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The Urgent IT Request process enables Information Technology Points-of-Contact (IT POC’s) and their alternates, designated organization representatives, and all Information Technology and Communications Division (ITCD) personnel to identify urgent and unusual situations that require a response above and beyond standard situations.
The process is activated when an authorized user sends an e-mail message using the Distribution List (DL) named “HQ-DL-Urgent-IT-Request.”  This DL notifies the ITCD Customer Service Managers (CSM’s) and other ITCD personnel.
The appropriate ITCD Customer Service Manager (CSM) will:
· Contact the IT POC/requestor to determine and develop a complete set of requirements.
· Notify all ITCD personnel whose support is required.
· Notify ODIN and/or HITSS that they are the lead or in a support mode, if required.
· Coordinate and manage the appropriate response activities through completion.
The IT Help Desk will open a critical uplift ticket to perform the requirements. Note: Both ODIN and HITSS must perform their work as a critical uplift.  If ODIN is involved and the DL is invoked for a Mission Directorate, that organization will pay for any billable critical uplift.  All other billable ODIN requests initiated through the DL are funded by ITCD.
About the Distribution List
This “Urgent IT Request” DL is available in the NOMAD Global Access List (GAL).  The characteristics of the DL are:

Distribution List Name:  HQ-DL-Urgent-IT-Request

Distribution List Description:  This list may be utilized for any IT-related urgent and time-critical request.  Examples of urgent IT requests are:

· Arrival and check-in processing of a new NASA HQ VIP employee (AA, Deputy AA, political appointee, etc.), with less than sufficient notice, to become a member of the NASA HQ IT domain.
· A NASA HQ VIP makes an unusual IT request (i.e., loaner equipment, supplies, support, services, etc.,) in a timeframe that would not normally facilitate the timely completion of the request.
· Any other type of request that is 1) deemed sufficiently urgent and important from the perspective of the requester; and 2) cannot be accomplished normally in the remaining time available.
Distribution List Owner(s):  Send all designated user updates to DL owner.
· Primary - Customer Service Branch Chief (Ray Johnston)
· Alternates - Customer Service Managers (Joan Verbeck, Elaine Bowman, Sharon Washington)
Distribution List Members (Recipients):  Members are those identified to receive messages from a specific DL.  The membership of this DL consists of:
· ITCD Customer Service Managers (CSM’s):  Ray Johnston (Acting Chief, Customer Services Branch), Joan Verbeck, Elaine Bowman, and Sharon Washington

·  ITCD Management: Les Newell (CIO), Victor Thompson (Deputy CIO), Gretchen (IT Project Manager), and Dennis Groth (Chief, Systems, Operations, and Engineering Branch)
· Specific Predetermined ODIN Personnel

· Specific Predetermined HITSS Personnel

· IT Help Desk
Designated Distribution List Users:  Designated users are those who are authorized to send messages using this DL.  This DL can be invoked only by the following designated users: 

· IT POC’s and their alternates

· Designated organization representatives

· All ITCD personnel
Changes to the “designated user” list should be sent to the DL owner.
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