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1. Introduction

1.1 Purpose

The Integrated Financial Management Program (IFMP) Operations Strategy outlined an operational support plan consisting of an Integrated Financial Management Program Competency Center (IFMPCC) for sustaining operational support of IFM Systems.  The IFMP Operations Strategy provided an overview of the services to be provided by the IFMPCC.  Foundational to the Competency Center model is the development of a Service Level Agreement (SLA) between the Competency Center and the business customers.  This SLA is intended to define the scope and quantity of services, along with the roles and responsibilities for Travel Management.

This SLA defines the scope and quantity of services to be provided.  A corresponding Competency Center Standard Operating Procedures (SOP) document details the processes and procedures for the TM CCB representing the NASA Centers and the IFMPCC to follow in working together to achieve the goals of this SLA.

1.2 Key Organizations

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

· Integrated Financial Management Program Competency Center (IFMPCC)

· NASA Travel Management Project Office (TMPO)

· Travel Management Configuration Control Board (TM CCB)

· NASA Centralized Travel Office

· NASA Centers’ Travel Offices/Receiving Business Unit

· Vendor(s) such as Gelco, Oracle, Etc.

1.3 Periodic Reviews

This document will be reviewed periodically by the TM CCB and the IFMPCC as follows:

Table 1.  Travel Management SLA Review Schedule

	Frequency of review
	Date of first review

	Annually
	July 1, 2002 (to coincide with POP cycle)


1.4 Referenced Documents

· NASA IFMP Operations Framework

· NASA IFMP Competency Center Operations Strategy

· NASA IFMP Competency Center Standard Operating Procedures

· NASA IFMP Competency Center Help Desk Procedures

· NASA IFMP Configuration Management Plan

2. Process for Maintaining the SLA

This document will be placed under Configuration Management Control and changes will be managed in accordance with the IFMP Configuration Management Plan and utilizing the TM CCB.

2.1 Responsibility

The IFMP Competency Center management is responsible for:

· Collecting suggestions for updates to this SLA

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

· Ensuring that all changes are approved in accordance with IFMPCC and the TM CCB

· Distributing updated copies

· Maintaining an archive with current and past versions of this SLA

2.2 Distribution of the SLA

In order for NASA Center staff to obtain the most value from the services described herein, they should be aware of this SLA.  Likewise, in order for IFMPCC staff to meet the service objectives described herein, they should be aware of this SLA.  Therefore the contents of this SLA will be under Configuration Management control and distributed on the IFMP Integration Project Office (IPO) website (http://ifmp.msfc.nasa.gov).

3. NASA Travel Manager Service Level Responsibilities

3.1 Application Scope

The IFMP Competency Center will assume responsibility for providing the designated services for the application components in scope.  All application components that are in scope are listed in Appendix C – Travel Management Application Scope.  Any application components not listed in this section are considered out of scope for the IFMP Competency Center.
Any additional modules, components, processes, functions or services must be mutually agreed to by both parties in advance of providing services. This would also include the activation of processes not currently in use. 

3.2 Support Services Scope

While this SLA is structured after the Competency Center model presented in the IFMP Operations Plan, for some applications, operational support for Application Functional and Application Development Support may be provided by NASA organizations other than the IFMP Competency Center.  Table 2 provides the responsible support organization for each application and element of support covered under this agreement.

Table 2.  Support Responsibilities per Application and Support Element

	
	Business Process Support
	User Interface Support
	Application Functional Support
	Application Development Support
	Application Operational Support
	Infrastructure Support

	TRAVEL MANAGER
	Agency Systems Admin./NASA Centers/Super Users/TM CCB
	NASA Center/ Help Desk
	IFMPCC/TM CCB
	IFMPCC
	IFMPCC 
	IFMPCC/NACC/Center Information Technology Support


Services related to software and hardware maintenance services delivered by the Competency Center will be provided in the IFMP Competency Center Standard Operating Procedures (SOP).

