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1. Introduction

1.1 Purpose

This Operational Level Agreement (OLA) defines the scope and quantity of services, along with the roles and responsibilities between the Integrated Financial Management Program Competency Center (IFMP CC) and each NASA Center for the operational support of the Travel Manager application..  The OLA identifies 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 are  outlined in a set of IFMP CC standard operating procedures located at http://ifmp.msfc.nasa.gov/documents/IFMPCC_SOP_09-07-02.doc.  There are additional Center and Agency organizations involved in the overall support of the Travel Manager application. Examples include the NASA Automated Data Processing (ADP) Consolidation Center (NACC), NASA Information Support Center (NISC), and NASA Integrated Services Network (NISN), to name a few.  Agreements between the IFMP CC and these other service providers or organizations are contained in separate Operational 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.


[image: image1.wmf] 

 

 

1 Per:

 

 

 

·

 

 

 

Desktop

 

 

 

·

 

 

 

Loc

 

al Area Network (LAN)

 

 

 

·

 

 

 

Business & IT Operations

 

 

 

1 Per Service:

 

 

 

·

 

 

 

NISC

 

 

 

·

 

 

 

NISN

 

 

 

·

 

 

 

NACC

 

 

 

IFMP

 

 

 

Integration Project

 

 

 

IFMP

 

 

 

CF Steering 

 

Committee

 

 

 

Infrastructure 

 

 

 

Service 

 

 

 

Providers

 

 

 

Center 

 

 

 

Steering 

 

 

 

Committee

 

 

 

SLA

 

 

 

End to End Service 

 

 

 

Delivery 

 

 

 

x 10

 

 

 

OLAs

 

 

 

IFMP

 

 

 

Integration Project

 

 

 

IFMP

 

 

 

CF Steering Committee

 

 

 

Infrastructure 

 

 

 

Service 

 

 

 

Providers

 

 

 

Center

 

 

 

Advisory 

 

 

 

Group

 

 

 

SLA

 

 

 

End to End Service 

 

 

 

Deli

 

very 

 

 

 

x 10

 

 

 

OLAs

 

 

 


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:

· IFMP CC – will serve as a centralized support organization with responsibility for delivering and/or managing the majority of the operational support effort.  The IFMP CC 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 IPO also works with each NASA Center to accomplish the deployment of IFMP applications to users.

· NASA Center – Each NASA Center has four primary areas of responsibility for the operation of the Travel Manager system:

1. Center Business Process Lead 

2. Travel Manager Center Administrator

3. Center Travel Office

4. Center Information Technology Point of Contact

The specific roles of each of these organizational entities is described in Table 1, Section 3 of this document.

· Configuration Control Board– The Agency Business Process Team acts on behalf of the Agency Business Process owner to define, implement, and maintain 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, 2004


1.4 Reference Documents

Supporting documentation referenced within this OLA:

	Title

	NASA IFMP TM 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 by the IFMP CC.  

IFMP CC will accept suggestions at any time throughout the year but must be received by Nov 1 of each year.  IFMP CC will add the center comments and recommended changes and send for review with the Business Process Leads from Nov 15 thru Dec 31, which will then be placed on the IFMP CC web site until the following year process suggestions should be sent to the IFMP CC POC (please see Appendix A).

2.1 Responsibility

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

· Maintaining the 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

· Collecting and publishing data to verify if the  SLA is  in compliance.

2.2 Distribution of the OLA

Access to the baseline version of this document by the Center IFMP Customer Board  Steering Committee, Travel Manager CCB, and/or other interested parties will be enabled via the Integration Project Office website located at http://ipo.ifmp.nasa.gov .  The Center Customer Board, Steering Committee, and/or Travel Manager CCB 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 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 Travel Manager or 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 Travel Manager application as it is moved to production status. It will also serve to document any deviations in the operations support strategy for Travel Manager. 

