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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric

9/28/2022 Page 2 of 8



ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3 FA PWS Element Metric: Drug Testing Administration - Random
and Voluntary Testing

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.1.1

Performance
Area:

Drug Testing

SO/SME

TBD

TYPE:
SLI/PM/OTHER

Dependencies or
impacts on other
Areas/ Functional
Areas:

I-3 Reportable

Contract
Modification

SN Story
Number/Date
Submitted

STRY0686045/20200914

SN PA Story/Date
Submitted

STRY0817341/20210930

Approval - CS/SP

Metrics Team

Review
95% of random, voluntary and deferral testing datesand locations

Metric shall be coordinated and scheduled with appropriate Center

I-3 Personnel no later than 50 calendar days prior to the anticipated
testing dates.

Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Drug Testing Administration - Random and Voluntary

Testing
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category DRUG TESTING
c. Subcategory RANDOM TEST
2. CALENDAR USED N/A
3. TRIGGER/START CONDITION: On the FD, if Test Scheduled changes,
or Date of Collection changes or Retest changes
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: If no Functional Detail exists, it is excluded
from this report.
If the Case is "Closed Incomplete", it is excluded from this report.
If Retest=Yes
6. MET CONDITION: Upon Case completion, the Date of collection from
the Functional Details record is within 50 calendar days of the Test
Scheduled date from the Functional Details record
7. FILTER CONDITION: This report should have a filter condition that
default to records closed during ("on") the last month; users should be able
to change the report to use a "between" date range.
8. Additional Criteria:
ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Drug Testing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Drug Testing - Random and Voluntary Test Dates Coordinated with Center on Time (I3-
3.2.1.1)

Data Source: Table:
Metric[metric_instance]

Existing Reports:

HR Drug Testing - Randomand Voluntary Test Dates Coordinated with Centeron Time (13-3.2.1.1)
Dates to showtrend: Created

Frequency: Monthly

PM: (Formula)
Countof testing dates coordinated with centerin 50 Days or less

9/28/2022 Page 4 of 8



ServiceNow Requirements NASA Shared Services Center

Countof testing dates coordinated with centerin 50 Days or more
Conditions:

Created on lastmonth

definitionis Randomand Voluntary Drug Testing Dates

Value does notcontain excluded

OR Value is empty

PM Percentage Calculation =Countof testing dates coordinated with center within 50 days/ Total number of
testing dates

« If the metric calculation is => 95%, the PM is met
* If the metric calculation is <95%, the PM is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=50 days and >50 days by Center for the Month
* Breakdown will have the two categories:

Met and Not met

By center

PM Calculation —Placed abovethe existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should showthe percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly PM data
points high onthechart.

» Add a thresholdline (for the PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 95% of random, voluntary and deferral testing dates and locations shallbe coordinated and
scheduled with appropriate Center Personnel no later than 50 calendar days priorto the anticipated testing
dates.

wasPlacement / Location:

Dashboard: P&U - Internal - HR PM Dashboard
Dashboard Tab: P&U - HR PM Dashboard
Dashboard Group: Drug Testing

Name of Analytic: HR Drug Testing - Random and Voluntary Test Dates Coordinated with Centeron Time (13-
3.2.1.1)

Data Source: Table:
Metric[metric_instance]

Existing Reports:

HR Drug Testing - Randomand Voluntary Test Dates Coordinated with Centeron Time (13-3.2.1.1)
Dates to show trend: Created

Frequency: Monthly

PM: (Formula)

Countof testing dates coordinated with centerin 50 Days or less

Countof testing dates coordinated with centerin 50 Days or more
Conditions:
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Created on lastmonth

definitionis Randomand Voluntary Drug Testing Dates
Value does notcontain excluded

OR Value is empty

PM Percentage Calculation =Countof testing dates coordinated with center within 50 days/ Total number of
testing dates

* If the metric calculation is => 95%, the PM is met
« If the metric calculation is <95%, the PM is not met
« Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=50 days and >50 days by Center for the Month
* Breakdown will have the two categories:

Met and Not met

By center

PM Calculation —Placed abovethe existing Bar Graph

* Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly PM data
points high onthechart.

* Add a thresholdline (for the PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met
Hoverover: 95% of random, voluntary and deferral testing dates and locations shallbe coordinated and

scheduled with appropriate Center Personnel no later than 50 calendar days priorto the anticipated testing
dates.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Drug Testing Administration - Random and Voluntary Testing

Report Content

HR Drug Testing - Random and Voluntary Test Dates Coordinated
with Center on Time (13-3.2.1.1)

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS
A. INTERNAL
1. P&U INT HR Drug Testing - Randomand Voluntary - Monthly
2. P&U INT HR Drug Testing - Randomand Voluntary - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Drug Testing - Randomand Voluntary - Last Month
2. P&U EXT HR Drug Testing - Randomand Voluntary - Met - Last Month
3. FORMULA INDICATORS
A. INTERNAL
1. HR - Drug Testing - Randomand Voluntary >= 95%
B. EXTERNAL

Input Parameters 2. HR - Drug Testing - Random and Voluntary >= 95%

Output 6. WIDGETS

Parameters A. INTERNAL
1. HR Drug Testing - Randomand Voluntary Test Dates Coordinated (13-3.2.1.1)
2. P&U HR Drug Testing PM Stoplight Scores Monthly
3. Drug Testing - Monthly PM
B. EXTERNAL
1. HR Drug Testing - Randomand Voluntary Test Dates Coordinated (13-3.2.1.1)
2. P&U HR Drug Testing PM Stoplight Scores Monthly
3. Drug Testing - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Drug Testing

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Drug Testing

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR Drug Testing - Randomand Voluntary Test Dates
Coordinated with Centeron Time (13-3.2.1.1)

Name of Analytic on External Dashboard: HR Drug Testing - Randomand Voluntary Test Dates
Coordinated with Centeron Time (13-3.2.1.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3 FA PWS Element Metric: Drug Testing Administration - Pre-
employment Testing

Global Setting:

Y/N g Yes

Functional Area: | HR

PWS Section: 3.2.1.1

ngl;o:rmance Drug Testing

SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0686050/20200914
Submitted

SN PA Story/Date

Submitted STRY0817324/20210930

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of pre-employment packages shall be sent to the selectee
within 3 business days of a received request from the Center or
upon notification from the NSSC Caseworker Team.

Tech Doc
Location/Date
Archived
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ServiceNow Data — Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Drug Testing Administration - Pre-employment Testing
Description on metric definition:

1. APPLIES TO:

a. HR Case

b. Category DRUG TESTING

c. Subcategory PRE-EMPLOYMENT TESTING-PKG SENT
2. CALENDAR USED NSSC Metric Days (excludes weekends, federal
holidays and NSSC down days)
3. TRIGGER/START CONDITION: Upon Task Completion. If the "Date
Package Sent to Donor" on the Functional Detail should change, the metric
should re calculate based on the new date(s) and the Metric Report should
update.
4. PAUSE CRITERIA: Pending task stops the clock.
5. EXCLUSION CRITERIA: If no Functional Detail exists, it is excluded
from this report. If the Task is Cancelled, it is excluded. If the "Retest" field
on the Functional Details is setto Yes, itis excluded.
6. MET CONDITION: Upon Task Completion, the time elapsed between
the Created date of the Task and the "Date Package Sent to Donor" field
from the Functional Details, minus any Pending time, is less than or equal
to 3 HR Metric Days.
7. FILTER CONDITION: This report should have a filter condition that
default to records closed during ("on") the last month; users should be able
to change the report to use a "between" date range.
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard: P& U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Drug Testing

Dashboard Group: Performance And Utilization - Internal / Performance And Ultilization ( Both Internal & External )
Name of Analytic: HR Drug Testing - Pre-Employment Drug Test Packages Sent to Selectee On Time (I-3:3.2.1.1)
Data Source: Table:

Metric[metric_instance]

Existing Reports:
HR Drug Testing - Pre-Employment Drug Test Packages Sent to Selectee On Time (I-3:3.2.1.1)

Dates to show trend: Created

Frequency: Monthly

9/28/2022 Page 4 of 8



ServiceNow Requirements NASA Shared Services Center

PM: (Formula)

Countof pre employment packages sent to selectee in 3 Days or less
Countof pre employment packages sent to selectee in 3 Days or more
Conditions:

Definition is Drug Test Pre-Employment Pkgs. On Time

Created on Last Month

Value does not contain excluded

OR Value is empty

PM Percentage Calculation = Count of pre-employment packages sent to selectee in three days or less/ Total amount of
pre-employment packaged

e If the metric calculation is =>90%, the PM is met

« If the metric calculation is < 90%, the PM is not met

* Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:

Bar Graph — Displays Count of <=3 and > 3 by Center for the Month
» Breakdown will have the two categories:

Met and Not Met

By Center

PM Calculation — Placed above the existing Bar Graph

* Breakdown the metric score by month for current FY to last month

* y-axis should show the percentage on the left and the counts on the right

* Also with the percentages being on the left, adjustingthe percentage range to have the monthly PM data points high on
the chart.

* Add a threshold line (for the PM)

Single Score— Placed to the top might margin of the analytic window
- Display current SLI score with Met or Not-Met

Hover over: 90% of pre-employment packages shall be sentto the selectee within 3 business days of areceived
request from the Center or upon notification from the NSSC Caseworker Team. Was Placement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard
Dashboard Group: P & U - HR PM Dashboard
Dashboard Tab: Drug Testing

Name of Analytic: HR Drug Testing - Pre-Employment Drug Test Packages Sent to Selectee On Time (I-3:3.2.1.1)
Data Source: Table:

Metric[metric_instance]

Existing Reports:
HR Drug Testing - Pre-Employment Drug Test Packages Sent to Selectee On Time (I-3:3.2.1.1)

Dates to show trend: Created
Frequency: Monthly

PM: (Formula)

Countof pre employment packages sent to selectee in 3 Days or less
Count of pre employment packages sent to selectee in 3 Days or more
Conditions:

Definition is Drug Test Pre-Employment Pkgs. On Time
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Created on Last Month
Value does not contain excluded
OR Value is empty

PM Percentage Calculation = Count of pre-employment packages sentto selectee in three days or less/ Total amount of
pre-employment packaged

¢ [fthe metric calculation is =>90%, the PM is met

¢ [fthe metric calculation is < 90%, the PM is not met

« Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:

Bar Graph — Displays Count of <=3 and > 3 by Center for the Month
» Breakdown will have the two categories:

Met and Not Met

By Center

PM Calculation — Placed above the existing Bar Graph

* Breakdown the metric score by month for current FY to last month

« y-axis should show the percentage on the left and the counts on the right

* Also with the percentages being on the left, adjusting the percentage range to have the monthly PM data points high on
the chart.

* Add a threshold line (for the PM)

Single Score— Placed to the top might margin of the analytic window
- Display current SLI score with Met or Not-Met

Hover over: 90% of pre-employment packages shall be sentto the selectee within 3 business days of areceived
request from the Center or upon notification from the NSSC Caseworker Team.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

HR Drug Testing - Pre-Employment Drug Test Packages Sent to

Name of Report | 5¢|cctee On Time (I-3: 3.2.1.1)

Report Content Drug Testing Administration - Pre-employment Testing

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR Drug Testing Pre Employee - Monthly

. P&U INT HR Drug Testing Pre Employee - Met - Monthly

. EXTERNAL

. P&U EXT HR Drug Testing Pre Employee - Last Month

. P&U EXT HR Drug Testing Pre Employee - Met - Last Month

N=TN=>N

. FORMULA INDICATORS

. INTERNAL

. HR - Drug Testing - Pre Employee >= 90%
. EXTERNAL

. HR - Drug Testing - Pre Employee >= 90%

N = > W

Input Parameters

Output
Parameters 6. WIDGETS

A. INTERNAL

1. HR Drug Testing-Pre-Employment Drug Test Packages Sent to Selectee(l-3:
3.2.1.1)

2. Drug Testing Pre Employee - Monthly PM

B. EXTERNAL

1. HR Drug Testing-Pre-Employment Drug Test Packages Sent to Selectee(l-3:
3.21.1)

2. Drug Testing Pre Employee - Monthly PM
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ServiceNow Data — Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number

Name of Report: HR Drug Testing - Pre-Employment Drug Test Packages Sent to Selectee On Time (I-3:
3.2.1.1)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P & U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Drug Testing

External2

Dashboard Name: P & U- HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Drug Testing

Data Source Table:

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month

Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I3_FA_PWS Element_Metric: Drug Testing Administration - Random
and Voluntary Testing

Global Setting:

Y/N Yes
Functional Area: HR

PWS Section: 3.2.1.1
Performance .
Area: Drug Testing
SO/SME TBD

TYPE: PM
SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes
Contract

Modification

SN Story

Number/Date STRY0684552/20200910
Submitted

SN PA Story/Date

Submitted STRY0817285/20210930

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of the employee test notifications shall be delivered to the
appropriate Center Personnel no later than 2 business days prior to
the scheduledrandom and voluntary testing.

Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Drug Testing Administration - Reasonable Suspicion and
Post accident
Description on metric definition:

1. APPLIES TO:

a. HR Cases

b. Category DRUG TESTING

c. Subcategory RANDOM TEST
2. CALENDAR USED NSSC Metric Days (excludes weekends, federal
holidays and NSSC down days)
3. TRIGGER/START CONDITION: If the "Date Packages Delivered" field
or the "Remote?" field or “Retest” field on the Functional Detail should
change, the metric should re calculate based on the new date(s) and the
Metric Report should update.
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: If no Functional Detail exists, it is excluded
from this report. If the "Retest" field on the Functional Details is set to Yes,
it is excluded. If Functional Detail "Remote Test?" field is filled with "Yes",
it is excluded.
6. MET CONDITION: The "Date Packages Delivered" field from the
Functional Details Record is 2 business days or greater before the "Date of
Collection" field from the Functional Details Record (weekends, federal
holidays and NSSC closure days excluded). The HR Metric Day calculation
from PDC000134 is used to determine if the "2 business days" requirement
1s met.
7. FILTER CONDITION: This report should have a filter condition that
default to records closed during ("on") the last month; users should be able
to change the report to use a "between" date range.
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Drug Testing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Drug Testing - Test Notifications Delivered to Center On Time-Random and Voluntary
(13:3.2.1.1)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Drug Testing - Test Notifications Delivered to Center On Time-Random and Voluntary (13: 3.2.1.1)
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Dates to showtrend: Created
Frequency: Monthly

PM: (Formula)

Countof Test notifications delivered to centerin 2 Days orless
Countof Test notifications delivered to centerin 2 Days or more
Conditions:

Definition is Drug Test Notifications Delivered On Time

Created on lastmonth

Value does notcontain Excluded

OR Value is empty

PM Percentage Calculation =countoftest notifications delivered to centerin two days or less/total countof
test notifications

« If the metric calculation is => 95%, the PM is met
* If the metric calculation is <95%, the PM is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=2 and > 2 by Center forthe Month
* Breakdown will have the two categories:

Met and Not met

By center

PM Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should showthe percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly PM data
points high onthechart.

