
 

ESD Newsletter: Oct. 31, 2013 

Greetings from the Enterprise Service Desk (ESD) 

ESD 2nd Anniversary – Nov. 1, 2013 

The ESD celebrates its 2nd anniversary on Nov. 1. The 

past two years have flown by with many 

accomplishments – individual and group. In 2012, the 

ESD Project Team received the NASA Group 

Achievement Award recognition for exceptional 

performance in developing and implementing the 

ESD to provide the Tier-0 / Tier-1 Help Desk and 

Service Catalog for I3P. This year, our MSFC Team 

received the NSSC Group Achievement Award for 

support to NASA customers for four days during the closure of Stennis Space Center (SSC) in August 

2012. Many of our team members received personal recognition for individual efforts as well. 

Statistically, the ESD continues to provide exceptional customer service as evidenced in our annual 

metrics report below:   

 

MSFC ESD Team 



The most critical event in 2013 came with the U.S. government shutdown. All ESD personnel closed up 

shop on Oct. 1. On Oct. 2, the ESD received direction from HQ to reopen. At 4:30 pm CDT, the ESD 

opened with a limited staff. The majority of calls from customers were for VPN Token and Password 

issues – with a total of 1,492 calls received between Oct. 2 and Oct. 16. When the government went 

back to work on Oct. 17, the ESD was fully staffed and ready – a record-breaking day for tickets. The 

table below provides the stats for the first three days back after reopening:  

ESD 
Thursday 

10/17/2013 
Friday 

10/18/2013 
Monday 

10/21/2013 

Tickets 1,789* 1,188 1,553 

Calls Presented 1,672 1,078 1,418 

Calls Handled 1,607 1,068 1,385 

Abandon Call Rate 3.9% 0.9% 2.3% 

% Answered <60 seconds 66.7% 98.3% 82.6% 

 

*Oct. 17, 2013: 1,789 Ticket Record  

NASA Administrator Visits the ESD 

NASA Administrator Charles Bolden visited 

the NSSC on Thursday, Oct. 24 to welcome 

employees back to work after the U. S. 

government shutdown and to thank them for 

their ongoing commitment to the nation’s 

space program. Bolden also toured the ESD 

and met with employees, thanking them 

personally for their efforts.  

 

“There’s one place I want to go. I want to go 

down to Stennis and see the folks at the NSSC 

and thank them,” said Bolden. “I’ve called 

and used you all a number of times. Some of 

you remember talking to me; I don’t think I 

ever called down here when I didn’t get prompt service.” The Administrator took the time for group and 

individual photos; personally thanking the ESD team.  

ESD Releases 

The next ESD release has been rescheduled for Nov. 19. The team is currently preparing the following 

enhancements:  

 Additional “description” fields from the incident ticket will be added to the system emails that 

are sent when an incident is resolved. These fields will help users recall which incident is being 

surveyed. 

NASA Administrator talking with the ESD team  
during recent visit to the NSSC. 



 A new system notification will be sent upon completion of a service request to assist P-Card 

holders with invoice reconciliation. 

 Center and Org Code details are being added to the approver screen in ESRS to help approvers 

view and sort pending requests.  

 New guidance for use of the Urgency field is being added to the “My Tickets” screen at ESD Tier-

0 to help users choose correctly.  

 A new capability is being added for “My Tickets” to allow users to select another individual to 

act as point of contact for the incident ticket. This effectively adds a possible third party to each 

incident ticket in addition to the existing Customer and Contact fields. The change is being made 

to ensure ESD and the I3P service providers are talking to the right person in reference to the 

ticket. 

 A new training video and outreach are forthcoming. 

Customer Service Week – Rescheduled 

Each year the NSSC celebrates Customer Service Week (CSW) in the Customer Contact Center (CCC) and 

the ESD. This year, the ESD will celebrate the event the week of Nov. 4-8. In our next issue, we will 

provide details of the event.   

For Your Information 

You can also follow the ESD on Twitter <https://twitter.com/NASA_ESD> (or view Tweets on the Tier-0 

site <https://esd.nasa.gov>. 

Remember, you can continue to share ideas via the “Submit Feedback” icon on the ESD home page 

<https://esd.nasa.gov>.  

For access to the ESD Sharepoint site, please contact the ESD Service Office Manager. 

Login: As a REMINDER and courtesy to other users, please ensure you know your security questions 

before you call the ESD to minimize the time on the call.  
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