3.3 Operational Support Elements

The IFMP Operations Plan defines operational support within the context of six areas of service, or elements of support based on industry analysis developed by the Gartner Group. Those operational elements are restated here for convenience:

· User Interface Support (Centers)

· Business Process Support (Centers, TM CCB and TMPO)

· Application Functional Support (Centers, TM CCB and TMPO)

· Application Development Support (IFMP CC)

· Application Operations Support (IFMP CC, Centers, TM CCB and TMPO)

· Infrastructure Support (IFMP CC and Centers)

The following sections provide definitions and examples of the type of support provided within each support element.

3.3.1 User Interface Support

User Interface Support will be provided by the NASA Centers

	Element of Support
	Description
	Examples

	User Interface Support
	User interface support relates to the traditional desktop and network support.
	User interface support includes the following:
· Support the desktop and LAN and their interaction with the application software

· Communicate and coordinate desktop software versions to make sure they are compatible with the in scope application

· Work with TM CCB and Center information technology support team members to assist with network problem resolution

· Assist with planning and implementation efforts around major in scope application release upgrades

· Software distribution to the client desktop.


3.3.2 Business Process Support

Business Process Support will be provided by the NASA Centers.

	Element of Support
	Description
	Examples

	Business Process Support
	Business Process Support typically relates to the support that business process owners provide to the business community with respect to establishing and refining organizational policies to establish business processes.

Business processes and their support remain the responsibility of the NASA Centers. The IFMP Competency Center will provide applications and support services as outlined in section 3.3.3.

Business owners will designate key individuals who will coordinate Business Process Support with Application Functional Support in the IFMP Competency Center.
	Business Process Support includes the following aspects:

· Ownership of the business processes

· Implementation of process improvement across the Enterprise

· Coordination with other operational team members during problem resolution related to business processes 

· Review of policy decisions

· The definition and documentation of all manual and automated processes that generate transactions in the application

· Assistance with planning and implementation efforts around major application release upgrades

· Reconciling data from multiple systems currently being performed by users
· Financial processes in support of various NASA Center businesses
· Execution of Software, 3rd party or custom applications.
· User testing

· Business process support and user expertise

· Execution of business process transactions within COTS, 3rd party or custom applications

· Correcting/editing source data files intended to be input into travel manager

· Determine the desired functionality of enhancements or new development

· Request additional services

· Utilizing the TM CCB, determine the appropriate level of Application Development or discretionary support

· Utilizing the TM CCB, approve and prioritize requests for Application Development

· Training of users

· Define user security roles

· Participate in the change and configuration management processes

· Data ownership


3.3.2.1 User Account Administration

The NASA Centers will be responsible for providing user account administration.  Managing user accounts includes:

· Assigning users to roles

· Processing account requests

· Expiring unused accounts

The Centers will also be responsible for maintaining account requests for audit purposes as outlined in the Travel Manager Security Plan.  The Agency Administrators in the IFMPCC will be responsible for maintenance of the roles defined within Travel Manager.

3.3.2.2 Center Configuration/Table Maintenance

The NASA Center Administrators will be responsible for the maintenance of Travel Manager tables defined as Center Configuration Tables.  Changes to Center configuration, including the process for requesting and approving changes, is the responsibility of the Center.  All Travel Manager tables defined as Agency Configuration Tables will be maintained by the Agency Administrators within the IFMPCC.

3.3.3 IFMP Competency Center

Typically, the IFMP Competency Center will provide the following elements of support:

Application Functional Support
Application Development Support

Application Operations Support
Infrastructure Support

3.3.3.1 Application Functional Support

	Element of Support
	Description
	Examples

	Application Functional
	Application functional support addresses how the application should be used to accomplish the business objectives of the enterprise – that is, how the software functions on a day-to-day basis.

Application Functional Support requires a detailed understanding of the application’s capabilities and knowledge about where to go within the package to perform the various tasks of the business community. Moreover, it requires a close relationship with the owners of the various functional areas.  In addition, the Functional Support work requires a very close working relationship with the Development and Operational Support personnel.  

The objective of Application Functional support is to:

· Restore a system to its normal operating condition (the way it had been working previously in the environment). 

A problem is considered resolved if:

· An agreed upon permanent fix has been implemented

· A temporary workaround reduces the business impact and results in a new lower-severity problem

· The application is running as it had in the past

· TM CCB and IFMPCC agree that further effort is not warranted.

Provide assistance via telephone or e-mail to help NASA Center staff in the use of existing applications or services. 