» Add a thresholdline (for the PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 95% of the employee test notifications shallbe delivered to the appropriate Center Personnel no
later than 2 business days prior to the scheduled random and voluntary testing.

wasPlacement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard
Dashboard Group:P & U - HR PM Dashboard
Dashboard Tab: Drug Testing

Name ofAnalytic: HR Drug Testing - Test Notifications Delivered to Center On Time-Random and Voluntary
(13: 3.2.1.1)

Data Source: Table:

Metric[metric_instance]

Existing Reports:

HR Drug Testing - Test Notifications Delivered to Center On Time-Random and Voluntary (13: 3.2.1.1)

Dates to showtrend: Created

Frequency: Monthly
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PM: (Formula)

Countof Test notifications delivered to centerin 2 Days orless
Countof Test notifications delivered to centerin 2 Days or more
Conditions:

Definition is Drug Test Notifications Delivered On Time

Created on lastmonth

Value does notcontain Excluded

OR Value is empty

PM Percentage Calculation =countoftest notifications delivered to centerin two days or less/total countof
test notifications

« If the metric calculation is => 95%, the PM is met
« If the metric calculation is <95%, the PM is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=2 and > 2 by Center forthe Month
* Breakdown will have the two categories:

Met and Not met

By center

PM Calculation —Placed abovethe existing Bar Graph

* Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

* Also with the percentages being on theleft, adjusting the percentage range to have the monthly PMdata
points high onthe chart.

* Add a thresholdline (for the PM)

Single Score — Placed to the top might margin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 95% of the employee test notifications shallbe delivered to the appropriate Center Personnel no
later than 2 business days prior to the scheduled random and voluntary testing.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Drug Testing - Test Notifications Delivered to Center On Time-
Random and Voluntary (13: 3.2.1.1))

Report Content

Drug Testing Administration - Random and Voluntary Testing

Input Parameters

N

. INDICATOR SOURCES
. P&U HR Scripted Metric Instances

V)

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR Drug Testing Notifications Delivered - Monthly

. P&U INT HR Drug Testing Notifications Delivered - Met - Monthly

. EXTERNAL

. P&U EXT HR Drug Testing Notifications Delivered - Last Month

. P&U EXT HR Drug Testing Notifications Delivered - Met - Last Month

NN =N

. FORMULA INDICATORS

. INTERNAL

. HR - Drug Testing - Notifications Delivered on Time: >= 95%
. EXTERNAL

. HR - Drug Testing - Notifications Delivered on Time: >= 95%

N = > W

Output
Parameters

. WIDGETS

. INTERNAL

. HR Drug Testing-Test Notifications Delivered Random and Voluntary (13: 3.2.1.1)
. Drug Testing Notifications- Monthly PM

. EXTERNAL

. HR Drug Testing-Test Notifications Delivered Random and Voluntary (13: 3.2.1.1)
. Drug Testing Notifications- Monthly PM

N=TIN=>O®
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Drug Testing

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Drug Testing

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR Drug Testing - Test Notifications Delivered to Center
On Time-Randomand Voluntary (13:3.2.1.1)

Name of Analytic on External Dashboard: HR Drug Testing - Test Notifications Delivered to Center
On Time-Randomand Voluntary (13:3.2.1.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I3_FA_PWS Element_Metric: Drug Testing Administration -
Reasonable Suspicion and Post accident

Global Setting:

Y/N g Yes

Functional Area: HR

PWS Section: 3.2.1.1

ngl;o:rmance Drug Testing

SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0686048/20200914
Submitted

an PR Story/Date | STRY0817334/20210930

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of test results shall be available to the employee and Center
no later than 2 business days after receiving the results from the
Medical Review Officer.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Drug Testing Administration - Reasonable Suspicion and
Post accident
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category DRUG TESTING
c. Subcategory REASONABLE SUSPICION
2. CALENDAR USED None
3. TRIGGER/START CONDITION: N/A
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: If case status is Closed Incomplete Customer
Approval Required field on the Functional Detail is set to No
6. MET CONDITION: Upon Case completion, the Collector Notified time
from the Functional Details record is within 2 hours of the Notified of Test
time from the Functional Details record.
7. FILTER CONDITION: This report should have a filter condition that
default to records closed during ("on") the last month; users should be able
to change the report to use a "between" date range.
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Drug Testing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Drug Testing - Results Available to Employee and Center On Time-Random &
Voluntary (I3: 3.2.1.1)

Data Source: Table:

Metric[metric_instance]

Existing Reports:
HR Drug Testing - Results Available to Employee and Center On Time-Random and Voluntary (133.2.1.1)

Dates to show trend: Created on Last month
Frequency: Monthly

PM: (Formula)

Countof test results available in 2 Days or less
Countof test results available d in 2 Days or more

Conditions:
Definition is Drug Test Results Available On Time
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Created on Last month
Value does notcontain Excluded
OR Value is empty

PM Percentage Calculation = Countof test results available in 2 Days or less/Total number of test results

« If the metric calculation is => 95%, the SLI is met
« If the metric calculation is <95%, the SLI is not met
« Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=2 and > 2 by Center for the Month
* Breakdown will have the two categories:

Met and Not Met

by Center

PM Calculation —Placed above the existing Bar Graph

* Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

 Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

* Add a thresholdline (for the PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 95% of test results shall be available to the employee and Center no later than 2 business days
after receiving theresults fromthe Medical Review Officer.

wasPlacement / Location:

Dashboard: P&U - Internal - HR PM Dashboard
Dashboard Group: P&U - HR PM Dashboard
Dashboard Tab: Drug Testing

Name of Analytic: HR Drug Testing - Results Available to Employee and Center On Time-Random &
Voluntary (13: 3.2.1.1)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Drug Testing - Results Available to Employee and Center On Time-Randomand Voluntary (133.2.1.1)

Dates to showtrend: Created on Last month
Frequency: Monthly

PM: (Formula)

Countof test results available in 2 Days or less
Countof test results available d in 2 Days or more
Conditions:

Definition is Drug Test Results Available On Time
Created on Last month

Value does notcontain Excluded

OR Value is empty
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PM Percentage Calculation = Countof test results available in 2 Days or less/Total number of test results

« If the metric calculation is => 95%, the SLI is met
« If the metric calculation is <95%, the SLI is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=2 and > 2 by Center for the Month
* Breakdown will have the two categories:

Met and Not Met

by Center

PM Calculation —Placed above the existing Bar Graph

* Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

 Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

* Add a thresholdline (for the PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 95% of test results shall be available to the employee and Center no later than 2 business days
after receiving theresults fromthe Medical Review Officer.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Drug Testing - Tests Scheduled On Time - Reasonable Suspicion
and Post Accident (I3: 3.2.1.1)

Report Content

Drug Testing Administration - Random and Voluntary Testing

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR Drug Testing Results Avail on Time - Monthly

. P&U INT HR Drug Testing Results Avail on Time - Met - Monthly

. EXTERNAL

. P&U EXT HR Drug Testing Results Avail on Time - Last Month

. P&U EXT HR Drug Testing Results Avail on Time - Met - Last Month

NN =N

. FORMULA INDICATORS

. INTERNAL

. HR - Drug Testing - Results Available on Time >= 95%
. EXTERNAL

. HR - Drug Testing - Results Available on Time >= 95%

N = > W

Output
Parameters

. WIDGETS

. INTERNAL

. HR Drug Testing-Results Available to Employee Random & Voluntary (I13: 3.2.1.1)
. Drug Testing Test Results - Monthly PM

. EXTERNAL

. HR Drug Testing-Results Available to Employee Random & Voluntary (13: 3.2.1.1)
. Drug Testing Test Results - Monthly PM

N=TIN=>O®

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Drug Testing

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Drug Testing

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR Drug Testing - Results Available to Employee and
Center On Time-Random & Voluntary

Name of Analytic on External Dashboard: HR Drug Testing - Results Available to Employee and
Center On Time-Random & Voluntary

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3 FA PWS Element Metric: Drug Testing Administration -
Reasonable Suspidcion and Post- accident

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.1.1
Performance .
Area: Drug Testing
SO/SME TBD

TYPE:

SLI/PM/OTHER SU

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable Yes

Contract
Modification

SN Story
Number/Date STRY0684526/20200910
Submitted

SN PA Story/Date

Submitted STRY0817322/20210930

Approval - CS/SP

Metrics Team
Review

Metric 98% of reasonable suspicion and post-accident/unsafe practice
-3 tests shall be scheduled within 2 hours of notification by the Center
Management Official.

Tech Doc
Location/Date
Archived
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ServiceNow Data — Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Drug Testing Administration - Reasonable Suspicion and
Post- accident
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category DRUG TESTING
c. Subcategory REASONABLE SUSPICION
2. CALENDAR USED None
3. TRIGGER/START CONDITION: N/A
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: If case status is Closed Incomplete
Customer Approval Required field on the Functional Detail is set to No
6. MET CONDITION: Upon Case completion, the Collector Notified time
from the Functional Details record is within 2 hours of the Notified of Test
time from the Functional Details record.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard: P& U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Drug Testing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal & External )

Name of Analytic: HR Drug Testing— Tests Scheduled On Time — Reasonable Suspicion and Post Accident (13:3.2.1.1)
HR Drug Testing-Tests Scheduled—Reasonable Suspicion Post Accident(13:3.2.1.1)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Drug Testing - Tests Scheduled On Time - Reasonable Suspicion and Post Accident (13:3.2.1.1)

Dates to show trend: Created

Frequency: Monthly

PM: (Formula)

Count of tests scheduled in 2 HOURS or less
Count of tests scheduled in 2 HOURS or more
Conditions:

Definition is Reasonable Suspicion and Post-Accident
Created on Last Month

Value does not contain excluded

OR Value is empty
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PM Percentage Calculation = Count of tests scheduled in 2 hours or less/ Total number of tests scheduled

e [fthe metric calculation is => 98%, the PM is met
¢ [fthe metric calculation is < 98%, the PM is not met
* Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:

Bar Graph — Displays Count of <=2 hours and >2 hours by Center for the Month
* Breakdown will have the two categories:

Met and not met

by center

PM Calculation — Placed above the existing Bar Graph

* Breakdown the metric score by month for current FY to last month

* y-axis should show the percentage on the left and the counts on the right

* Also with the percentages being on the left, adjustingthe percentage range to have the monthly PM data points high on
the chart.

* Add a threshold line (for the PM)

Single Score — Placed to the top might margin of the analytic window
- Display current PM score with Met or Not-Met

Hover over: 98% ofreasonable suspicion and post-accident/unsafe practice tests shall be scheduled within 2 hours of
notification by the Center Management Official.

Was Placement / Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Drug Testing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal & External)

Name of Analytic: HR Drug Testing— Tests Scheduled On Time — Reasonable Suspicion and Post Accident (I-3:3.2.1.1)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Drug Testing - Tests Scheduled On Time - Reasonable Suspicion and Post Accident (I-3:3.2.1.1)

Dates to show trend: Created

Frequency: Monthly

PM: (Formula)

Count of tests scheduled in 2 HOURS or less

Count of tests scheduled in 2 HOURS or more
Conditions:

Definition is Reasonable Suspicion and Post-Accident
Created on Last Month

Value does not contain excluded

OR Value is empty

PM Percentage Calculation = Count of tests scheduled in 2 hours or less/ Total number of tests scheduled
e Ifthe metric calculation is => 98%, the PM is met
¢ [fthe metric calculation is < 98%, the PM is not met

* Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
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Bar Graph — Displays Count of <=2 hours and >2 hours by Center for the Month
* Breakdown will have the two categories:

Met and not met

by center

PM Calculation — Placed above the existing Bar Graph

* Breakdown the metric score by month for current FY to last month

« y-axis should show the percentage on the left and the counts on the right

» Also with the percentages being on the left, adjustingthe percentage range to have the monthly PM data points high on
the chart.

* Add a threshold line (for the PM)

Single Score— Placed to the top might margin of the analytic window
- Display current PM score with Met or Not-Met

Hover over: 98% ofreasonable suspicion and post-accident/unsafe practice tests shall be scheduled within 2 hours of
notification by the Center Management Official.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Drug Testing - Tests Scheduled On Time - Reasonable Suspicion and Post
Accident (I-3:3.2.1.1)

Report Content

Drug Testing Administration - Reasonable Suspicion and Post-accident

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Drug Testing Reasonable Suspicion - Monthly

2.P&U INT HR Drug Testing Reasonable Suspicion - Met - Monthly

B. EXTERNAL

1.P&U EXT HR Drug Testing Reasonable Suspicion - Last Month
2.P&U EXT HR Drug Testing Reasonable Suspicion - Met - Last Month

3. FORMULA INDICATORS

A. INTERNAL

1. HR - Drug Testing - Reasonable Suspicion >= 98%
B. EXTERNAL

2.HR - Drug Testing - Reasonable Suspicion >= 98%

Output
Parameters

6. WIDGETS

A. INTERNAL

1. HR Drug Testing-Tests Scheduled—Reasonable Suspicion Post Accident(I-3:3.2.1.1)
2. Drug Testing Reasonable Suspicion - Monthly PM

B. EXTERNAL

1. HR Drug Testing-Tests Scheduled—Reasonable Suspicion Post Accident (13:3.2.1.1)
2. Drug Testing Reasonable Suspicion - Monthly PM

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P & U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Drug Testing

External2

Dashboard Name: P & U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Drug Testing

Data Source Table: Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR Drug Testing — Tests Scheduled On Time —
Reasonable Suspicion and Post Accident (I-3:3.2.1.1)
Name of Analytic on External Dashboard: HR Drug Testing — Tests Scheduled On Time —
Reasonable Suspicion and Post Accident (I-3: 3.2.1.1)

Dates to show trend: Created on Last Month

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I13_FA_PWS Element Metric: Employment Inquiries

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.1.2

Zigi;o:rmance Employment Inquiries
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date e
Submitted STRY0315208/ 2018-03-21

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of inquiries shall be responded to within 3 business days.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = General Employment Inquiries
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category General Employment Inquiries
c. Subcategory HR — EMPLOYMENT INQUIRIES L2
2. CALENDAR USED
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA: Case is placed in Pending status.
5. EXCLUSION CRITERIA: Case status is changed to Closed Incomplete
6. MET CONDITION: Accumulated time between Start Condition and
Stop Condition minus time in a Pause condition is less than 4 NSSC Metric
days and Exclusion Criteria is not met.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard Name: P&U Internal - HR PM Dashboard
Dashboard Tab: Inquiries and Classification
Dashboard Group: P&U HR PM Internal

Name of Analytic: HR - General EmploymentInquiries Responded To On Time (13- 3.2.1.2)
Data Source: Table:
* Metric [metric_instance]

Existing Reports:
* HR - General EmploymentInquiries Responded To On Time (I3 - 3.2.1.2)

Dates to showtrend: Created on Last Month
Frequency: Monthly

PM: (Formula)

Met - Countofcompleted EmploymentInquiries in 3 Days orless

Not Met - Count of completed EmploymentInquires by center, processedin 3 Days or more
Conditions:

Definition is Inquiries Responded to On Time Case

Created on Last Month

Value does notcontain excluded or Value is empty

PM Percentage Calculation =Countof completed EmploymentInquiries by center, processed in 3 Days or
less/Total EmploymentInquiries

* If the metric calculation is => 95%, the PM is met

« If the metric calculation is <95%, the PM is not met

 Stoplightis displayed atthe top ofthe top ofthe Analytic

9/28/2022 Page 4 of 7



ServiceNow Requirements NASA Shared Services Center

Type of Visualization:

Bar Graph —Displays Countof<=3 and > 3 by Center for the Month
* Breakdown will have the two categories:

* By Center Met/Not Met

PM Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

 Also with the percentages being on theleft, adjusting the percentage range to have the monthly PM data
points high onthe chart.

