDBACK

INITIAL      PERIODIC
	When
	NASA Center
	IFMP CC

	1
	“Severity 1” problems are immediate and total loss of critical business functions.
	Q2: 95% of all severity 1 problems will be resolved in 4 business hours.


	1/2 Hour
	Every 2 Hour
	After work has started
	Center IFMP Business Systems Coordinator
	IFMP CC Operations Lead

	
	
	
	
	
	2 hours
	Center Business Process Lead
	IFMP CC Manager

	2
	“Severity 2” problems are significant loss of critical business functions.
	Q3: 90% of all severity 2 problems will be resolved within 8 primary business hours.

	4 Hours
	Every 8 Hours
	After work has started
	Center IFMP Business Systems Coordinator
	IFMP CC Operations Lead

	
	
	
	
	
	4 Hours
	Center Business Process Lead
	IFMP CC Manager

	3
	“Severity 3” problems are partial loss of critical business function.  

Total loss of non-critical business function.

Total loss of individual productivity.
	Q4: 90% of all severity 3 problems will be resolved within 24 primary business hours.
	8 Hours
	Every Business Day
	
	
	

	
	
	
	
	
	12 Hours
	Center IFMP Business Systems Coordinator
	IFMP CC Operations Lead

	
	
	
	
	
	24 Hours
	Center Business Process Lead
	IFMP CC Manager

	4
	“Severity 4” problems are all problems other than Severity 1, 2 or Severity 3.
	Q5: 90% of all severity 4 problems will be resolved within 30 business days.
	8 Hours
	Every Week
	N/A
	N/A
	N/A


Detailed Maintenance Procedures

Configuration Management

Purpose

Configuration Management is the mechanism for formalizing the change request process for the benefit of all parties involved to insure the evolution of the system does not adversely affect performance or functionality.  The purpose of this procedure is to define and delineate the roles and responsibilities for both IFMPCC and NASA Centers to insure that change management is successfully implemented and executed.  The intent is to minimize the risk of detrimental impact on performance, stability, and supportability of the production environment as well as provide a history of changes to the baseline system.

Refer to the IFMP Configuration Management Plan and the Configuration Management Procedures associated with each Module Project or application for Configuration Management and Change Control details.
There will be Application Configuration Documents, in addition to the base-lined configuration for each Module Project application, which will be the reference for future configuration change requests.
Metric Tracking

Definition

Metric tracking involves the gathering and collecting of performance data regarding support of NASA IFMP.  A full description of the metrics, the data points and the calculations involved for the SLA metrics, and other key performance indicators that are helpful to engagement management will be included in The Metrics Appendix at the end of the baseline period for the SLA.  Remedy software will be used to collect data and calculate all metrics. 

Roles and Responsibilities

The roles and responsibilities checklist has been completed at the beginning of the project.  This checklist will be updated as necessary throughout the life of the project.

	Provider
	Role
	Responsibilities and Guidelines

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

· Coordinates resolution of Center specific support issues 

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 Center-initiated Change Requests

· Submits all user-initiated Center Change Requests 

· Prioritizes development and other requests for services from the IFMP CC 

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

· Testing changes and new functionality

Each center will ensure that every Core Financial sub-process has an identified Super User
A natural extension of Implementation Team member’s roles

Center’s may identify additional Super Users to assist with support

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

	Center
	IFMP Business Systems Coordinator
	Works with the IFMP CC to ensure execution of end-to-end service level management for Center’s users
Ensures that all Center roles defined in OLA are staffed; Responsible for maintenance of Center OLA

Manages IFMP CC charge-back process for Center

Receives service level report from IFMP CC

Communicates system activity and outage plans to Center users

Continues interaction with Integration Project Office concerning IT infrastructure elements and associated service providers required to deploy IFMP applications at Center

Note: This role is an extension of the existing Information  Technology Point of Contact (ITPOC)  role

	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 

Report Development
· Coordinate Center report development 

· Participate with IFMP CC in quality assurance reviews

· Ensure consistency of reports 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

Communication with CCB/Center Business Operations 

Training Documentation & User Procedures maintenance 

Quality Assurance & System Validation 

Business Process/Policy resolution 

Complex problem troubleshooting 

	IFMP CC
	Application Development Support
	Develop enhancements, extensions and complex 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 and test disaster recovery

Perform storage management procedures

	Agency


	Infrastructure Support
	LAN/WAN services

Disaster recovery

Data Center facilities/off-hours system monitoring

	IFMP CC
	User Security Administration

	Perform User ID and Password maintenance
Maintain and assign users to roles

Record maintenance, retention and security audit support

Support Centers in resolving application security problems


 Key Contacts

As of date:

NASA Operations Manager:

IFMPCC Manager: 

NASA Support Representative Manager:

IFMPCC Support Delivery Manager:

IFMPCC Support Representative Lead

NASA Center Support Representative: 

Communications

Good communications is a critical element in any successful support or development process.  Communications include verbal (including presentations, discussions, phone calls, and reviews) and written (including reports, e-mail, memos, and documentation).   The following matrix outlines the planned formal communication in each of these categories, the timing of that communication, and the objective for the communication.  In general, it is the responsibility of the IFMPCC Manager and Center IFMP Systems Coordinator to insure that this communication is happening in an effective way.   