By definition, this service does not directly involve modifying any application code or properties.
	Application Functional support includes:
· Perform software configuration tasks

· Minor modifications to queries and basic reports less than 8 hours of effort

· Assist with security management

· Provide Level II help desk support for the application

· Support TM CCB application functionality research requests around upgrades, patches, etc., to allow TM CCB to determine Business Process impact.

· The maintenance of end-user training plans and materials

· Fix bugs, which may include applying minor patches as approved by the TM CCB via Change Request process
· Recover from abnormal program terminations
· Escalate problems to Software Vendor for resolution

· Data correction to allow a transaction to flow successfully through the system

· Respond to questions about applications

· Receive reports of problems

· Receive requests for changes

· Communicate status of requests

· Investigate severe performance degradation
· Track software, system and/or server problems

· Manage problems (trouble tickets) to ensure full analysis of issues and expeditious resolution.

· Analyze problems/issues surfaced to gain understanding of cause and correct avenue for distribution or applying corrections.


3.3.3.2 Application Development Support

	Element of Support
	Description
	Examples

	Application Development
	Application development support involves the use of technical, application related activities and development tools for new development or application problem resolution.  Application Development also includes understanding the enterprise requirements for change request, change control, and configuration management. 

Build new applications or change applications to work in a new way or under new conditions.  This includes providing estimates for the modification work.  It includes any changes to software other than those required for Problem Resolution.
	Application Development support includes the following:
· Use vendor-provided or other third-party tools to enhance the application

· Build extensions to the core software

· Integrate the application solution with other packages or legacy systems (EAI middleware)

· Develop code to produce complex reports

· Assist in solving problems that relate to the technical characteristics of the application package

· Implement new business functionality
· Implement minor upgrades or patches
· Comply with regulatory requirements
· Adapt to new releases of hardware or software, whether planned or unplanned

· Accommodate new data conditions

· Development of queries and reports

· Automate table loads, exports, and mass data changes

· Provide user training and/or training materials.


Application Operations Support

	Element of Support
	Description
	Examples

	Application Operations
	Application operations support relates to the maintenance, monitoring and tuning of the application system to optimize application performance.  Application operations support also includes an understanding of the enterprise requirements for change request, change control, and configuration management.  
Environments will be created on an as needed basis.  The standard environments considered in scope for Applications Operations support consist of the management of the maximum of the following database instances for each application:

Demo, Development, Test or Quality Assurance, Stage, Production, Support, and Training.  

However, smaller applications may not require the creation of all instances.  
	Application operations support includes the following:

· System software (OS, database and application) licensing, installation, configuration, maintenance 

· Monitoring availability and performance of the system (application, operating system, database servers and network)

· Application of vendor patches 

· Vendor relationship management

· Assisting with planning and support of efforts for major release upgrades

· Database administration

· Print management

· Workflow management

· Job scheduling

· Performing operating system, database and application security administration
· Providing usage and log reports to Business Process Owner Monthly
· Update Gelco provided tables from Gelco web page


3.3.3.3 Infrastructure Support

Infrastructure Support will be provided by the NASA ADP Consolidation Center (NACC) under agreement between the NACC and the IFMPCC.  The IFMPCC will provide a single point of contact to the NASA Centers for infrastructure-related issues from the IFMPCC servers to the firewall at MSFC.  Centers are responsible for utilizing their network support to resolve issues related to their infrastructure.

	Element of Support
	Description
	Examples

	Infrastructure Support
	Infrastructure support addresses maintenance of the hardware and network systems, disaster recovery and physical data management (backup and recovery).

The IFMP Competency Center will be the point of contact for the business community.  However, all or part of physical infrastructure support may be provided by the NASA ADP Consolidation Center (NACC).
	Infrastructure support includes the following:

· Hardware acquisition, installation and maintenance

· Planning and testing disaster recovery

· Storage management (allocation, backups, restores, archiving)

· Network performance monitoring 
· Citrix account administration and on-going Citrix application support


3.4 Requests for Support

Support Request processes are provided within the IFMP Competency Center Standard Operating Procedures (SOP) and the Competency Center Help Desk Procedures.