* Add a thresholdline (for the PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hover Over Information: 95% ofinquiries shall be responded to within 3 business days.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

HR - General Employment Inquiries Responded To On Time (I3 -

Name of Report 3.2.1.2)

Report Content General Employment Inquiries

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR General EmploymentInquiries - Monthly

. P&U INT HR General EmploymentInquiries - Met - Monthly

. EXTERNAL

. P&U EXT HR General EmploymentInquiries - Last Month

. P&U EXT HR General EmploymentInquiries - Met - Last Month

NN =N

. FORMULA INDICATORS

. INTERNAL

. HR - General EmploymentInquiries >=95%
. EXTERNAL

. HR - General EmploymentInquiries >=95%

N = > W

Input Parameters

Output
Parameters
. WIDGETS
. INTERNAL

HR - General EmploymentInquiries Responded To On Time (13 - 3.2.1.2)
. HR General EmploymentInquiries - Monthly PM
. P&U HR EmploymentInquiries Stoplight Scores Monthly
. P&U HR Performance Measure Stoplight Scores Monthly
. EXTERNAL
. HR - General EmploymentInquiries Responded To On Time (I3 - 3.2.1.2)
. HR General Employment Inquiries - Monthly PM
. P&U HR EmploymentInquiries Stoplight Scores Monthly
. P&U HR Performance Measure Stoplight Scores Monthly

AWN_WRPRWON2DO
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P&U Internal - HR PM Dashboard
Dashboard Group: P&UHR PM Internal
Dashboard Tab: Inquiries and Classification

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR - General EmploymentInquiries Responded To On
Time (13 - 3.2.1.2)
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Transactions

9/28/2022 Page 2 of 6



ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I3_FA_PWS Element_Metric: Classification Appeals

Global Setting:

Y/N g Yes

Functional Area: | HR

PWS Section: 3.2.1.3

ngl;o:rmance Classification Appeals
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date e
Submitted STRY0335431/ 2018-05-01

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of all classificationappeals are submitted to OCHCO within 25
calendardays.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Classification Appeals
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category
c. Subcategory
. CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

03 ON DN KW

Field Values:

Sub Doc:
Calculated Age
Start:

End:

Metric Date:
Metric Start:
Pending Duration:
Business Duration:
Duration:

ACCEPTANCE CRITERIA:
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NASA Shared Services Center

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR - Classification Appeals Submitted to OCHCO on Time (I3 -

3

.2.1.3)

Report Content

Classification Appeals

1.
a.

INDICATOR SOURCES
P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS
A. INTERNAL
1. P&U INT HR Classification - Appeals - Monthly
2. P&U INT HR Classification - Appeals - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Classification - Appeals - Last Month
2. P&U EXT HR Classification - Appeals - Met - Last Month
3. FORMULA INDICATORS
A. INTERNAL
1. HR - Classification Appeals >=95%
B. EXTERNAL

Input Parameters | ;"¢ _ cjassification Appeals >=95%

Output

Parameters 6. WIDGETS
A. INTERNAL
1. HR - Classification Appeals Submitted to OCHCO on Time (I3 - 3.2.1.3)
2. Classification Appeals - Monthly PM
B. EXTERNAL
1. HR - Classification Appeals Submitted to OCHCO on Time (I3 - 3.2.1.3)
2. Classification Appeals - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: Classification Appeals

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Inquiries & Classification

External2

Dashboard Name: P& U - HR PM Dashboard

Dashboard Group: Performance And Utilization

Dashboard Tab: Inquiries & Classification
Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR - Classification Appeals Submitted to OCHCO on Time
(13-3.2.1.3)
Name of Analytic on External Dashboard: HR - Classification Appeals Submitted to OCHCO on Time
(13-3.2.1.3)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No Change Made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric

9/28/2022 Page 2 of 8



ServiceNow Requirements NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Employee Recognition and Awards
Processing

Global Setting:

Y/N Yes

Functional Area: | HR

PWS Section: 3.2.1.4

nggqrmance Employee Recognition and Awards Processing
SO/SME TBD

TYPE:

SLI/PM/OTHER | °H

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0870406/20220524
Submitted

g”bl:ﬁ}ti;zrw Date STRY0870408/20220531

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of Awards/recognition items/supplies are to be delivered to
Center Awards POC/recipient accurately.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a.
b. Category
c. Subcategory
. CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

03 ON DN KW

Field Values:

Sub Doc:
Calculated Age
Start:

End:

Metric Date:
Metric Start:
Pending Duration:
Business Duration:
Duration:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard: P&U - Internal - HR Dashboard
Dashboard Tab: P&U - HR Dashboard
Dashboard Group: Awards Processing

Name of Analytic: HR Awards Processing - Awards/Recognition Items/Supplies Delivered Accurately (I-3:
3.2.1.4)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (1-3: 3.2.1.4)
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Dates to show trend: Metric Date on lastmonth
Frequency: Monthly

SLI: (Formula)

Countof completed Awards delivered to center accurately
Countof completed Awards delivered to centerincorrectly
Conditions:

Definition is HR Awards Deliv. Accurately I-3: 3.2.1.4
Metric Date on Last month

Value does notcontain excluded

OR Value is empty

SLI Percentage Calculation =Countof completed awards delivered accurately/Total number of awards
delivered

* If the metric calculation is => 98%, the SLI is met

« If the metric calculation is <98%, the SLI is not met

» Stoplightis displayed atthetop ofthe top ofthe Analytic
Type of Visualization:

Bar Graph —Displays Countof<=and > for the Month

* Breakdown will have the two categories:
Met and Not met

by Center

SLI Calculation —Placed above the existing Bar Graph
* Breakdown the metric score by month for currentFY to last month
 y-axis should showthe percentage on the leftand the counts on theright
 Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthe chart.
* Add a thresholdline (for the SLI)
Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met

Hoverover: 98% of Awards/recognitionitems/supplies are to be delivered to Center Awards POC/recipient
accurately.
wasPlacement / Location:

Dashboard: P&U Dashboard Internal

Dashboard Tab: HR Dashboard

Dashboard Group: Awards

Name of Analytic: HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (I-3:
3.2.1.4)

Data Source: Table:

Metric[metric_instance]

Existing Reports:

HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (1-3: 3.2.1.4)
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Dates to showtrend: Created
Frequency: Monthly
Breakdowns:

When drillingdown on the bargraph: ?

SLI: (Formula)

Metric Calculation Percentage = sum of met count/sumofcount.
If the metric calculation is =>98%, the SLI is met
If the metric calculation is

The calculation % SLI is displayed and metor not met

Type of Visualization:
Bar Graph —Displays CountofMet/Not Met by Center for the Month

Trend Line— Placed above the Bar Graph

Breakdown the metric score by month for current FY to last month

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met

Hover over: 98% of Awards/recognitionitems/supplies areto be delivered to Center Awards POC/recipient
accurately.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR Awards Processing - Awards/Recognition Items/Supplies
Delivered Accurately

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS
A. INTERNAL
1. P&U INT HR Awards Processing - Delivered Accurately - Monthly
2. P&U INT HR Awards Processing - Delivered Accurately - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Awards Processing - Delivered Accurately - Last Month
2. P&U EXT HR Awards Processing - Delivered Accurately - Met - Last Month
3. FORMULA INDICATORS
A. INTERNAL
1. HR - NASA Awards & Recognition Delivered Accurately >= 98%
B. EXTERNAL

Input Parameters |, ;2 \asa Awards & Recognition Delivered Accurately >= 98%

Output 6. WIDGETS

Parameters A. INTERNAL
1. HR Awards Processing-Awards/Recognition Delivered Accurately (1-3: 3.2.1.4)
2. Awards & Recognition Delivered Accurately - Monthly SLI
B. EXTERNAL
1. HR Awards Processing-Awards/Recognition Delivered Accurately (1-3: 3.2.1.4)
2. Awards & Recognition Delivered Accurately - Monthly SLI
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number

Name of Report: HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (I-3:
3.2.1.4)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P&U - Internal - HR Dashboard
Dashboard Group: Awards Processing
Dashboard Tab: P&U - HR Dashboard

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: R Awards Processing - Awards/Recognition Items/Supplies
Delivered Accurately (1-3: 3.2.1.4)

Name of Analytic on External Dashboard:
Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I3_FA_PWS Element Metric: Employee Recognition and Awards
Processing

Global Setting:

Y/N Yes

Functional Area: | HR

PWS Section: 3.2.1.4

ngl;qrmance Employee Recognition and Awards Processing
SO/SME TBD

TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0870407/20220524
Submitted

SN PA Story/Date

Submitted STRY0870408/20220531

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of all deliverables for the Agency Administrator Honor Awards
ceremony are delivered timely as negotiated with the requester.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template

ACCEPTANCE CRITERIA:

Modify the metric definitionand reportfor existing metric: Awards delivered ontime 13 3.2.1.4

Summary of change:
- Modify the trigger criteriato fireregardless ofthe value of the Number of Awards Shipped.
- Capture the Actual Delivery Date as the Metric Date instead of altering the create date ofthe metric record.
- Capture the Number of Awards Shipped field as a Metric Countinstead of creating multiple metric records f
orthe Case.
- Modify thereportto sum the Metric Countinstead of counting therecords
- Modify thereportto filter on the Metric Date instead ofrecord created date.

1. REPORT TITLE: HR Awards Processing- Awards/Recognition Iltems/Supplies Delivered On Time (13: 3.2.
1.4)

2. APPLIES TO: Case Category: Awards Processing
3. CALENDAR USED: N/A

4. TRIGGER/START CONDITION:

a. The Actual Delivery Date is populated on the Awards Processing FD.

b. If Negotiated Delivery Date, Actual Delivery Date, or Number of Awards Shipped fields change, the metri
¢ record should be updated and met/not met should be reevaluated.

d. If the Case Subcategory changes, the metric should reevaluate the exclusion criteria.

5. PAUSE CRITERIA: N/A

6. EXCLUSION CRITERIA:
a. If the parentCase is Closed Incomplete, itis excluded.
b. If the subcategory ofthe parent Case is Reprint- Internal Error, itis excluded.

7. MET CRITERIA:
a. MET: Actual Delivery Date is before or on Negotiated Delivery Date
b. NOT MET: Actual Delivery is after Negotiated Delivery Date OR the Negotiated Delivery Date is empty

8. RECORD DETAILS:
a. Create onemetric record per Case and capture the Number of Awards Shipped as the Metric Count
b. If Number of Awards Shipped is empty, the Metric Countvalue = 0.
c. Record the Actual Delivery Date as the Metric Date
d. Capture the FD number as the subdocument

9. FILTER CONDITION: Thisreportshouldhave afilter conditionthatdefaultto Actual Delivery Date during ("
on")thelast month;users should be able to change thereportto use a "between" date range.

10. REPORT DISPLAY:

a. Sum the Metric Counton therecords instead of counting the number ofrecords.

b. Use the Metric Date intead ofthe Created Date.

c. Shows a Met/Not Met stacked bar chartby Center; each bar should representa Center with Met/Not Met
showingin stacks. Reportshould be setto "Display Grid" turned on by default.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION
Name of Report ?I;{ f\\:lv?rds Processing - Awards/Recognition Items/Supplies Delivered On Time (13:
Report Content Employee Recognition and Awards Processing (Administrator
Ceremony)
1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances
2. AUTOMATED INDICATORS
A. INTERNAL
1. P&U INT HR Awards Recognition - Monthly
2. P&U INT HR Awards Recognition - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Awards Recognition- Last Month
2. P&U EXT HR Awards Recognition - Met - Last Month
3. FORMULA INDICATORS
A. INTERNAL
1. HR - NASA Awards & Recognition Processing >=98%
B. EXTERNAL
Input Parameters 2. HR - NASA Awards & Recognition Processing >=98%
Output
Parameters 6. WIDGETS
A. INTERNAL
1. HR Awards Processing - Awards/Recognition ltems/Supplies (13: 3.2.1.4)
2. P&U HR Awards Processing Stoplight Scores Monthly
3. Awards & Recognition- Monthly SLI
4. P&U Human Resources Stoplight Scores Monthly
B. EXTERNAL
1. HR Awards Processing - Awards/Recognition Items/Supplies (13: 3.2.1.4)
2. P&U HR Awards Processing Stoplight Scores Monthly
3. Awards & Recognition- Monthly SLI
4. P&U Human Resources Stoplight Scores Monthly
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Awards Processing

External2
Dashboard Name: P& U - HR Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Awards Processing

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR Awards Processing - Awards/Recognition
Items/Supplies Delivered On Time (13: 3.2.1.4)

Name of Analytic on External Dashboard: HR Awards Processing - Awards/Recognition
Items/Supplies Delivered On Time (13: 3.2.1.4)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions:

9/28/2022 Page 2 of 8



ServiceNow Requirements NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I3_FA_PWS Element_Metric: Employee Recognition and Awards
Processing (Administrator Ceremony)

Global Setting:

Y/N Yes

Functional Area: | HR

PWS Section: 3.2.1.4

ngl;qrmance Employee Recognition and Awards Processing
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0870406/20220524
Submitted

SN PA Story/Date

Submitted STRY0870409/20220524

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of all deliverables for the Agency Administrator Honor Awards
ceremony are accurate as negotiated with the requester.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR Case
b. Category Awards Processing
c. Subcategory
2. CALENDAR USED
3. TRIGGER/START CONDITION: Actual Delivery Date field is
populated instead of firing when the case is closed.
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: If the parent Case is Closed
6. MET CONDITION: SubCategory is not reprint — Internal Error
7. FILTER CONDITION: This report should have a filter condition that
default to Actual Delivery Date during ("on") the last month; users should
be able to change the report to use a "between" date range.
8. Additional Criteria:

Field Values:

Sub Doc:

Calculated Age

Start:

End:

Metric Date:

Metric Start:

Pending Duration:

Business Duration:

Duration:
ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard: P & U - Internal - HR Dashboard /P & U - HR Dashboard ( Both internal & External )
Dashboard Tab: Awards Processing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (13:
3.2.1.4)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (13: 3.2.1.4)

Dates to show trend: Metric Date on lastmonth
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Frequency: Monthly

SLI: (Formula)

Countof completed Awards delivered to center accurately
Countof completed Awards delivered to centerincormectly
Conditions:

Definition is HR Awards Deliv. Accurately 13: 3.2.1.4

Metric Date on Last month

Value does notcontain excluded

OR Value is empty

SLI Percentage Calculation =Countof completed awards delivered accurately/Total number of awards
delivered

* If the metric calculation is => 98%, the SLI is met
« If the metric calculation is <98%, the SLI is not met
« Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=and > for the Month
* Breakdown will have the two categories:

Met and Not met

by Center

SLI Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should showthe percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthechart.