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

	Provider
	Role
	Responsibilities and Guidelines

	Agency
	Agency Business Process Lead
	Represents that Agency Business Process Owner

Leads and facilitates meetings of the Agency Business Process Team

Serves as a liaison between Center Business Process Leads and IFMP CC

Ensures Agency travel policies and changes are enforced

Support IFMP CC CR impact assessment process

Coordinates issues with Center Business Process Leads

Chairs Level 3CCB

Provides final approval of TM CCB actions

Communicates significant TM configuration/process changes to the Steering Committee 

Maintains TM configuration and agency process documentation

Coordinates TM configuration and business process modifications with all IFM module Agency Business Process Leads

Coordinates and communicates agency changes with  center level testing of TM Functional enhancements

	Center
	Center Business Process Lead 
	Center’s Level 3 Configuration Control Board (CCB) member

· Evaluates Center-initiated Change Requests

· Submits all user-initiated Center Change Requests

· Prioritizes development and other requests from services from IFMP CC

· Provide input on pending issues and suggested changes
· Advise TM CCB Chair on issues relevant to his/her expertise 
Primary interface to IFMP CC Application Functional Support Experts
· Business process improvements

· Coordinates resolution of Center specific support issues 

Advocate the ‘One NASA’ Travel Management configuration management policy

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

Coordinates the configuration of Center tables

Communicates configuration changes to TM Center Administrator and Center Personnel

Coordinates updates to Center Training Materials with assistance from  Center Administrator
Coordinates testing, impact analysis, and acceptance of all  Center Configuration changes

Recommends Center and Agency changes as necessary

Provide recommendations on approval/rejection of change initiatives/requests, and changes to documentation and configuration

Coordinates configuration and policy changes with Level 1 help desk, Center Administrator, and Center Configuration Management teams

Tracks Tier 1 Service Requests (Trouble Tickets/Change Requests) assigned to the IFMP/CC (Centers are free to delegate this responsibility to other in the Travel Organization)

	Center
	TM Center Administrator
	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

Updates Center training materials with assistance from NASA Center Business Process Leads

Conducts testing on Center configuration changes and impact analysis at the direction of the NASA Center Business Process Lead

Recommends Agency and Center Level changes

	Center
	Center Travel Office
	· Provides formal user instruction and support: Provide Level 2 Help Desk application support
· Understands the business process and fields “how to” questions prior to making a call to the Center Help Desk, Center Administrator, or IFMP Help Desk

· Assists IFMP CC in troubleshooting problems

· Assists with user training

· Assists in testing changes and new functionality

Centers may identify additional personnel e.g., Preparers and/or Approvers to assist with support.  Due to the uniqueness of some center organizations, centers are free to identify other appropriate support personnel

· Center determines level of participation 

Updates Center Training materials with assistance from NASA Center Business Process Lead(s)

Assists NASA Center Business Process Lead(s) in testing Agency configuration changes and impact analysis

Recommends Agency and Center Level changes to BPL

	Center
	IT POC 
	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 and Technical Support (Agency Administration)
	Possess detailed application knowledge
Perform software configuration tasks for Agency configuration

Provide Level 3 Help Desk application support

Maintain Agency-level application configuration data

Ensure communication with Agency Business Process Lead, CCB, and Center Business Process Lead Assist in identifying Business Process/Policy resolution by providing application technical and functional expertise to Agency/Center Business Process Leads and CCB members

Perform complex problem application troubleshooting

Coordinate the installation and configuration of future releases and modifications with vendor.  Coordinate the testing  of these with Centers

Vendor (Gelco) Contract Representative

( Coordinates enhancements and extensions with vendor

Integrate and support interfaces to other IFM modules

Develop, implement, coordinate testing, and maintain agency TM  reporting solution



	 IFMP CC
	Application Operations
	Perform system software licensing, installation, configuration, monitoring, and maintenance
Perform OS, database, and application administration

Perform hardware acquisition, installation, and maintenance

Plan, develop, test, and implement disaster recovery

Perform storage management procedures

Collect and report Metrics

	IFMP CC
	User Security Administration

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

	 Agency IT Service Provider


	Common Agency IT Infrastructure
	IFMP data center LAN (NISN)

WAN services (NISN)

IT Security (NISN)

Disaster recovery (NACC)

