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NASA – Avue  

Confirmation of Oral Understanding

DATE:

January 7, 2002

TO:

Rich Ryan



NASA, Goddard Space Flight Center, IFMP

FROM:

Linda Rix and James D. Miller



Avue Technologies Corporation

SUBJECT:
NASA Subscription to Avue Digital Services

Rich:

This memorandum will serve to confirm our oral understandings with respect to certain issues associated with NASA's upcoming subscription to the Classification Module of Avue Digital Services ("ADS").

1. The ADS Classification Module feature/functionality is, in all material respects, as described in your Position Description Management Functional Requirements dated January 30, 2001, with the following notable adjustments:

a. Some of the documents identified in PDM 1.1 specifically the vacancy announcements, crediting plans, interview guides, and individual development plans, are no longer offered as part of the Classification Module.  This is reflected in your designations of PDM 3.1, 3.2, and 3.3 as “not applicable” and reflects our discussions with Keith Lowe and Bobby German at the time this adjustment was made.  

b. Avue has released OF-8 and Other Significant Facts (OSF) functionality  into the Classification Module.  At the time the PDM Functional Requirements document was developed, these were under development.  They are fully functional today.  This completes the requirements for PDM 2.3, 2.4, 2.5, 4.4, 4.5, 4.6, 4.9, 4.10, 5.1, 7.3, and 7.4.  

c. Avue has released “Agency Position Files” functionality, which was under development at the time the PDM document was created.  This functionality fulfills the requirements for PDM 4.1, 4.7, and 4.11. 

2. Sections I through III of the copy of the Draft Implementation Plan you provided us, including your edits and revisions, accurately represents and contains all of the core elements of Avue's ADS implementation.  Section IV is superceded by the Master Subscription Agreement (principally in Attachment 3 to that agreement).  We will work with NASA to further refine the Implementation Plan to best meet our mutual objective of the successful deployment of ADS Classification in NASA.  Such plan finalization will occur in the initial strategy and planning sessions by virtue of a NASA-Avue collaboration and will be adjusted, from time to time based on mutual agreement, to reflect operational realities and NASA’s needs.  Avue provides a very broad range of services in this area that are difficult to pre-define but the draft plan does contain all core and essential elements and does not restrict either NASA or Avue from adding, adjusting, or deleting activities based on real needs.  Generally, Avue provides significant in-person consultative and training related services during this period.  We fully expect to support the deployment at each and every NASA Center as the deployment continues.  At a minimum, Avue will include, in the initialization fee, all of the technology support, content customization, and implementation and change management.  Content customization is ongoing for the life of the subscription as is technology support and the user account management referenced in item 4 below.  

To clarify the issue related to training and briefings at each NASA Center, be assured that the ADS "Extranet Initialization Fee" includes at least: (a) one in-person executive briefing and (b) one in-person "train the trainer" session by an Avue staff member at each of the ten NASA space centers.  Avue can also provide Drive Team meeting support and “Webinars” for NASA via our WebEx technology.  However, these are not intended to replace or supplant in-person briefings and training sessions associated with Center deployment.  We understand that full ADS implementation will occur first at Goddard Space Flight Center in a target time frame of 90-120 days, with implementation at the other Centers occurring shortly thereafter.  Avue will fully support the plan we mutually agree is most workable for NASA.

3.
We have advised you that ADS accommodates use by Macintosh computer users with Internet Explorer or Netscape Navigator.  A substantial number of such users currently exist within the ADS customer base, including a significant number of the total covered user community at the Library of Congress.  As such ADS supports MacOS9 using minimum versions of IE 5.0 (build 2022) and Netscape 4.7.

4.
Avue has decided to offer, at no additional charge, User Account Management for its ADS customers.  As a result, NASA's potential concern with the need for contractors to access the system in order to provide such services has become moot.  As such, the following information is used to define an ADS User Account.  This information is accessible only by users who have been assigned an ADS administrators role.  In addition, information on users does not include information subject to Privacy Act notification.

	Data Element
	Required?

	User ID
	Yes

	Password
	Yes

	User Role
	Yes

	First Name
	Yes

	Middle Initial
	No

	Last Name
	Yes

	Title
	No

	Organization
	No

	Email Address
	Yes

	Daytime Phone Number
	Yes

	Evening Phone Number
	No

	Fax Number
	No

	Uses Assistive Technology
	Yes

	Authority to Establish/Approve Files for Agency Position Files
	Yes


Avue is currently in the process of formulating resolution time and escalation procedures for service requests (e.g. create a new user account, modify account, remove/disable account, reset password, etc.) and NASA will be advised of these procedures within 60 days.

5.
Avue Digital Services if fully compliant with Section 508 Web Accessibility Guidelines.  A detailed description of this matter has been previously provided NASA as part of the ADS Frequently Asked Questions document.

6.
While the Master Subscription Agreement specifies that the Extranet Data Center will have an "uptime" of at least 95% (or certain performance penalties become active), Avue strives to maintain an actual operational level in excess of that and Avue's actual uptime to date is more like 98% and improving monthly.

7.
With respect to system performance in terms of response time, many individual items can affect response time.  Since ADS is accessed via the Internet through NASA WAN/LANs, Avue can only control the configuration and bandwidth within the Avue Data Center.  In spite of Avue’s lack of control outside the Avue Data Center, Avue continually runs predefined scripts (at 5 minute intervals) which test the response time of specific ADS transactions.  Avue support staff is notified immediately if script response times are outside acceptable parameters.  The expectation is for specific scripts to run in the 4-6 second response time range within the Avue Data Center. 

8.
With respect to system upgrades, Avue seeks to keep its principal functional point of contact in each ADS client informed of upcoming content and software functionality enhancements and upgrades.  This is normally done through the Avue Insider web site as well as through oral conversations.  When such upgrades are made, the functional point of contact is advised by e-mail of such occurrence and provided with "release notes" giving details of the changes.  This allows the functional lead within the customer to answer any user questions that may arise without burdening each individual user with lengthy and repeated release notes (since ADS is constantly enhanced and upgraded).

9.
Avue will be responsible for problem resolution via the ADS Help Desk within the following severity level matrix:

· Severity 1:  Loss of service due to full system failure - including the loss of physical facilities - target - 1 week

· Severity 2:  Loss of service due to failure of a non-redundant component  - target 4 hours

· Severity 3:  Potential loss of service due to a file or data component loss - target 2 hours

· Severity 4:  No loss of service but, a loss of critical, redundant component - including server, storage unit, etc. - target 12 hours

· Severity 5:  No loss of service but, a loss of redundant components - immediate resolution and replacement within the next available maintenance window as described within the Server Management section

With respect to non-hardware related issues:

· Avue has software that monitors data center performance on a 24/7 basis that detects various service degradation situations and notifies the Help Desk independently of any customer reports.

· Avue has an on-line system change request ("SCR") and problem report system that customers access through the Avue Insider to report difficulties or make software or content change requests.  

· Server errors that occur during use of ADS trigger a problem-reporting screen that immediately notifies Avue's help desk via e-mail.  

· Avue determines severity level and appropriate response in all instances.

10.
Ownership of the Position Descriptions resulting from use of the Classification Module in the ordinary course of business is addressed in Section 5.1 of the Master Subscription Agreement, and as also described in the Frequently Asked Questions document previously forwarded to your office.

Should you have any additional questions or concerns, please let us know.

Linda Rix and James Miller

Avue Technologies Corporation

1142 Broadway Plaza, Suite 400, Tacoma, WA 98402
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