» Add a thresholdline (for the SLI)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met
Hoverover: 98% of Awards/recognitionitems/supplies are to be delivered to Center Awards POC/recipient
accurately.
wasPlacement/ Location:
Dashboard: P&U -Internal - HR Dashboard

Dashboard Tab: P&U - HR Dashboard
Dashboard Group: Awards Processing

Name of Analytic: HR Awards Processing - Awards/Recognition Items/Supplies Delivered Accurately (13:
3.2.1.4)
Data Source: Table:

Metric[metric_instance]

Existing Reports:

HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (13: 3.2.1.4)
Dates to show trend: Metric Date on lastmonth

Frequency: Monthly

SLI: (Formula)
Countof completed Awards delivered to center accurately
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Countof completed Awards delivered to centerincorrectly
Conditions:

Definition is HR Awards Deliv. Accurately I13: 3.2.1.4

Metric Date on Last month

Value does notcontain excluded

OR Value is empty

SLI Percentage Calculation =Countof completed awards delivered accurately/Total number of awards
delivered

« If the metric calculation is => 98%, the SLI is met
« If the metric calculation is <98%, the SLI is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<=and > for the Month
* Breakdown will have the two categories:

Met and Not met

by Center

SLI Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

« Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

* Add a thresholdline (for the SLI)

Single Score — Placed to the top mightmargin ofthe analytic window

- Display current SLI score with Met or Not-Met
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of HR Awards Processing - Awards/Recognition ltems/Supplies Delivered Accurately (13: 3.2.1.4)
Report

Report Employee Recognition and Awards Processing (Administrator Ceremony)
Content

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Awards Processing - Delivered Accurately - Monthly

2. P&U INT HR Awards Processing - Delivered Accurately - Met - Monthly

B. EXTERNAL

1. P&U EXT HR Awards Processing - Delivered Accurately - Last Month

2. P&U EXT HR Awards Processing - Delivered Accurately - Met - Last Month

3. FORMULA INDICATORS

A. INTERNAL

1. HR - NASA Awards & Recognition Delivered Accurately >= 98%
Input B. EXTERNAL

Parameters | 2. HR - NASA Awards & Recognition Delivered Accurately >= 98%

Output 6. WIDGETS

Parameters | A INTERNAL

1. HR Awards Processing-Awards/Recognition Delivered Accurately (13:3.2.1.4)
2. Awards & Recognition Delivered Accurately - Monthly SLI

B. EXTERNAL

1. HR Awards Processing-Awards/Recognition Delivered Accurately (13:3.2.1.4)
2. Awards & Recognition Delivered Accurately - Monthly SLI
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Awards Processing

External2
Dashboard Name: P& U - HR Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Awards Processing

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR Awards Processing - Awards/Recognition
Items/Supplies Delivered Accurately (I13: 3.2.1.4)

Name of Analytic on External Dashboard: HR Awards Processing - Awards/Recognition
Items/Supplies Delivered Accurately (I13: 3.2.1.4)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Employee Recognition and Awards
Processing

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.1.4

Performance
Area:

Employee Recognition and Awards Processing

SO/SME

TBD

TYPE:
SLI/PM/OTHER

Dependencies or
impacts on other
Areas/ Functional
Areas:

I-3 Reportable

Contract
Modification

SN Story
Number/Date
Submitted

STRY0870406/20220524

SN PA Story/Date
Submitted

STRY0870408/20220531

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of Awards/recognition items/supplies are to be delivered to
Center Awards POC/recipient on-time as negotiated between the
NSSC SP, NSSC Civil Servants and the customer.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a.
b. Category
c. Subcategory
2. CALENDAR USED
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION:
7. FILTER CONDITION:
8. Additional Criteria:

Field Values:

Sub Doc:
Calculated Age
Start:

End:

Metric Date:
Metric Start:
Pending Duration:
Business Duration:
Duration:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR Dashboard /P & U - HR Dashboard ( Both internal & External )
Dashboard Tab: Awards Processing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Awards Processing - Awards/Recognition Items/Supplies Delivered On Time (I-3:
3.2.1.4)

Data Source:
Metric[metric_instance]

Existing Reports:
HR Awards Processing - Awards/Recognition Items/Supplies Delivered On Time (I-3: 3.2.1.4)

Dates to show trend: Created

Frequency: Monthly
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SLI: (Formula)

Countof completed Awards, delivered to Center POCs in = or < time thatwas negotiated
Countof completed Awards, delivered to Center POCs in > time then what was negotiated
Conditions:

Definition is HR Awards Delivered On Time I-3: 3.2.1.4

Metric Date on Last month

Value does notcontain Excluded

OR Value is empty

SLI Percentage Calculation =Countof completed Awards, delivered to Center POCs in = or < time that was
negotiated/Total countof awards

* If the metric calculation is =>98%, the SLI is met

* If the metric calculation is <98%, the SLI is not met

« Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<= and > forthe Month
* Breakdown will have the two categories:

Met and notmet

By center

SLI Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

» y-axis should show the percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthechart.

* Add a thresholdline (for the SLI)

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met

Hoverover: 98% of Awards/recognitionitems/supplies are to be delivered to Center Awards POC/recipient
on-time as negotiated between the NSSC SP, NSSC Civil Servants and the customer.wasPlacement /
Location:

Dashboard: P&U - Internal - HR Dashboard
Dashboard Group:P & U - HR Dashboard
Dashboard Tab: Awards Processing

Name of Analytic: HR Awards Processing - Awards/Recognition Items/Supplies Delivered On Time (I-3:
3.2.1.4)

Data Source:
Metric[metric_instance]

Existing Reports:
HR Awards Processing - Awards/Recognition Items/Supplies Delivered On Time (I-3: 3.2.1.4)

Dates to showtrend: Created
Frequency: Monthly

SLI: (Formula)

Countof completed Awards, delivered to Center POCs in = or < time thatwas negotiated
Countof completed Awards, delivered to Center POCs in > time then what was negotiated
Conditions:

Definition is HR Awards Delivered On Time I-3: 3.2.1.4

Metric Date on Last month

Value does notcontain Excluded
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OR Value is empty

SLI Percentage Calculation =Countof completed Awards, delivered to Center POCs in = or < time that was
negotiated/Total countofawards

« If the metric calculation is =>98%, the SLI is met

« If the metric calculation is <98%, the SLI is not met

» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<= and > forthe Month
* Breakdown will have the two categories:

Met and not met

By center

SLI Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should showthe percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthechart.

» Add a thresholdline (for the SLI)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met

Hoverover: 98% of Awards/recognitionitems/supplies are to be delivered to Center Awards POC/recipient
on-time as negotiated between the NSSC SP, NSSC Civil Servants and the customer.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Awards Processing - Awards/Recognition Items/Supplies
DeliveredOn Time (I-3: 3.2.1.4)

Report Content

Employee Recognition and Awards Processing

Input Parameters

NN =N

N = > W

1. INDICATOR SOURCES

a. P&U HR Scripted Metric Instances

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR Awards Recognition - Monthly

. P&U INT HR Awards Recognition - Met - Monthly

. EXTERNAL

. P&U EXT HR Awards Recognition - Last Month

. P&U EXT HR Awards Recognition - Met - Last Month

. FORMULA INDICATORS

. INTERNAL

. HR - NASA Awards & Recognition Processing >=98%
. EXTERNAL

. HR - NASA Awards & Recognition Processing >=98%

Output
Parameters

RON_TAWON=D>

. INTERNAL

. HR Awards Processing - Awards/Recognition Items/Supplies (I-3: 3.2.1.4)
. P&U HR Awards Processing Stoplight Scores Monthly

. Awards & Recognition- Monthly SLI

. P&U Human Resources Stoplight Scores Monthly

. EXTERNAL

. HR Awards Processing - Awards/Recognition ltems/Supplies (I-3: 3.2.1.4)
. P&U HR Awards Processing Stoplight Scores Monthly

. Awards & Recognition- Monthly SLI

. P&U Human Resources Stoplight Scores Monthly

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Awards Processing

External2
Dashboard Name: P& U - HR Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Awards Processing

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR Awards Processing - Awards/Recognition
Items/Supplies Delivered On Time (I-3: 3.2.1.4)

Name of Analytic on External Dashboard: HR Awards Processing - Awards/Recognition
Items/Supplies Delivered On Time (I-3: 3.2.1.4)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Suitability (Redprocity Packages)

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.1.7

Performance
Area:

Suitability Adjudication and Reinvestigations

SO/SME

TBD

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

STRY0700002/20201008

Approval - CS/SP

Metrics Team
Review

Metric
I-3

Upon notification from the Center, verify eQIP, reciprocity packages
preparedand forwarded to CS within 3 business days.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category Suitability Adjudication
c. Subcategory Initial Suitability or Reciprocity
2. CALENDAR USED NSSC Metric Days
3. TRIGGER/START CONDITION: FD Fields: Center HRO Notified is <4
business days from Suitability Readiness Date
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: N/A
6. MET CONDITION: Center HRO Notified is <4 business days from
Suitability Readiness Date
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Create Metric Definition for the following:
ReportName: HR Suitability — Reciprocity Recommendationto CS on Time (I-3 — 3.2.1.7)

Applies To: Cases with Category of Suitability Adjudication and FD HR Suitability Adjudication —Reciprocity
Tab field - Reciprocity Recommendationto CS

Calendar Used: NSSC Business Days

Trigger(s):

Start/End Condition: Date saved in Reciprocity Recommendation to CSfield calculated from Suitability
Readiness Date on FD HR Suitability Adjudication

Met Criteria: Reciprocity Recommendationto CS is <4 business days from Suitability Readiness Date

Not Met Criteria: Reciprocity Recommendationto CSis >=4 business days from Suitability Readiness Date

Pointto Case Location

Store calculated metric value

Report Type: Bar — Grouped by Center Abbrv and Stacked by Met/Not Met
Display Grid

Aggregation: Count

No. groups: Show All

Filter Condition: Created on Last Month

Order Results: Location.Center Abbrv A-Z

Metric value triggers in month Reciprocity Recommendation to CS
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: Not yet available

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => xx%, the SLI or PM is met
If the metric calculation is < xx%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:

Description of Change:

Fekkddkdkddddddk dkok kok dokk dkok dok dokeok Rk ok dokek deok kb dokek deok kkok dokek Kok ek dokeok Rk ek okek ok ke

Updated Metric definition: Adjudication Pkgs Provided To Cs On Time

Updated Report: HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)was modify the
metrics def to remove sub cat clauses

change met criteriato less than 61 days

populatefields as necessary

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Suitability — Adjudication Packages

Global Setting:

Y/N Yes

Functional Area: | HR

PWS Section: 3.2.1.7
K?;I;O_rmance Suitability Adjudication and Reinvestigations
SO/SME TBD

TYPE: oM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

g”bl::}ti;zrw Date STRY0699995/20201008

Approval - CS/SP

Metrics Team

Review
98% of adjudication packages will be prepared and

Metric recommendations provided to CS for suitability determinations no

I-3 later than 60 calendar days after receipt of final report of
investigation from OPM.

Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Adjudication Pkgs Provided To CS On Time
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category Suitability Adjudication
c. Subcategory Initial Suitability, Reciprocity, Reinvestigation, or Position
Upgrade
2. CALENDAR USED Calendar Days
3. TRIGGER/START CONDITION: FD HR Suitability Adjudication —
Final Adjudication tab - "Adjudication Provided for Final Determination” is
<61 calendar days from "ROI Received from OPM"
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: N/A
6. MET CONDITION: FD HR Suitability Adjudication — Final
Adjudication tab - "Adjudication Provided for Final Determination" is <61
calendar days from "ROI Received from OPM"
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Suitability

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)
Dates to showtrend: Metric Date on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)
Definition Name: Adjudication Pkgs Provided To CSOn Time

Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month
Y-axis should showthe percentage on the leftand the counts on theright
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Breakdown: Center & Met/Not Met
Add a thresholdline (for the PM)

Hover Over Information: 98% of adjudication packages will be prepared and recommendations provided to CS
for suitability determinations nolater than 60 calendar days after receiptoffinal reportofinvestigation from
OPM.