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


 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
	Center’s will provide LAN connectivity consistent with the ODIN contract

If LAN work is needed outside of the Center, IFMP CC will assist local Center’s LAN support to track down problems/issues  

	Desktop
	Desktop Hardware return to service
	Center’s will provide Desktop Hardware return to service performance consistent with the ODIN contract

	Desktop Requirements
	Refer to Desktop Requirements document *
	* The Integration Project Office and the Center will work with the Agency CIO to improve the Agency Desktop Standards process in order to align the Agency standards with the IFM Desktop Requirements


Appendix A – Travel Manager Roles for LANGLEY RESEARCH CENTER

Each Center shall complete the following table by inserting the appropriate points of contact and contact numbers for each corresponding role.

	Role
	
	Contact Name/#

	Agency Business Process Lead
	
	Ledetria T. Beaudoin

202-358-0991

ledetria.t.beaudoin@nasa.gov

	IFMP/CC Point of Contact
	
	

	Agency Administrator
	
	

	Center Business Process Lead
	
	Jane V. “Vickie” Gage

757-864-2094

Jane.V.Gage@nasa.gov
Backup:

Dr. David J. Gosselin

757-864-9055

David.J.Gosselin@nasa.gov
Marilyn K. Aldrich

757-864-8244

Marilyn.K.Aldrich@nasa.gov

	Center Administrator and Backup
	
	Nicolina “Nikki” S. Tubbs

757-864-2275

Nicolina.S.Tubbs@nasa.gov
Backup:

Dennis R. Williams

757-864-2109

Dennis.R.Williams@nasa.gov

	Center Travel Office
	
	Dennis R. Williams, Travel Services Team Lead

757-864-2109

Dennis.R.Williams@nasa.gov
Alternate:

Gary Lofswold, Payroll and Travel Accounting Team Lead

757-864-2079

Gary.E.Lofswold@nasa.gov

	 IT POC
	
	John M. Kusterer, 757-864-9372


APPENDIX B  Center Configurable Tables

	Table Name
	NPPS Load
	Center Responsible for Configuration

	Signature
	No
	Yes

	Passwd
	No
	Yes

	Grpname
	No
	Yes

	Ugroup
	No
	Yes

	Orglist
	No
	Yes (if new orgs added)

	Numtab
	No
	Yes

	Profname
	No
	Yes (routing lists names)

	Profile
	No
	Yes (routing lists)

	Custom Rates
	Yes – Per diem rates loaded by Centers
	Yes


Appendix C – Agency Configuration Tables

	Table Name
	NPPS Load
	Agency Admin Configurable

	Permissions
	Yes
	IFMPCC

	Sigtrans
	No
	IFMPCC

	Syspref
	Yes
	IFMPCC

	Usrpref
	No
	IFMPCC

	Airport
	Yes  (no with per diem)
	IFMPCC

	Expense
	Yes
	IFMPCC

	Tmode
	Yes
	IFMPCC

	Statcodes
	Yes
	IFMPCC

	Authcode
	Yes
	IFMPCC

	Cardtab
	yes
	IFMPCC

	Tatable
	Yes
	IFMPCC

	Ltmode
	Yes
	IFMPCC

	Account
	No
	IFMPCC

	Accext
	No
	IFMPCC

	Acctsig
	No
	IFMPCC

	Accsub
	Yes
	IFMPCC

	Person
	No
	IFMPCC

	Tpereft
	No
	IFMPCC

	Tperpcs
	No
	IFMPCC

	Tfflyer
	No
	IFMPCC

	Ttravpref
	No
	IFMPCC

	Perdoc
	No
	IFMPCC

	Table Name
	NPPS Load
	Agency Admin Configurable

	Pcity
	No
	IFMPCC

	Xx-diem
	No
	IFMPCC

	Xx-rate
	Yes
	IFMPCC

	Chklist
	Yes
	IFMPCC

	Syspref
	No
	IFMPCC

	Permission
	Yes
	IFMPCC

	Sampling
	Yes
	IFMPCC


APPENDIX D – HELP DESK FLOWCHART
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