	Description
	Timing
	Responsible
	Objective

	Help Desk Review
	Weekly (1 hour)
	
	Identify, discuss, and propose process improvements related to the Center Help Desk and the IFMPCC interactions. 

	Daily Service Review
	Daily (15 minutes)
	
	Review open service requests and determine rankings and action plans for both system changes and trouble tickets.

	Issue Review
	Weekly (1 hour)
	
	Review open issues to determine action plans, assign responsibility, and confirm resolutions.

	Support Review
	Monthly (1 hours)
	
	Review the state of service delivery including the metrics, future plans, and process improvements.

	Standard Operating Procedures
	During 1st 120 days of “go-live
	
	A living document that embodies the fundamental procedures that Center and the IFMPCC will employ to interface and affect their support roles.

	Service Level Change Request
	When Needed
	
	Documents a perceived need to increase or decrease the scope the support effort currently provided by the IFMPCC.


	Description
	Timing
	Responsible
	Objective

	Monthly Status Report
	1st Week of each Month
	
	Documents the accomplishments, issues, plans, and metrics associated with the delivery of this service on a monthly basis.

	Severity Review
	Initially – several times a week 

Later – once a week
	
	Review severity assigned to each problem resolved and determine if is appropriate.


CHANGE TO Operations plan OR SLA

Periodically, changes will be required to the Operations Plan, SLA or SOP to accommodate business needs. Changes to the Operations Plan, SLA or SOP will be managed in accordance with the IFMP Configuration Management Plan. 

Appendix Metrics

All SLA metrics are based on a 3-month average of the metrics. Details regarding key service targets, other quality requirements, and service performance monitoring are documented in the SLA.

In addition to these SLA defined quality and performance metrics, the IFMPCC Manager should track internal, operational metrics that provide a more in depth understanding of the IFMPCC support engagement.

These operational metrics should focus on quantities, averages, cycle times, productivity, quality, efficiency, trends, percentages and comparisons that provide insight into those service aspects for this support engagement. These insights can form the basis of improvement actions such as adjusting resources and procedures. Such operational metrics can include:

· Percentage of calls responded to by the Tier I Helpdesk within the 30 minute timeframe

· Percentage of severity x problems that are fixed within SLA parameters

· Percentage of system changes completed within estimated work effort

· Percentage of system changes completed within agreed date

· Percentage of system changes that must be “backed-out” within 5 days of the initial change

The above metrics are provided for illustrative purposes only and are not meant to be exhaustive. Metrics analysis is a dynamic activity in service engagements and continues to evolve as additional information is gained from the specific experiences of the engagement. The IFMPCC  Manager will review the historical measurement database to look for relationships. This SOP should be regularly updated to include revisions to the standard set of metrics that are reported in the monthly status reports.

2. COLLECTING AND REPORTING METRICS

Definitions of each specific measurement.

	Measurement
	Definition
	Comments

	Time to Resolve Problems
	This value is computed to measure the amount of elapsed time it took the service provider to resolve a problem once that problem was assigned to that service provider.
	This value does not include wait times, hold times, or times when the problem was assigned to a different group.

	Change Requests Percent On Time
	This value is computed to measure the percent of enhancements that are delivered to the [Client] on or before the agreed upon due date.
	This agreed upon due date is automatically incremented by  wait times, hold times, or times when the enhancement is assigned to a different group unless otherwise mutually agreed upon by the service provider and the client.

	Percent Changes Done Right
	This value is computed to measure the percent of problem resolutions and enhancements that create additional problems or fail to correct the initial problem.
	Solutions that are not rejected within 30 calendar days of promotion to production do not count in this measurement.  Both engagement managers must review and mutually agree that any rejection is valid.

	Percent of Satisfied Customers
	This value is computed to measure the percent of  customers that rate the services of the provider as satisfactory.
	


2.
Collection processes and sources for each measurement 

	Measurement
	Primary Source
	Collection Process

	Time to Resolve Problems
	Remedy Change History Records
	On a daily basis, the center will search the Remedy database for any problems that have been closed since the last search.  The severity and time to resolve will be recorded for each problem closed and used to produce the weekly, monthly, and quarterly metrics.  

	System Change Percent On Time
	Remedy Change History Records
	On a daily basis, the center will search the Remedy database for any system changes that have been closed since the last search.  The committed (with adustments for wait, hold, etc) and actual date/time to resolve will be recorded for each system change closed and used to produce the weekly, monthly, and quarterly metrics.

	Percent Changes Done Right
	Remedy Change History Records
	On a daily basis, the center will search the Remedy database for any problems or system changes that have been rejected since the last search.  Those rejects will be recorded  and used to produce the weekly, monthly, and quarterly metrics.  