Was Placement / Location:

Dashboard: P & U - Internal - HR PM Dashboard

Dashboard Tab: Suitability

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)
Dates to show trend: Created on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)
Definition Name: Adjudication Pkgs Provided To CSOn Time

Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright

Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of adjudication packages will be prepared and recommendations provided to CS

for suitability determinations nolater than 60 calendar days after receipt offinal reportofinvestigation from
OPM.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)

Report Content

HR Suitability - Adjudication Packages Provided To CS On Time (I-3
- 3.2.1.7)

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Suitability - Adjudication Packages Provided To CSOn Time -
Monthly

2. P&U INT HR Suitability - Adjudication Packages Provided To CSOn Time - Met -
Monthly

B. EXTERNAL

1. P&U EXT HR Suitability - Adjudication Packages Provided To CSOn Time - Last
Month

2. P&U EXT HR Suitability - Adjudication Packages Provided To CSOn Time - Met -
Last Month

3. FORMULA INDICATORS
A. INTERNAL
1. HR - Suitability - Adjudication Pkgs Provided To CSOn Time - 98%
B. EXTERNAL
2. HR - Suitability - Adjudication Pkgs Provided To CSOn Time - 98%

Output 6. WIDGETS

Parameters A. INTERNAL
1. HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)
2. Suitability Adjudication - Monthly PM
B. EXTERNAL
1. HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)
2. Suitability Adjudication - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: HR Suitability - Adjudication Packages Provided To CSOn Time (I-3 - 3.2.1.7)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Suitability

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Suitability

Data Source Table Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR Suitability - Adjudication Packages Provided To CSOn
Time (I-3 - 3.2.1.7)

Name of Analytic on External Dashboard: HR Suitability - Adjudication Packages Provided To CS
On Time (I-3-3.2.1.7)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Suitability (Employee Investigations
Initiated Due to a Change in Risk Level)

Global Setting:

Y/N g Yes

Functional Area: | HR

PWS Section: 3.2.1.7

Performance Suitability (Employee Investigations Initiated Due to a Change in
Area: Risk Level)

SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

an PR Story/Date | 5TRY0699983/20201008

Approval - CS/SP

Metrics Team

Review
98% of Investigations shall be initiated within 14 Calendar days of
Metri notification to NSSC by the center of an employee or appointee
etric . - o :
who experiences a change to a higher position risk level due to
I-3 - . . ) :
promotion, demotion, or reassignment, or if the risk level of the
position is changed to a higher level.
Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Change In Risk Level Initiated On Time
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category Suitability Adjudication
c. Subcategory Position Upgrade
2. CALENDAR USED Calendar Days
3. TRIGGER/START CONDITION: eQIP Initiated field is <15 Calendar
days from Suitability Readiness Date field if case sub-category is Position
Upgrade
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: N/A

6. MET CONDITION: eQIP Initiated field is <15 Calendar days from Suitability
Readiness Date field if case sub-category is Position Upgrade

7. FILTER CONDITION:

8. Additional Criteria:

There is an additional metric report being reported that does not havea
specific I-3 metric. Applies to: HR Suitability — Reinvestigations Initiated On Time
(I-3—-3.2.1.7) AND Cases with Category of Suitability Adjudication and Sub-
category of Reinvestigation AND FD HR Suitability Adjudication

Met Criteria: eQIP Initiated field is <15 Calendar days from Suitability Readiness Date field if
case sub-category is Position Upgrade

Metric date setin month eQIP Initiated date

wasApplies to: HR Suitability — Changein Risk Level Investigations Initiated On Time (-3 —
3.2.1.7) AND Cases with Category of Suitability Adjudication and Sub-category of Position
Upgrade AND FD HR Suitability Adjudication

Met Criteria: eQIP Initiated field is <15 Calendar days from Suitability Readiness Date field if
case sub-category is Position Upgrade

Metric value set in month eQIP Initiated date

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Suitability

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - Change In Risk Level Investigations Initiated On Time (I-3 - 3.2.1.7)
HR Suitability-Change In Risk Level Investigations Initiated On Time(I-3-3.2.1.7) ( 80 character limit)
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Dates to showtrend: Metric Date on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - Change In Risk Level Investigations Initiated On Time (I-3- 3.2.1.7)
Definition Name: Change In Risk Level Initiated On Time

Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of Investigations shall be initiated within 14 Calendar days of notification to
NSSC by the center ofan employee orappointee who experiences achangeto ahigher positionrisk level
due to promotion, emotion, orreassignment, orifthe risk level ofthe position is changed to ahigherlevel.

wasPlacement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Suitability

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - Change In Risk Level Investigations Initiated On Time (I-3 - 3.2.1.7)
Dates to show trend: Metric Date on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - Change In Risk Level Investigations Initiated On Time (I-3- 3.2.1.7)
Definition Name: Change In Risk Level Initiated On Time

Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on the leftand the counts on theright

Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of Investigations shall be initiated within 14 Calendar days of notification to

NSSC by the center ofan employee orappointee who experiences achangeto ahigher positionrisk level
due to promotion, emotion, or reassignment, orifthe risk level ofthe position is changed to ahigher level.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Suitability - Change In Risk Level Investigations Initiated On
Time (I-3-3.2.1.7)

Report Content

HR Suitability - Change In Risk Level Investigations Initiated On
Time

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Suitability - Change In Risk Level Investigations Initiated On Time -
Monthly

2. P&U INT HR Suitability - Change In Risk Level Investigations Initiated On Time -
Met - Monthly

B. EXTERNAL

1. P&U EXT HR Suitability - Change In Risk Level Investigations Initiated On Time -
Last Month

2. P&U EXT HR Suitability - Change In Risk Level InvestigationsInitiated On Time -
Met - Last Month

3. FORMULA INDICATORS
A. INTERNAL
1. HR - Suitability - Change In Risk Level Investigations Initiated On Time - 98%
B. EXTERNAL
2. HR - Suitability - Change In Risk Level Investigations Initiated On Time - 98%
Output 6. WIDGETS
Parameters A. INTERNAL
1. HR Suitability-Change In Risk Level Investigations Initiated On Time(I-3-3.2.1.7)
2. Suitability Changein Risk Investigations - Monthly PM
B. EXTERNAL
1. HR Suitability-Change In Risk Level Investigations Initiated On Time(l-3-3.2.1.7)
2. Suitability Changein Risk Investigations - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: HR Suitability - Change In Risk Level Investigations Initiated On Time
(I-3-3.2.1.7)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Suitability

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Suitability

Data Source Table Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR Suitability - Change In Risk Level Investigations
Initiated On Time (I-3 - 3.2.1.7)

Name of Analytic on External Dashboard: HR Suitability - Change In Risk Level Investigations
Initiated On Time (I-3 - 3.2.1.7)

Dates to show trend: Created on Last Month

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Suitability (Investigations)

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.1.7

Performance
Area:

Suitability (Investigations)

SO/SME

TBD

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

STRY0699986/20201008

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of investigations will be initiated within 14 calendar days of
Applicant’s Entry on Duty effective date.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = New Hire Investigations Initiated on Time
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category Suitability Adjudication
c. Subcategory Initial Suitability
2. CALENDAR USED Calendar Days
3. TRIGGER/START CONDITION: FD Suitability Adjudication field
Entry on Duty Date and eQIP Initiated Date filled out or changed
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: N/A
6. MET
CONDITION: Adjudication provided for Final Determination date from th
e Functional Details form is less than or equal to 60 calendar days after the
ROI Received From OPM date from the Functional Details form
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard: P & U - Internal - HR PM Dashboard
Dashboard Tab: Suitability

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - New Hire Investigations Initiated On Time (I-3- 3.2.1.7)
Dates to show trend: Created on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - New Hire Investigations Initiated On Time (I-3 - 3.2.1.7)
PM Formula:

Met:

Not/Met:

Conditions:

Definition Name: New Hire Investigations Initiated on Time

PM Percentage Calculation:

If the metric calculation is => xx%, the PM is met

If the metric calculation is <xx%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: Countofxxx
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Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for currentFY to lastmonth
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on the leftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% ofinvestigations will be initiated within 14 calendar days of Applicant’s Entry on
Duty effective date.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Suitability - New Hire Investigations Initiated On Time (I-3 -
3.2.1.7)

Report Content

New Hire Investigations Initiated On Time

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS
A. INTERNAL

1. P&U INT HR Suitability - New Hire Investigations Initiated On Time - Monthly
2. P&U INT HR Suitability - New Hire Investigations Initiated On Time - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Suitability - New Hire Investigations Initiated On Time - Last Month
2. P&U EXT HR Suitability - New Hire Investigations Initiated On Time - Met - Last
Month
3. FORMULA INDICATORS
A. INTERNAL
1. HR - Suitability - New Hire Investigations Initiated On Time - 98%

Input Parameters | 5 =yrerNAL
2. HR - Suitability - New Hire Investigations Initiated On Time - 98%

Output

Parameters 6. WIDGETS
A. INTERNAL
1. HR Suitability - New Hire InvestigationsInitiated On Time (I-3- 3.2.1.7)
2. Suitability New Hire Investigations - Monthly PM
B. EXTERNAL
1. HR Suitability - New Hire InvestigationsInitiated On Time (I-3- 3.2.1.7)
2. Suitability New Hire Investigations - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Suitability

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Suitability

Data Source Table Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR Suitability - New Hire Investigations Initiated On Time
(I-3-3.2.1.7)
Name of Analytic on External Dashboard: HR Suitability - New Hire Investigations Initiated On Time
(I-3-3.2.1.7)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date Of Change: Fedkdkkddkkkdkkdhdk kk kdkdk kkk dk dkkk kdkk kk dedkk kkdk dkk kdkdk dkkk ke dhdkk ko kkk kkk kk kk

modified metric definition: Proposed Action Letters Sent On Time

modified report: HR Suitability - Proposed Action Letters Sent On Time (I-3 - 3.2.1.7)was modify the metric def
to update the dates used in calculation

update met/not met criteria

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element Metric: Suitability (Proposed Action Letters)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.1.7

ngl;o.rmance Suitability (Proposed Action Letters)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0699996/20201008

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of proposed Action letters shall be sent no later than 30
calendar days prior to the effective date of the proposed action.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name = Proposed Action Letters Sent On Time
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category Suitability Adjudication
c. Subcategory Initial Suitability, Reciprocity, Reinvestigation, or Position
Upgrade
2. CALENDAR USED Calendar Days
3. TRIGGER/START CONDITION: Metricis captured/calculated when

"Applicant/Appointee Notified of Final Decision" date is populated/saved

4. PAUSE CRITERIA: N/A

5. EXCLUSION CRITERIA: N/A

6. MET CONDITION: 1) Applicant/Appointment Notified of Final Decision is <31
calendar days from Rebuttal Received

OR

2) if Rebuttal Received is empty, then Applicant/Appointment Notified of Final Decisionis
<61 calendar days fromPAL Sent to Applicant/Appointee

7. FILTER CONDITION: N/A
&. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Suitability

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - Proposed Action Letters Sent On Time (I-3 - 3.2.1.7)
Dates to show trend: Metric Date on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - Proposed Action Letters Sent On Time (I-3 - 3.2.1.7)
Definition Name: Proposed Action Letters Sent On Time

Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on the leftand the counts on theright
Breakdown: Center & Met/Not Met
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Add a thresholdline (for the PM)

Hover Over Information: 98% of proposed Action letters shall be sentno later than 30 calendar days priorto
the effective date ofthe proposed action.was Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard

Dashboard Tab: Suitability

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - Proposed Action Letters Sent On Time (I-3 - 3.2.1.7)
Dates to show trend: Created on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - Proposed Action Letters Sent On Time (I-3 - 3.2.1.7)
Definition Name: Proposed Action Letters Sent On Time

Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on the leftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of proposed Action letters shall be sentno later than 30 calendar days prior to
the effective date ofthe proposed action.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Suitability - Proposed Action Letters Sent On Time (I-3 -
3.2.1.7)

Report Content

HR Suitability - Proposed Action Letters Sent On Time

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR Suitability - Proposed Action Letters Sent On Time - Monthly

. P&U INT HR Suitability - Proposed Action Letters Sent On Time - Met - Monthly

. EXTERNAL

. P&U EXT HR Suitability - Proposed Action Letters Sent On Time - Last Month

. P&U EXT HR Suitability - Proposed Action Letters Sent On Time - Met - Last Month

NN =N

. FORMULA INDICATORS

. INTERNAL

. HR - Suitability - Proposed Action Letters SentOn Time - 98%
. EXTERNAL

. HR - Suitability - Proposed Action Letters SentOn Time - 98%

N = > W

Output
Parameters

. WIDGETS

. INTERNAL

. HR Suitability - Proposed Action Letters SentOn Time (I-3 - 3.2.1.7)
. Suitability Proposed Action Letters - Monthly PM

. EXTERNAL

. HR Suitability - Proposed Action Letters SentOn Time (I-3 - 3.2.1.7)
. Suitability Proposed Action Letters - Monthly PM

NN
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: HR Suitability - Proposed Action Letters Sent On Time (I-3 - 3.2.1.7)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Suitability

External2
Dashboard Name: P& U - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: Suitability

Data Source Table Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR Suitability - Proposed Action Letters Sent On Time (I-3
-3.2.1.7)

Name of Analytic on External Dashboard: HR Suitability - Proposed Action Letters SentOn Time (I-3
-3.2.1.7)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:

Description of Change:

Center HRO Notified is <4 business days from Suitability Readiness Date
Set Metric Date to "Center HRO Notified"

Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Suitability (Suitability Notifications)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.1.7

ng’;"_rmance Suitability (Suitability Notifications)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0800393/20210730

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of Suitability Notifications will be verifiedin CVS and the
Centers will be notified of verification within 3 business days

Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category Suitability Adjudication
c. Subcategory Initial Suitability or Reciprocity
2. CALENDAR USED NSSC Metric Days
3. TRIGGER/START CONDITION: Center HRO Notified is <4 business
days from Suitability Readiness Date
Set Metric Date to "Center HRO Notified"
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION: Center HRO Notified is <4 business days from
Suitability Readiness Date
Set Metric Date to "Center HRO Notified"
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard: P & U - Internal - HR PM Dashboard
Dashboard Tab: Suitability

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Suitability - WTTS Suitability Notifications On Time (I-3 - 3.2.1.7)
Dates to show trend: Created on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - WTTS Suitability NotificationsOn Time (I-3 - 3.2.1.7)
Calendarused: NSSC Metric Days

PM Formula:

Met: <= 3 Business Days

Not/Met: >3

Conditions:

Definition Name: WTTS Suitability Notifications On Time

PM Percentage Calculation:

If the metric calculation is => 98%, the PM is met

If the metric calculation is <98%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic
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Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for currentFY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of WTTS Suitability Notifications will be verified in CVS and the Centers will be
notified of verification within 3 business days.