4. Quantity of Services

This section provides a description of IFMPCC services, focusing on what will be delivered to the NASA Centers by the IFMPCC.

Table 3.  Service Description and Level

	Service description
	Service level

	Problem Resolution for all reported problems and user calls 
(includes only in scope Applications and Support Elements)
	Service hours are Monday through Friday, 6 am CST to 7pm CST

Problem resolution time will be determined according to problem severity as defined in Table 4 Quality Standards.

	Application Operations and Infrastructure
	Day-to-day data base support including: migration support, performance monitoring and maintenance, table and index maintenance, and executing maintenance scripts.

See availability requirements in Table 4.

Whenever possible regular and or emergency data base maintenance will be scheduled during non-business hours.


4.1 Availability of Services 

Application Function support and development services are to be provided Monday through Friday, excluding federal holidays. Additional support may be provided during non-service hours when mutually agreed upon in advance by both parties.  Procedures for assisting Centers with services will follow the NASA IFMPCC Help Desk Procedures.  

4.2 Funding of Services

The IFM Program will fund all operations and sustaining costs for two full fiscal years after the completion of Travel Management Project’s implementation phase.  At the completion of this time period, the Operations and Sustaining Support (O&SS) costs will be charged back to the Centers based on a usage profile developed by the IFMP Integration Project Office during the previous two years of operations.

O&SS costs include the acquisition and maintenance of all Travel Management hardware managed by the IFMP Integration Project Office; annual software license renewals for Travel Management; and labor cost associated with the Integration Project Office’s operations of the Travel Management system.

Though most costs for Travel Management O&SS will be incurred at MSFC, some operations and sustaining support activities will be executed at the local Center.  For example, support calls will flow through the Center’s existing Level 1 Help Desk, just as NACC support calls are currently handled.  Each Center will be responsible for user account management, password resets, and local IT infrastructure maintenance.  In addition, each Center will be expected to provide local business process expertise that will work closely with the central IFMP Competency Center to resolve business process issues at the Center.  These business process experts will also participate in the application configuration management process.  Finally, the Center will be responsible for maintaining the legacy side of interfaces with the Travel Manager system.

5. Performance Standards 

5.1 Established Quality Standards

The following target standards have been established for the Baseline Period. They will be updated as a result of the actual performance during the Baseline Period.

Note:  This is a draft of Quality Standards and the percentages are to be negotiated.

Refer to IFMP Competency Center Standard Operating Procedures (SOP) for specific examples of problem severities.

Table 4.  Quality Standards

	Service
	Applicable Definitions
	Standards
	Calculation

	Problem Resolution
	Severity 1 problems are immediate and total loss of critical business functions
	Q1: In any 4-month period, 95% of severity 1 problems will be resolved within 4 business hours.
	Q1 = Actual / X1%

	
	Severity 2 problems are significant loss of critical business functions.
	Q2: In any 4-month period, 90% of severity 2 problems will be resolved within 8 business hours.
	Q2 = Actual / X2%

	
	Severity 3 problems are partial loss of critical business functions.  

Total loss of non-critical business functions.

Total loss of individual productivity.
	Q3: In any 4-month period, 90% of severity 3 problems will be resolved within 24 business hours (2 Business Days).
	Q3 = Actual / X3%

	
	Severity 4 problems are all problems other than Severity 1, 2 or Severity 3.
	Q4: In any 4-month period, 90% of severity 4 problems will be resolved within 30 business days.
	Q4 = Actual / X4%

	
	Severity 5 problems have no service level measurement for completion
	No measurement for Severity 5
	No measurement for Severity 5

	Application Modifications
	On time means made available for production on the date mutually agreed.
	Q6: In any 4-month period, 90% of modifications will be on time.
	Q6 = Actual / X6%

	
	A modification is right the first time if it does not have to be changed or pulled out of production within 5 days of its initial use.
	Q7: In any 4-month period 90% of modifications will be right the first time.
	Q7 = Actual / X7%

	
	
	
	

	Availability Requirements
	Primary Business Hours requirements:

0600– 1900 (CT) Mon – Fri.
	Time during which users are able to access the IFMP systems and perform work.  
	