	Percent of Satisfied Customers
	Customer Satisfaction Survey
	Three months after the start of this engagement, Client will prepare and distribute a survey to measure customer satisfaction with the services provide by the IFMPCC and the Service Providers.  Part of this survey will be used to evaluate the level of satisfaction with the CSC support levels.


3.
Values used in Calculations

	Values used in Calculations
	Data Source
	Definition

	Received D/T
	Problem Record
	Date/Time of initial creation of problem record

	Wait Start D/T
	Problem History
	Date/Time of status change to WAIT from any status

	Wait End D/T
	Problem History
	Date/Time of status change from WAIT to any status 

	Hold Start D/T
	Problem History
	Date/Time of status change to HOLD from any status

	Hold End D/T
	Problem History
	Date/Time of status change from HOLD to any status

	Resolved D/T
	Problem History
	Date/Time of status change to RESOLVED from any status

	Closed D/T
	Problem History
	Date/Time of status change to CLOSED from any status


4.
Rules for Amounts Calculated

	Amount Calculated
	Calculation Formula
	Special Rules

	Wait Time
	[Wait End D/T] - [Wait Start D/T]
	A service request may have one or more Wait Time amounts.

	Off Shift Time
	[Shift End] - [Shift Start]  
	Only calculated for items in the portfolio that are not supported on a 7 X 24 basis. For other support levels, this calculates those hours that are not supported.

	Time to Resolve Problems
	[Resolved D/T] - [Received D/T] - [Off Shift Time] - [Wait Time] - [Hold Time] 
	This is the amount used to determine if the center meets its SLA commitments.

	No. System change
	Count each system change resolved in a selected month
	

	No. system change On Time
	Count each system change resolved in the selected month if the [Resolved D/T]  – [Wait Time ]– [Hold Time] is less then or equal to the Promised D/T
	

	System change Percent On Time
	No. system change On Time /

No. system change
	Based on all the system changes resolved in a specific month.

	No. Changes
	Count each ticket resolved  in the selected month
	

	No. Chgs Right
	Count each ticket resolved in the selected month where there is no record in the history of the solution being rejected.
	Only tickets where the client changes the status to Open – Reject are counted as incorrect changes.

	Percent Changes Done Right
	No. Chgs Right / No. Changes
	Based on all the tickets resolved in a specific month.

	Percent of Satisfied Customers
	TBD
	TBD



[image: image1.wmf]©1998 Computer Sciences Corporation

IFMPCC Support

Representative Lead

IFMPCC

Delivery Lead

IFMPCC Manger

Review reports

Deliver copies

to IFMPCC

Team &

IFMPCC

Delivey

Manager

Deliver reports to

NASA on the 10th

business day of

each month

Generate

monthly metric

reports

Metric Tracking (Monthly)

Metrics are

communicated

MEETING

Discuss

variations

Determine

improvement

methods

MEETING

Discuss

variations

Determine

improvement

methods

Enter

improvement

ideas into

problem report

database

NASA Cener

Support

Representaive

NASA

Operations

Manager


Steps

1. At the start of each month, IFMPCC Support Representative Lead generates the metric reports 

2. IFMPCC Support Representative Lead reviews these as compared to last months reports

3. IFMPCC Support Representative Lead delivers copies of reports to the IFMPCC Manager, IFMPCC Delivery Manager and to IFMPCC Team

4. IFMPCC Support Representative Lead, IFMPCC Manager, IFMPCC Delivery Manager and IFMPCC Team discuss any exceptional variations between the current month and the previous month

5. IFMPCC Support Representative Lead, IFMPCC Team & IFMPCC Delivery Manager determine methods to improve metrics in case of declining results

6. IFMPCC Support Representative Lead delivers reports to NASA Center on the 10th business day of each month

7. IFMPCC Support Representative Lead, , IFMPCC Manager, IFMPCC Delivery Manager, NASA Center Support Representative and NASA Support Representative Manager discuss any exceptional variations between periods.

Appendix A

Recommendation on setting up IFMP SAPGUI HTML Desktop Icon for Windows 2000

Note: If need be, the centers could possibly be provided with the IFMHTM.LNK file which is created by this procedure.

1. Conform that the file c:\Program Files\Internet Explorer\Iexplore.exe exist.

2. Start IE and confirm that it does not check for being the default browser on startup (there is a check box under Tools – Internet Options and the Programs tab).

3. Right click on desktop area.  Select New and click on Shortcut.  This will bring up the Create Shortcut window.

4. Click the Browse button and navigate to and select the file mentioned in step #1.  Click Open.

5. In the Command line field add the url, preceded by a space to the command line.  It should look like this: 

"C:\Program Files\Internet Explorer\Iexplore.exe" https://ifmpcf01.ifmp.nasa.gov:2080/scripts/wgate/webgui/!
6. Click Next.  Type IFMHTM ( or whatever) in the Select a name for the shortcut: field and click Finish.

7. The icon can be changed by right clicking the icon, then clicking Properties, selecting the Shortcut tab, and then the Change Icon button.
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