Was Placement / Location:

Dashboard:P & U - Internal - HR PM Dashboard
Dashboard Tab: Suitability

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Suitability - WTTS Suitability NotificationsOn Time (I-3 - 3.2.1.7)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR Suitability - WTTS Suitability Notifications On Time (I-3 - 3.2.1.7)

PM Formula:

Met:

Not/Met:

Conditions:

Definition Name: WTTS Suitability Notifications On Time

PM Percentage Calculation:

If the metric calculation is => xx%, the PM is met

If the metric calculation is <xx%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: Countof xxx

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for currentFY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should show the percentage on the leftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of WTTS Suitability Notifications will be verified in CVS and the Centers will be
notified of verification within 3 business days.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Suitability - WTTS Suitability Notifications On Time (I-3 -
3.2.1.7)

Report Content

HR Suitability - WTTS Suitability Notifications On Time

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR WTTS Suitability Notifications - Monthly

. P&U INT HR WTTS Suitability Notifications - Met - Monthly

. EXTERNAL

. P&U EXT HR WTTS Suitability Notifications - Last Month

. P&U EXT HR WTTS Suitability Notifications - Met - Last Month

N=TN=>N

. FORMULA INDICATORS

. INTERNAL

. HR - Suitability - WTTS Notificationson TIime >= 98%
. EXTERNAL

. HR - Suitability - WTTS Notificationson TIme >= 98%

N = > W

Output
Parameters

. WIDGETS

. INTERNAL

. HR - Suitability - WTTS Suitability Notifications On Time (I-3- 3.2.1.7)
. WTTS Suitability Notifications - Monthly PM

. P&U Suitability Stoplight Scores Monthly

. EXTERNAL

. HR - Suitability - WTTS Suitability Notifications On Time (I-3- 3.2.1.7)
. WTTS Suitability Notifications - Monthly PM

. P&U Suitability Stoplight Scores Monthly

WON2TWWN 2> O
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: HR Suitability - WTTS Suitability Notifications On Time (I-3 -3.2.1.7)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: P& U - HR PM Dashboard
Dashboard Tab: Suitability

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR - Suitability - WTTS Suitability Notifications On Time (I-
3-3.2.1.7)

Name of Analytic on External Dashboard:
Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Benefits Processing (beneficiary
forms)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.3.1

Zigi;o.rmance Benefits Processing (beneficiary forms)
SO/SME Human Resources Service Office Manager
TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date . .
Submitted TBD Draft update metricto notify employee

Approval - CS/SP

Metrics Team

Review

Metric 95% of Beneficiary forms shall be signed and maintained in
accordance with OPM's Guide to Personnel Recordkeeping within 5

I-3 ) o )
business days and employee notified of the status upon completion.

Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category: Benefit Processing
c. Subcategory: Forms Processing or Beneficiary Forms
2. CALENDAR USED: NSSC Business Days
3. TRIGGER/START CONDITION: Date Processed field is saved and case
is closed
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA:
Case is Closed Incomplete and/or Date Processed field on the FD is Null
6. MET CONDITION: On the Functional Details form, the Date Processed
is within 5 business days of the Date Received for any of the following
form types received (note: one or more form type could be received for a
given case); one metric record should be generated per form processed
- SF-1152
- SF-2823
- SF-3102
- TSP-3
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA: Acceptance criteriaPlacement/ Location:
Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )

Dashboard Tab: Benefits Processing

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Benefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)

Dates to show trend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Benefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)

SLI Percentage Calculation:
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If the metric calculation is =>95%, the PM is met

If the metric calculation is <95%, the PM is not met
Conditions:

Definition Name: Beneficiary Forms Processed On Time
Stoplightis displayed atthe top ofthe Analytic

Created on Last Month

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 95% of Beneficiary forms shall be signed and maintained in accordance with OPM's
Guide to Personnel Recordkeeping within 5 business days.wasPlacement/Location:

Dashboard:P & U - Internal - HR PM Dashboard ( Both internal & External )

Dashboard Tab: Benefits Processing

Dashboard Group: Performance And Utilization - Internal ( Both Internal & External )

Data Source Table: Metric [metric instance]

Name of Analytic: HR - Benefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Ben€fits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)

SLI Percentage Calculation:

If the metric calculation is =>95%, the PM is met

If the metric calculation is <95%, the PM is not met
Conditions:

Definition Name: Beneficiary Forms Processed On Time
Stoplightis displayed atthe top ofthe Analytic

Created on Last Month

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should show the percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 95% of Beneficiary forms shall be signed and maintained in accordance with OPM's
Guideto Personnel Recordkeeping within 5 business days.

Developer
Tester
Update SetsFY18Q3R5-S1-HR-STRY TBD P&U Deck BENEFITS FormsProcOnTime-20180529-RO
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR - Benefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)

Input Parameters

DEVELOPMENT:

N

. INDICATOR SOURCES
. P&U PR Scripted Metric Instances

o)

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Beneficiary Forms Processed On Time - Monthly

2. P&U INT HR Beneficiary Forms Processed On Time - Met - Monthly
B. EXTERNAL

1. P&U EXT HR Beneficiary Forms Processed On Time - Last Month
2. P&U EXT HR Beneficiary Forms Processed On Time - Met - Last Month
3. FORMULA INDICATORS

A. INTERNAL

1. HR - Benefits - Beneficiary Forms Processed On Time - 95%

B. EXTERNAL

2

. HR - Benéfits - Beneficiary Forms Processed On Time - 95%

Output
Parameters
6. WIDGETS
A. INTERNAL
1. HR - Bengefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)
2. Beneficiary Forms Processing - Monthly SLI
9/28/2022
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B. EXTERNAL
1. HR - Benefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)
2. Beneficiary Forms Processing - Monthly SLI
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P&U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Benefits Processing

External2
Dashboard Name: P& U - HR PM Dashboard ( Both internal & External )
Dashboard Group: Performance And Utilization ( Both Internal & External )
Dashboard Tab: Benefits Processing

Data Source Table: Metric

Name of Analytic on Internal Dashboard: Benefits - Beneficiary Forms Processed on Time (I-3 -
3.2.3.1) Benefits - Beneficiary Forms Processed on Time (I-3 - 3.2.3.1)

Name of Analytic on External Dashboard:
Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PMis met
If the metric calculation is < 95%, the SLI or PMis not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022 Page 8 of 10



ServiceNow Requirements NASA Shared Services Center

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Benefits Processing (claims, enrollments, changes)

Document Version V.2

Date Last Modified 8/10/22

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA_PWS Element_Metric: Benefits Processing (claims,
enrollments, changes)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.3.1

Zigi;o.rmance Benefits Processing (claims, enrollments, changes)
SO/SME HR Service Office Manager
TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0318174/ 03/27/2018

Approval - CS/SP

Metrics Team
Review

Metric
I-3

97% of claims, enrollments and changes shall be processed within
5 business days after receipt.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category: Benefit Processing
c. Subcategory: Forms Processing
2. CALENDAR USED: NSSC Calendar
3. TRIGGER/START CONDITION: Date Processed field is saved and case
is closed
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA: Case is Closed Incomplete

and/or Date Processed field on the FD is Null
6. MET CONDITION:

On the Functional Details form, the Date Processed is within 5 business da
ys of the Date Received for any of the form types received (note: one or mo
re form type could be received for a given case but not multiple of one form
); one metric record should be generated per form processed.

7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA: Acceptance criteriaPlacement/ Location:
Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Benefits Processing
Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric instance]

Name of Analytic: HR - Benefits — Claims, Enroliments and Changes Processed On Time (I-3- 3.2.3.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Benefits — Claims, Enrollments and Changes Processed On Time (I-3- 3.2.3.1)
PM Formula:

Met: On the Functional Details form, the Date Processed is within 5business days ofthe Date Received
Not/Met:

Conditions: Created on Last Month

Definition Name: Claims, Enroliments and Changes Processe

PM Percentage Calculation:
If the metric calculation is => 97%, the PM is met
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If the metric calculation is <97%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 97% of claims, enroliments and changes shall be processed within 5 business days
after receipt.wasPlacement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard

Dashboard Tab: Benefits Processing

Dashboard Group:P & U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Benefits — Claims, Enroliments and Changes Processed On Time (I-3- 3.2.3.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Benefits — Claims, Enroliments and Changes Processed On Time (I-3- 3.2.3.1)

PM Formula:

Met: On the Functional Details form, the Date Processed is within 5business days ofthe Date Received
Not/Met:

Conditions: Created on Last Month

Definition Name: Claims, Enroliments and Changes Processe

PM Percentage Calculation:

If the metric calculation is =>97%, the PM is met

If the metric calculation is <97%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 97% of claims, enrollments and changes shall be processed within 5 business days
after receipt.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR - Benefits — Claims, Enroliments and Changes Processed On
Report Content Time (I-3-3.2.3.1)

DEVELOPMENT:

N

. INDICATOR SOURCES
. P&U HR Scripted Metric Instances

o)

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR Benefits - Claims Enrollments Changes - Monthly

. P&U INT HR Benefits - Claims Enrollments Changes - Met - Monthly

. EXTERNAL

. P&U EXT HR Benefits - Claims Enrollments Changes - Last Month

. P&U EXT HR Bengéfits - Claims Enrollments Changes - Met - Last Month

NN = B>N

. FORMULA INDICATORS

. INTERNAL

. HR - Benéfits - Claims, Enroliments and Changes >=97%
. EXTERNAL

. HR - Benefits - Claims, Enrollments and Changes >=97%

Input Parameters

N = > W

Output
Parameters
6. WIDGETS

A. INTERNAL

1. HR - Benefits — Claims, Enrollments and Changes Processed On Time (I-3 3.2.3.1)
2. Claims, Enrollments and Changes - Monthly PM
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B. EXTERNAL
1. HR - Benefits — Claims, Enrollments and Changes Processed On Time (I-3 3.2.3.1)
2. Claims, Enrollments and Changes - Monthly PM

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P&U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Benefits Processing

External2
Dashboard Name: P& U - HR PM Dashboard ( Both internal & External )
Dashboard Group: Performance And Utilization — ( Both Internal & External )

Dashboard Tab: Benefits Processing
Data Source Table: Metric

Name of Analytic on Internal Dashboard: HR - Benefits — Claims, Enroliments and Changes
Processed On Time (I-3 -3.2.3.1)

Name of Analytic on External Dashboard: HR - Benefits — Claims, Enroliments and Changes
Processed On Time (I-3 -3.2.3.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 97%, the SLI or PM is met
If the metric calculation is < 97%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)
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Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Retirement Estimates

Document Version V.2

Date Last Modified DRAFT — updated metric

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA_PWS Element_Metric: Retirement Estimates

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.3.2

Performance Retirement Estimates
Area:

SO/SME HR Service Office Manager
TYPE:

SLI/PM/OTHER SU

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date _ .
Submitted TBD - updated metric

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of retirementestimate and package requests are completed
within 15 business days; employees will be notified of any delaysin
processing due to complex service history.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category: RETIREMENT SERVICES
c. Subcategory: ADDITIONAL ESTIMATES/NOT RETIRING, or
RETIREMENT ESTIMATE, or
FULL RETIREMENT ESTIMATE, or
PHASED RETIREMENT ESTIMATE
2. CALENDAR USED: NSSC Business Days
3. TRIGGER/START CONDITION: Retirement Estimate Case created
4. PAUSE CRITERIA: Case is in a Pending status
5. EXCLUSION CRITERIA: Case is Closed Incomplete
6. MET CONDITION: Completed less than 16 business days
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA: RO

Acceptance criteriaPlacement/ Location:

Dashboard: P & U - Internal - HR Dashboard /P & U - HR Dashboard ( Both internal & External )
Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Retirement Estimates Completed On Time (1-3-3.2.3.2)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Retirement Estimates Completed On Time (1-3-3.2.3.2)

Dates to showtrend:
created

Frequency:

Monthly

Breakdowns:
When drillingdown on the bar graph: met/not met and center
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SLI: (Formula)

Metric Calculation Percentage = sum of met count/sumoftotal count
If the metric calculation is >=90%, the SLI is met

If the metric calculation is

The calculation % SLl is displayed and metor not met

Conditions:

Definition is Retirement Estimates Completed on Time
Created on Last Month

Value is notExcluded or Value is empty

Type of Visualization:

Bar Graph —Displays Countof Met/Not Met by Center for the Month
Trend Line— Placed above the Bar Graph

Breakdown the metric score by month for currentFY to last month

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met
SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for currentFY to last month

y-axis should show the percentage on the leftand the counts on theright

Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthechart.

Add a thresholdline (for the SLI)

Hoverover:90% ofretirement estimate and package requests are completed within 15business
days.wasPlacement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Retirement Estimates Completed On Time (1-3-3.2.3.2)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Retirement Estimates Completed On Time (1-3-3.2.3.2)

Dates to show trend:
created

Frequency:

Monthly

Breakdowns:
When drillingdown on the bar graph: met/not met and center

SLI: (Formula)

Metric Calculation Percentage = sum of met count/sum oftotal count
If the metric calculation is >=90%, the SLI is met

If the metric calculation is

The calculation % SLI is displayed and metor not met

Conditions:

Definition is Retirement Estimates Completed on Time
Created on Last Month

Value is notExcluded or Value is empty
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Type of Visualization:

Bar Graph —Displays CountofMet/Not Met by Center for the Month
Trend Line— Placed above the Bar Graph

Breakdown the metric score by month for currentFY to last month

Single Score — Placed to the top might margin ofthe analytic window

- Display current SLI score with Met or Not-Met

SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for currentFY to last month

y-axis should show the percentage on the leftand the counts on theright

Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

Add a thresholdline (for the SLI)

Hover over:90% ofretirement estimate and package requests are completed within 15 business days.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Retirement Estimates Completed On Time (I-3 3.2.3.2)
Report Content

Technical Design
DEVELOPMENT:

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Retirement Estimates - Monthly

2. P&U INT HR Retirement Estimates - Met - Monthly

B. EXTERNAL

1. P&U EXT HR Retirement Estimates - Last Month

2. P&U EXT HR Retirement Estimates - Met - Last Month

3. FORMULA INDICATORS

A. INTERNAL

1. HR - Retirement Estimates Completed On Time >= 90%
B. EXTERNAL

2. HR - Retirement Estimates Completed On Time >= 90%

Input Parameters

Output
Parameters

6. WIDGETS

A. INTERNAL

1. HR Retirement Estimates Completed On Time (1-3-3.2.3.2)
2. Retirement Estimates - Monthly SLI

3. P&U HR Retirements Stoplight Scores Monthly

9/28/2022 Page 7 of 11




ServiceNow Requirements

B. EXTERNAL

1. HR Retirement Estimates Completed On Time (I-3-3.2.3.2)
2. Retirement Estimates - Monthly SLI

3. P&U HR Retirements Stoplight Scores Monthly

NASA Shared Services Center

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Retirements

External2
Dashboard Name: P& U - HR Dashboard ( Both internal & External )
Dashboard Group: Performance And Utilization ( Both Internal & External )
Dashboard Tab: Retirements

Data Source Table: Metric

Name of Analytic on Internal Dashboard: HR Retirement Estimates Completed On Time (I-3-3.2.3.2)

Name of Analytic on External Dashboard: HR Retirement Estimates Completed On Time (I-3-
3.23.2)

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Retirement Packages (DOI submission)

Document Version V.2
Date Last Modified DRAFT — Updated metric for new
contract

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Retirement Packages (DOI
submission)