	
	Secondary Business Hours requirements:

1900 –  2400 (CT) Mon – Sun

1900 – 0400 (CT) Mon – Sun for Cron ONLY***
	· Time during which users are able to access the IFMP systems and perform work.  

· User accessing the system during the batch-processing window may experience less than optimal response times.
	

	
	Prescribed hours for Backup Hours:

Incremental:

2400 – 0400 (CT) Mon – Sun

Disaster Recovery: Recovery time objective (from time of approval)
Weekly (Sun) Maintenance Window
	· The application will be available during this time for online users, albeit in lower performance levels.

· MTTR* = 3.5 Hours 
Relates to time required to restore system and application to service
· 
	

	
	System Maintenance / Migration windows:

0400 – 0600 (CT) Mon – Sat

0700 – 1600 (CT) Sun
	· Times that have been designated as the window during which the application might be unavailable on prior notice for weekly backups, ongoing preventive maintenance, application updates or other such activities.
	

	Recoverability Requirements
	Reliability – average time between service interruptions
	Reliability Objectives =
Mean Time (scheduled production hours) Between Failures*  = 1 Quarter
	

	
	Recovery Time Objective (from time of approval)
	Mean Time To Repair = 3.5 Hours

Relates to time required to restore system and application to service
	

	
	Recovery Point Objective  (from point of failure)
	Minor Failures:  Point of Failure

Major Failures:  Previous day
	

	
	
	
	


In Table 4, for each quality standard, if actual quality is equal to the target, then the corresponding Q will be 100%.  If quality is better than target, Q will be greater than 100%.  If quality is worse than target, Q will be less than 100%.  For example:

Target: 90% of Severity 1 problems should be resolved within 4 hours.

Actual: 92% of Severity 1 problems are resolved within 4 hours.

Quality factor Q1 = 92 / 90 = 102.2%

Or, as another example:



Target: 80% of Severity 2 problems should be resolved within 8 hours



Actual: 72% of Severity 2 problems are resolved within 8 hours



Quality factor Q2 = 72 / 80 = 90.0%

(These are only examples to illustrate the calculations and do not represent actual or expected targets.)

The total quality score, QT, is then computed on any given month as:

QT = (Q1 + Q2 + …) / (number of Q standards).

6. NASA CenterS’ Responsibilities

6.1 Governance

The high-level governance structure is presented in the IFMP Operations Strategy.  The following steps were determined.

· The TM CCB will appoint members of management to represent it on a Prioritization Committee.  This Committee will meet quarterly to prioritize Application Development within the terms of this SLA, review performance against this SLA, implement changes to this SLA, and resolve any issues that may have arisen.  These representatives should be empowered to commit and coordinate NASA Center resources. 

· The TM CCB will assign an individual to represent the NASA Centers in the daily administration of this agreement.

· The TM CCB will assign a chair to make decisions on its behalf.

6.2 Engagement Set-Up and Day-to-Day Operations

· The Module Project Center implementation team will provide the IFMPCC with the source code and documentation for all applications covered by this agreement, and allow the source code to be kept in a library under the exclusive control of the IFMP Competency Center.

· The TM CCB will retain responsibility for approving and prioritizing the requests for the IFMPCC service.

· The TM CCB will be responsible to provide or request that the IFMPCC provide any user training for the applications and application modifications covered by this agreement. This type of request will be handles as an Application Development Support request and will require submittal of a Change Request.

· The TM CCB will provide authorized representatives, including business area subject matter experts, as desired by the TM CCB or deemed necessary by the IFMPCC, to discuss NASA Centers’ requirements, to review plans and designs, and to test and accept any of the work efforts or products covered by this agreement.

7. Assumptions and Constraints

Assumptions are expectations that form the basis for decisions. These assumptions are documented below and were used to estimate our services.  Any assumption not met has the potential to impact the overall service levels of this agreement.

· TM CCB staff will be available, willing, and capable of conducting any necessary research on the workings of the NASA Centers, which may be required by the IFMPCC from time to time.

· TM CCB will be able to turnaround and address requests for information and decisions within 5 business days.

The IFM Program Office will provide funding for operations and sustaining support for Travel Management through fiscal year (FY) 2004.  Beginning in FY 2005, the IFMPCC will recover its operations and sustaining support costs from NASA Centers through charge back mechanisms.