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.3.2

Performance
Area:

Retirement Packages (DOI submission)

SO/SME

Human Resources Service Office Manager

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of completed retirement packages shall be sent to DOI no
later than 5 business days after completion of retirement action.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category: RETIREMENT SERVICES
c. Subcategory: RETIREMENT PACKAGE
PHASED RETIREMENT
FULL RETIREMENT
DISABILITY RETIREMENT
2. CALENDAR USED: NSSC Metric Days
3. TRIGGER/START CONDITION: Case Closed and Met <4 metric days
from the Retirement Date or Date Complete Package Received whichever is
greater to Date Package Sent to DOI on the HR Retirements Functional
Detail
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA:
Case Closed Incomplete or Case does not have a Retirement Functional
Detail
6. MET CONDITION: Case Closed and Met <4 metric days from the
Retirement Date or Date Complete Package Received whichever is greater
to Date Package Sent to DOI on the HR Retirements Functional Detail
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA: Acceptance criteriaPlacement/ Location:

Dashboard:P & U - Internal - HR Dashboard /P & U - HR Dashboard ( Both internal & External )
Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR Retirement Packages (DOI Submission) (I-3-3.2.3.2)

Data Source: Table:
Metric[metric_instance]

Existing Reports:

HR Retirement Packages (DOl Submission) (1-3-3.2.3.2)
Dates to showtrend:

created

Frequency:

Monthly

Breakdowns:
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When drillingdown on the bar graph: met/notmet and center

SLI: (Formula)

Metric Calculation Percentage = sum of met count/sumoftotal count
If the metric calculation is >=95%, the SLI is met

If the metric calculation is

The calculation % SLI is displayed and metor not met

Conditions:

Definition is Retirement Estimates Completed on Time
Created on Last Month

Value is notExcluded or Value is empty

Type of Visualization:

Bar Graph —Displays CountofMet/Not Met by Center for the Month
Trend Line— Placed above the Bar Graph

Breakdown the metric score by month for currentFY to last month

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met
SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for currentFY to last month

y-axis should show the percentage on the leftand the counts on theright

Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

Add a thresholdline (for the SLI)

Hoverover: 95% of Retirement packages (DOI Submission) wasPlacement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External)

Name of Analytic: HR Retirement Packages (DOl Submission) (I-3-3.2.3.2)
Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR Retirement Packages (DOl Submission) (1-3-3.2.3.2)

Dates to showtrend:
created

Frequency:

Monthly

Breakdowns:
When drillingdown on the bar graph: met/notmet and center

SLI: (Formula)

Metric Calculation Percentage = sum of met count/sumoftotal count
If the metric calculation is >=95%, the SLI is met

If the metric calculation is

The calculation % SLI is displayed and metor not met

Conditions:

Definition is Retirement Estimates Completed on Time
Created on Last Month

Value is notExcluded or Value is empty

Typeof Visualization:
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Bar Graph —Displays CountofMet/Not Met by Center for the Month
Trend Line— Placed above the Bar Graph
Breakdown the metric score by month for current FY to last month

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met
SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for current FY to last month

y-axis should show the percentage on the leftand the counts on theright

Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

Add a thresholdline (for the SLI)

9/28/2022 Page 6 of 8



ServiceNow Requirements NASA Shared Services Center

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Retirement Packages (NSSC CS review)

Document Version V.2

Date Last Modified 8/10/22

Reference: Contract Attachment |1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

9/28/2022 Page 2 of 10



ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Retirement Packages (NSSC CS
review)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.3.2

Zigi;o.rmance Retirement Packages (NSSC CS review)
SO/SME HR Service Office Manager
TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0318187/ 03/27/2018

Approval - CS/SP

Metrics Team

Review
Metri 98% of retirementpackages are sent to the CS HR Specialist to be
etric . P ; i
1-3 rewewed/approv_ed within 5 business d_ays of receiving all
documents required for a complete retirement package.
Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category: RETIREMENT SERVICES
c. Subcategory: RETIREMENT PACKAGE, PHASED RETIREMENT,
FULL RETIREMENT, and DISABILITY RETIREMENT
2. CALENDAR USED: NSSC Metric Days
3. TRIGGER/START CONDITION: When the Date Complete Package
Received field and the Date Package sent to L3 field is populated and saved
on the FD form. If the fields are updated, then the metric is updated
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA:
Case Closed Incomplete or Case does not have a Retirement Functional
Detail
6. MET CONDITION: The Date Package Sent To L3 field on the
Functional Detail is <6 business days of the Date Complete Package
Received field from the Functional Detail.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA: co

Civil Servant
Field changes-
2018-04-20 10:59:56

Acceptance criteriaPlacement/ Location:
Dashboard: P & U - Internal - HR PM Dashboard ( Both internal & External )

Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal ( Both Internal & External )
Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Retirements - Packages Sentto NSSC CS On Time (I-3 —3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirements - Packages Sent to NSSC CS On Time (I-3 —3.2.3.2)

SLI Percentage Calculation:
If the metric calculation is =>98%, the PM is met
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If the metric calculation is <98%, the PM is not met
Conditions:

Definition Name: Retirement Packages Sentto NSSC CS
Stoplightis displayed atthe top ofthe Analytic

Created on Last Month

Typeof Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of retirement packages are sentto the CS HR Specialistto be
reviewed/approved within 5 business days of receiving all documents required for acomplete retirement
package.wasPlacement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard ( Both internal & External )

Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal ( Both Internal & External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Retirements - Packages Sentto NSSC CS On Time (I-3 —3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirements - Packages Sent to NSSC CS On Time (I-3 —3.2.3.2)

SLI Percentage Calculation:

If the metric calculation is =>98%, the PM is met

If the metric calculation is <98%, the PM is not met
Conditions:

Definition Name:

Stoplightis displayed atthe top ofthe Analytic
Created on Last Month

Typeof Visualization: Retirement Packages Sent to NSSC CS

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 98% of retirement packages are sentto the CS HR Specialistto be

reviewed/approved within 5 business days of receiving all documents required for acomplete retirement
package.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

STRY0318187

Input Parameters

DEVELOPMENT:

RN

. INDICATOR SOURCES
. P&U HR Scripted Metric Instances

[V]

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Retirements - Packages Sent to NSSC CS On Time - Monthly

2. P&U INT HR Retirements - Packages Sent to NSSC CS On Time - Met - Monthly
B. EXTERNAL

1. P&U EXT HR Retirements - Packages Sent to NSSC CS On Time - Last Month
2. P&U EXT HR Retirements - Packages Sent to NSSC CS On Time - Met - Last
Month

3. FORMULA INDICATORS

A. INTERNAL

1. HR - Retirements - Packages Sentto NSSC CS On Time - 98%
B. EXTERNAL

2. HR - Retirements - Packages Sentto NSSC CS On Time - 98%

Output
Parameters

9/28/2022

6. WIDGETS
A. INTERNAL

1. HR - Retirements - Packages Sentto NSSC CS On Time (I-3 —3.2.3.2)
2. Retirements - NSSC CS On Time - Monthly PM
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B. EXTERNAL
1. HR - Retirements - Packages Sent to NSSC CS On Time (I-3 —3.2.3.2)
2. Retirements - NSSC CS On Time - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard ( Both internal & External )
Dashboard Group: Performance And Utilization - Internal ( Both Internal & External )
Dashboard Tab: Retirements

External2
Dashboard Name: P& U - Internal - HR PM Dashboard ( Both internal & External )
Dashboard Group: Performance And Utilization - Internal ( Both Internal & External )
Dashboard Tab: Retirements

Data Source Table: Metric

Name of Analytic on Internal Dashboard: HR - Retirements - Packages Sentto NSSC CS On Time
(I-3-3.2.3.2)
Name of Analytic on External Dashboard: HR - Retirements - Packages Sent to NSSC CS On Time
(I-3-3.2.3.2)

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)
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Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Retirement Services Draft Retirement Forms Review

Document Version V.2

Date Last Modified 07/21/2022 Proposed New Metric for
new Contract

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: TBD - This is a metric associated with the new
contract and will go into effect at the same time as new the contract.

Description of Change: Addition of new metric for new contract.
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3 _FA PWS Element_Metric: Retirement Services Draft Retirement
Forms Review

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.3.2

Performance
Area:

Retirement Services Retirement Draft Retirement Forms Review

SO/SME

Human Resources Service Office Manager

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of draft retirement forms received are notified of receipt,
reviewed and responded to with further instructions within 5 business
days of receipt.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

ACCEPTANCE CRITERIA:

The metric is met if the “"Date Draft Forms Received” field is within 5 business
days of the "Date Draft Forms Reviewed”.

ServiceNow Data - Metric Definition Template
Metrics and Utilization

METRIC - 90% of draft retirement forms received are notified of receipt, reviewed and
responded to with further instructions within 5 business days of receipt.:

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases:
b. Category: RETIREMENT SERVICES
c. Subcategory: retirement packages
2. CALENDAR USED: NSSC Metric Days
3. TRIGGER/START CONDITION: TBD The metricis met if the
draft retirement forms received are notified of receipt, reviewed
and responded to with furtherinstructions and is closed complete
within 5 business days of opening.
4. PAUSE CRITERIA: Case in Pending Status
5. EXCLUSION CRITERIA: Case is Closed Incomplete or expedited
checkbox is false
6. MET CONDITION: The metricis met if the case is closed within
5 business days of opening.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Acceptance criteriaPlacement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
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External )

Data Source Table: Metric [metric instance]

Name of Analytic: HR - Retirement - Retirement Services draft retirementforms (I-3 - 3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirement - Retirement Services draftretirement forms (I-3 -3.2.3.2)

PM Formula:

Met: Completed within 5 metric days

Not/Met:

Conditions: Created on Last Month

Definition Name: Expedited Retirement Packages On Time

PM Percentage Calculation:

If the metric calculation is =>90%, the PM is met

If the metric calculation is <90%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: TBD 90% of draft retirementforms are completed with 5 business days

Placement / Location:

Dashboard: P & U - Internal - HR PM Dashboard
Dashboard Tab: Retirements

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Retirement - Retirement Services draft retirementforms (I-3 - 3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirement - Retirement Services draftretirement forms (I-3 - 3.2.3.2)
PM Formula:

Met: Completed within 5 metric days

Not/Met:

Conditions: Created on Last Month

Definition Name: Expedited Retirement Packages On Time

PM Percentage Calculation:

If the metric calculation is =>90%, the PM is met

If the metric calculation is <90%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic
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Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for currentFY to lastmonth
Counts on the Left axis

Typeof Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on the leftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

9/28/2022

NASA Shared Services Center
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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New Contract

Reference: Contract Attachment 1-26 Business Rules
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Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: TBD - This is a metric associated with the new
contract and will go into effect at the same time as new the contract.

Description of Change: Addition of new metric for new contract.
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3 _FA PWS Element_Metric: Retirement Services Retirement
Package Response

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.3.2

Performance
Area:

Retirement Services Retirement Package Response

SO/SME

Human Resource Service Office Manager

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team

Review
. 90% of retirement requests are responded to within 15 business days.
Metric . 1 . . .
-3 Responded to includes providing the retirement estimate, certified
summary of federal service and pre-populated forms with instructions.
Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

ServiceNow Data - Metric Definition Template
Metrics and Utilization

METRIC - 90% of retirement requests are responded to within 15 business days.
Responded to includes providing the retirement estimate, certified summary of federal
service and per-populated forms with instructions.

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases:
b. Category: RETIREMENT SERVICES
2. CALENDAR USED: NSSC Metric Days
3. TRIGGER/START CONDITION: date request received from employee
4. PAUSE CRITERIA: Case in Pending Status
5. EXCLUSION CRITERIA: Case is Closed Incomplete or expedited
checkbox is false
6. MET CONDITION: Retirement requests are responded to within 15
business days. Responded to includes providing the retirement estimate,
certified summary of federal service and per-populated forms with
instructions.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Acceptance criteriaPlacement/ Location:
Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Retirements
Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )
Data Source Table: Metric [metric instance]
Name of Analytic: HR - Retirement - Retirement Services Requests responded to (I-3-3.2.3.2)
Dates to show trend: Created on Last Month
Frequency: Monthly
Existing Reports: HR - Retirement - Retirement Services Requests responded to (I-3-3.2.3.2)

PM Formula:
Met: Completed within 15 metric days
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Not/Met:
Conditions: Created on Last Month
Definition Name: Expedited Retirement Packages On Time

PM Percentage Calculation:

If the metric calculation is =>90%, the PM is met

If the metric calculation is <90%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for current FY to lastmonth
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: TBD HR - Retirement - Retirement Services Requests responded to
Placement / Location:

Dashboard:P & U - Internal - HR PM Dashboard

Dashboard Tab: Retirements

Dashboard Group: P& U - HR PM Dashboard

Data Source Table: Metric [metric instance]

Name of Analytic: HR - Retirement - Retirement Services Requests responded to (I-3-3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirement - Retirement Services Requests responded to (I-3-3.2.3.2)

PM Formula:

Met: Completed within 15 metric days

Not/Met:

Conditions: Created on Last Month

Definition Name: Expedited Retirement Packages On Time

PM Percentage Calculation:

If the metric calculation is =>90%, the PM is met

If the metric calculation is <90%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: HR - Retirement - Retirement Services Requests responded to

9/28/2022 Page 50of 7



ServiceNow Requirements NASA Shared Services Center

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES

9/28/2022 Page 7 of 7



National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Retirement Services Retirement SCD

Document Version V.2

Date Last Modified 07/21/2022 Proposed New Metric for
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: TBD - This is a metric associated with the new
contract and will go into effect at the same time as new the contract.

Description of Change: Addition of new metric for new contract.
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA_PWS Element_Metric: Retirement Services Retirement SCD

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.3.2

Performance
Area:

Retirement Services Retirement SCD

SO/SME

Human Resources Service Office Manager

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of Retirement Service Computation Dates (SCD) shall be updated
within 10 business days or receiving a request to update or upon
discovering an incorrect retirement SCD.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

ACCEPTANCE CRITERIA:

The metric is met if the Retirement SCD case is closed within 10 business days
of opening.