8. Performance Monitoring

The IFMPCC is responsible for monitoring its own performance and for alerting the TM CCB if any significant departure from the standards is expected.  The IFMPCC will report its performance against this SLA as follows:

Table 5.  IFMPCC Performance Reporting Schedule

	Frequency
	Due by
	Delivered to

	Monthly
	10th business day of the following month
	TM CCB and TMPO


The reports will include:

· Quantity of services delivered

· Quality of services delivered

· Status of major projects

· Status of major issues 

The TM CCB reserves the right to audit the accuracy of the performance reports.

9. Appendices

9.1 Appendix A - In Scope Enhancements

	In Scope Interfaces
	Program Name
	Notes

	Travel Manager:
	
	

	NPPS Interface
	
	

	LARC Financial Interface
	
	


9.2 Appendix B - Problem Resolution Service Tables

Table 6.  Problem Resolution Service Tables

	PROBLEM SEVERITY LEVEL TABLE
	CALL BACK TABLE


	ESCALATION TABLE

	CODE
	SEVERITY CRITERIA


	SEVERITY STANDARD


	FEEDBACK

INITIAL      PERIODIC
	When
	NASA Center
	IFMPCC

	1
	“Severity 1” problems are immediate and total loss of critical business functions.
	Q2: 90% of all severity 1 problems will be resolved in 4 business hours.
	1 Hour
	Every 2 Hours
	After work has started
	NASA Center Support Representative
	IFMPCC Support Representative Lead

	
	
	
	
	
	4 hours
	NASA Support Representative Manager
	IFMPCC Delivery Manager

	
	
	
	
	
	8 hours
	NASA Operations Manager
	IFMPCC Manager

	2
	“Severity 2” problems are significant loss of critical business functions.
	Q3: 90% of all severity 2 problems will be resolved within 8 business hours.
	4 Hours
	Every 8 Hours
	After work has started
	NASA Center Support Representative
	IFMPCC Support Representative Lead

	
	
	
	
	
	1 Day
	NASA Support Representative Manager
	IFMPCC Delivery Manager

	
	
	
	
	
	2 Days
	NASA Operations Manager
	IFMPCC 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 40 business hours (5 business days).
	8 Hours
	Every Business Day
	After work has started
	NASA Center Support Representative
	IFMPCC Support Representative Lead

	
	
	
	
	
	3 Days
	NASA Support Representative Manager
	IFMPCC Delivery Manager

	
	
	
	
	
	5 Days
	NASA Operations Manager
	IFMPCC 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 21 business days.
	8 Hours
	Every Week
	N/A
	N/A
	N/A


9.3 Appendix C – Travel Management Application Scope

	Travel Manager 8.0

	Travel Manager Document Preparation (Web and Citrix)

	Travel Manager Document Preparation Admin (Citrix)

	Travel Manager Electronic Processing (Citrix)

	Travel Manager Electronic Processing Admin (Citrix)

	Per Diem Rate Updates

	Travel Manager Instances

	DEV

	TEST

	STAGE

	PROD

	PSDEV

	PSTEST

	PSSTAGE

	PSPROD

	TRAIN8

	 Training

	PSSNDBX

	SNDBX

	

	

	

	

	


	Agency Administration Tables

	Per diem

	· M&IE distribution

	· State/countries

	· Airport list

	· Holiday

	· Mileage

	· Footnotes

	Expenses Drop Down List

	· Expense list

	· Local travel expense list

	· Travel modes

	Accounting Code Layout

	· Field Names

	Document Drop-Down List

	· Trip purpose

	· Trip type

	· Cash advance type

	· Other authorizations

	· Status code

	Tests

	· Audit test

	· Routing test

	· Permissions

	Agency Miscellaneous

	· Prepared by

	· Destination code

	· Exempt/non-exempt

	· Document number

	Database Maintenance

	· Dump database

	· Load database

	· Restore

	· Archive

	Procedure

	· Update

	· Custom

	Input/Output

	· Import

	· Export

	Interfaces
(Inbound and outbound interfaces are listed in 9.1, Appendix A - In Scope .)

	· Citrix secure ICA client

	· Supporting systems / infrastructure 
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