ServiceNow Data - Metric Definition Template
Metrics and Utilization

METRIC #1 - Retirement action processed by COB next business day:

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases:
b. Category: RETIREMENT SERVICES
c. Subcategory: Verify SCD
2. CALENDAR USED: NSSC Metric Days
3. TRIGGER/START CONDITION: TBD The metricis met if the
Retirement SCD case is closed within 10 business days of
opening.
4. PAUSE CRITERIA: Case in Pending Status
5. EXCLUSION CRITERIA: Case is Closed Incomplete or expedited
checkbox is false
6. MET CONDITION: The metricis met if the Retirement SCD case
is closed within 10 business days of opening.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Acceptance criteriaPlacement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Retirements

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric instance]
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Name of Analytic: HR - Retirement - Retirement Services SCD (I-3 - 3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirement - Retirement Services SCD (I-3 - 3.2.3.2)

PM Formula:

Met: Completed within 10 metric days

Not/Met:

Conditions: Created on Last Month

Definition Name: Expedited Retirement Packages On Time

PM Percentage Calculation:

If the metric calculation is => 95%, the PM is met

If the metric calculation is <95%, the PM is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the countby month for currentFY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: TBD 95% of retirement SCDs are completed with 10 business days

Placement / Location:

Dashboard:P & U - Internal - HR PM Dashboard

Dashboard Tab: Retirements

Dashboard Group:P & U - HR PM Dashboard

Data Source Table: Metric [metric instance]

Name of Analytic: HR - Retirement — Retirement Services SCD (I-3 - 3.2.3.2)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - Retirement — Retirement Services SCD (I-3 - 3.2.3.2)
PM Formula:

Met: Completed within 10 metric days

Not/Met:

Conditions: Created on Last Month

Definition Name: Expedited Retirement Packages On Time

PM Percentage Calculation:

If the metric calculation is => 95%, the PM is met

If the metric calculation is <95%, the PM is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph

9/28/2022
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Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should show the percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

9/28/2022
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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NSSC ServiceNow — Human Resources Metrics and
Utilization

On-Boarding In-Processing

Document Version V.2

Date Last Modified 7.28.2022 Draft Update metric

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: On-boarding/In-processing

Global Setting:

Y/N Yes
Functional Area: HR
PWS Section: 3.2.3.3
Performance YES
Area:

SO/SME HR Service Office Manager
TYPE: PM
SLI/PM/OTHER
Dependencies or

impacts on other N/A
Areas/ Functional

Areas:

I-3 Reportable Yes
Contract

Modification

SN Story

Number/Date TBD
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

97% ofapplicants/employees shall be contacted within 3 business days of job acceptance.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR
b. Category: IN PROCESSING
c. Subcategory:First time fed, reemployed annuitant, reinstatement, and
transfer
2. CALENDAR USED: NSSC Business Days
3. TRIGGER/START CONDITION: Initial Contact Date field saved on the
In-Processing Functional Detail
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: N/A
6. MET CONDITION: The Initial Contact is within 3 business days of the
job acceptance
7. FILTER CONDITION: N/A
8. Additional Criteria: N/A

ACCEPTANCE CRITERIA:
Placement / Location:

Dashboard: P & U - Internal - P&U HRSD In-Processing (Both internal &
External)

Dashboard Tab: Notices, On-Boarding

Dashboard Group: Performance And Utilization - Internal / Performance And
Utilization ( Both Internal & External )

Data Source Table: Metric [metric_instance]

Name of Analytic:

HRSD - HR In-Processing Applicants/Employees Contacted on Time (I-3 - 3.2.3.3) ( 80
character limit)

HRSD - I HR In-Processing Applicants/Employees Contacted on Time (I-3 - 3.2.3.3)
Dates to show trend: Closed Last Month

Frequency: Monthly

Existing Reports: HR In-Processing Applicants/Employees Contacted on Time (I-3 -
3.2.3.3)
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PM Formula:
Met: The Initial Contact field
Not/Met:
Conditions: Created on Last Month
Definition Name: In-Processing Contacted On Time

PM Percentage Calculation:
If the metric calculationis => 97%, the PM is met
If the metric calculation is < 97%, the PM is not met
Stoplightis displayed at the top of the top of the Analytic

Transaction Count: N/A

Transaction Calculation Placed above the existing Bar Graph
Breakdown the count by month for current FY to last month
Countson the Left axis

Type of Visualization:
Bar Graph - Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the PM)

Hover Over Information: 97%ofapplicants/employeesshall be contacted within 3 business days of job
acceptance.

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content Time (I-3 -3.2.3.3)

Analytic: HR - HR In-Processing Applicants/Employees Contacted on

1. P&UINT 17 Transactions SNTR

2. P&UINT 117 FY Transactions SNTR
Input Parameters B
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Qutput 6. WIDGETS

Parameters A. INTERNAL

1. P&UINT 117 Transactions SNTR

2. P&U INTI- 117 FY Transactions SNTR
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Dashboard Group: Performance And Utilization - Internal
Dashboard: P & U - Internal - HR Dashboard
Dashboard Tab: HR Transactions

Dashboard Group: Performance And Utilization - Internal
Dashboard: P & U - Internal - Overall
Transaction Tab: NSSC Transactions SNTR

Dashboard Group: Performance And Utilization
Dashboard: P & U - HR Dashboard
Dashboard Tab: HR Transactions

Dashboard Group: Performance And Utilization
Dashboard: P & U - Overall
Dashboard Tab: NSSC Transactions SNTR

Name of Analytic on Internal Dashboard: HR In-Processing Applicants/Employees
Contacted on Time (I-3 - 3.2.3.3)

Dates to show trend: Created on Last Month
Frequency: Monthly

PM Formula:
Met: The Initial Contact is within 3 business days
Not/Met:
Conditions: Created on Last Month
Definition Name:
Conditions:
Definition Name

PM Percentage Calculation:
If the metric calculation is => 97%%, PM is met
If the metric calculation is <97%the PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
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Y -axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: Transaction Count

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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Date Last Modified
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No change date
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Civilian and Military Deposit
Processing

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.3.4

Performance
Area:

Civilian and Military Deposits

SO/SME

Human Resource Service Office Manager

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of deposit (military and civilian), voluntary contributions
program, and/or redeposit shall be completed within 15 business
days from the receipt of required documents.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR
b. Category: RETIREMENT SERVICES
c. Subcategory: MILITARY DEPOSITS or DEPOSITS/REDEPOSITS or
Voluntary Contribution
. CALENDAR USED: NSSC Business Days
. TRIGGER/START CONDITION: Case is created
. PAUSE CRITERIA: Case is in Pending status
. EXCLUSION CRITERIA: Case is Closed Incomplete
. MET CONDITION: Completed within 15 business days
. FILTER CONDITION: N/A
. Additional Criteria: N/A

[c BEN BEe NNV, I SRS BN \S)

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Info Materials & Military Deposits

Dashboard Group: Performance And Utilization - Internal / Performance And
Utilization ( Both Internal & External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Retirements Military, Civilian and Voluntary Deposits On Time (I-
33.2.34)

Dates to show trend: Metric Date on Last Month
Frequency: Monthly

Existing Reports: HR Retirements Military, Civilian and Voluntary Deposits On Time (I-3
3.2.3.4)
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SLI Percentage Calculation:
If the metric calculation 1s =>90%, the PM is met
If the metric calculation is <90%, the PM is not met
Conditions:
Definition Name: Military And Civilian Deposits On Time
Stoplight is displayed at the top of the Analytic
Created on Last Month

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the PM)

Hover Over Information: 90% of deposit (military and civilian), voluntary contributions

program, and/or redeposit shall be completed within 15 business days from the receipt of
required documents.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Analytic: HR Retirements Military, Civilian and Voluntary Deposits
OnTime (I-33.2.3.4)

Input Parameters

A. INTERNAL
1. P&U INT HR Retirements Military, Civilian and Voluntary
Deposits On Time - Monthly
2. P&U INT HR Retirements Military, Civilian and Voluntary
Deposits On Time - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Retirements Military, Civilianand Voluntary
Deposits On Time - Last Month
2. P&U EXT HR Retirements Military, Civilianand Voluntary
Deposits On Time - Met - Last Month

Output
Parameters
A. INTERNAL
1. HR - Retirements Military, Civilian and Voluntary Deposits
9/28/2022
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On Time (I-33.2.3.4)
2. Deposits On Time - Monthly PM
B. EXTERNAL
1. HR - Retirements Military, Civilian and Voluntary Deposits
On Time (I-33.2.3.4)
2. Deposits On Time - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Info Materials & Military Deposits

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization (
Both Internal & External )

External2

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Info Materials & Military Deposits

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization (
Both Internal & External )

Data Source Table

Name of Analytic on Internal Dashboard: HR Retirements Military, Civilian and
Voluntary Deposits On Time (I-3 3.2.3.4)

Name of Analytic on External Dashboard:
Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Percentage Calculation:
If the metric calculation is =>90%, the PM is met
If the metric calculation is <90%, the PM is not met
Conditions:
Definition Name: Military And Civilian Deposits On Time
90% of deposit (military and civilian), voluntary contributions program, and/or redeposit
shall be completed within 15 business days from the receipt of required documents.
Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)
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Hover Over Information: 90% of deposit (military and civilian), voluntary contributions
program, and/or redeposit shall be completed within 15 business days from the receipt of
required documents.

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information: no change

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: HRIS User Support (fulfillment
requests)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.4.5

'I;?;go.rmance HRIS User Support (fulfillment requests)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable YES

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0306949/ 03/07/2018

Approval - CS/SP

Metrics Team

Review
90% of HRIS standard fulfillment requests are completed within 2

Metric business days. Standard Fulfillment Requests are defined as tasks

I-3 that have work instructions with clear guidance to perform the
task.

Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category HRIS - ePBS
HRIS - GENERAL
HRIS — HRMES
HRIS — NAAS
HRIS — WICN
HRIS — NOPS
c. Subcategory AD-HOC REPORTS
2. CALENDAR USED
3. TRIGGER/START CONDITION: Task Created
4. PAUSE CRITERIA:
Task Status set to Pending or Task Assignment Group set to HR - HRIS L3
5. EXCLUSION CRITERIA: Task Status set to Cancelled
6. MET CONDITION: Task completed within 3 NSSC business days
7. FILTER CONDITION: HRIS User Support Adhoc Reports (accurate
and current)
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement / Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: HRIS & LMS Oversight

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)

Dates to show trend: created
Frequency: Monthly

Breakdowns:
When drillingdown on the bar graph: met, notmet and center
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SLI: (Formula)

Metric Calculation Percentage = sum of met count/sumoftotal count

If the metric calculation is >=90%, the SLI is met

If the metric calculation is

The calculation % SLl is displayed and metor not met

Conditions:

Definition is HRIS Standard Fulfillment Requests or HRIS Standard Fulfillment
Created on Last Month

Value is notExcluded or Value is empty

Type of Visualization:
Bar Graph —Displays Count Met/Not Met by Center for the Month

Trend Line— Placed above the Bar Graph
Breakdown the metric score by month for current FY to last month

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met

SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for current FY to last month

y-axis should show the percentage on the leftand the counts on theright

Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthechart.

Add a thresholdline (for the SLI)

Hover over: 90% of HRIS standard fulfillmentrequests are completed within 2 business days. Standard
Fulfillment Requests are defined as tasks that have work instructions with clear guidance to perform the task.

was Placement/ Location:
Dashboard: P&U Dashboard Internal
Dashboard Tab: HR Dashboard
Dashboard Group: HRIS & LMS Oversight
Name of Analytic: HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)

Data Source: Table:

Metric[metric instance]

Existing Reports:

HR - HRIS Standard FulfillmentRequests (I-3 3.2.4.5)

Dates to show trend: created
Frequency: Monthly
Breakdowns:

When drillingdown on the bar graph: met, not met and center
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SLI: (Formula)

Metric Calculation Percentage = sum of met count/sumoftotal count
If the metric calculation is >=90%, the SLI is met

If the metric calculation is

The calculation % SLl is displayed and metor not met

Conditions:

Definition is HRIS Standard Fulfillment Requests or HRIS Standard Fulfillment
Created on Last Month

Value is notExcluded or Value is empty

Type of Visualization:
Bar Graph —Displays CountMet/Not Met by Center for the Month

Trend Line— Placed above the Bar Graph

Breakdown the metric score by month for currentFY to last month

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met

SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for currentFY to last month
y-axis should show the percentage on the leftand the counts on theright

Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthechart.

Add a thresholdline (for the SLI)

Hoverover: 90% of HRIS standard fulfillmentrequests are completed within 2 business days. Standard
Fulfillment Requests are defined as tasks that have work instructions with clear guidance to perform the task.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content | 1n _ HR1S Ad-Hoc Report Requests (I-3 3.2.4.5)

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR HRIS Standard Fulfillment Requests - Monthly

2. P&U INT HR HRIS Standard Fulfillment Requests - Met - Monthly

B. EXTERNAL

1. P&U EXT HR HRIS Standard Fulfiliment Requests - Last Month

2. P&U EXT HR HRIS Standard FulfillmentRequests - Met - Last Month

3. FORMULA INDICATORS
A. INTERNAL

1. HR - HRIS Standard Fulfillment Requests >= 90%
B. EXTERNAL

2. HR - HRIS Standard Fulfillment Requests >= 90%

Input Parameters

Output
Parameters

6. WIDGETS

A. INTERNAL

1. HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)
2. HRIS Standard Fulfillment Requests - Monthly PM

B. EXTERNAL
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1. HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)
2. HRIS Standard Fulfillment Requests - Monthly PM

NASA Shared Services Center
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization
Dashboard Tab: HRIS & LMS Oversight

External 2
Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization
Dashboard Tab: HRIS & LMS Oversight

Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)
Name of Analytic on External Dashboard: HR - HRIS Standard Fulfillment Requests (I-3 3.2.4.5)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information: no change

Effective Date of Change:
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

9/28/2022 Page 2of 7



ServiceNow Requirements NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: HRIS User Support (adhoc reports)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.4.5

ngl;o.rmance HRIS User Support (adhocreports)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable YES

Contract

Modification

SN Story

Number/Date STRY0120248 / 01/02/2017
Submitted

SN PA Story/Date

Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of adhoc reports will be fulfilled within 3 business days upon
validation of requirements from the civil servant.

Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category HRIS: ePBS
HRIS - GENERAL
HRIS — HRMES
HRIS — NAAS
HRIS — WICN
HRIS — NOPS
c. Subcategory: AD-HOC REPORTS
2. CALENDAR USED
3. TRIGGER/START CONDITION: Task Created
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA: Task Status set to Cancelled
6. MET CONDITION: Task completed within 3 NSSC business days
7. FILTER CONDITION: HRIS User Support Adhoc Reports (accurate
and current)
8. Additional Criteria:

ACCEPTANCE CRITERIA:
Updatethe the HR - HRIS Ad-Hoc Report Requests (I-
3 3.2.4.5) metric calculation and reportin the following ways:

Metric calculation updates:

Current - Metric fires off of HRIS Cases and Catalog Tasks (TASK#).
New - The Metric fires only off of HRIS Cases, NOT Catalog Tasks (TASK#).

Note ONLY: The Service Catalog > NSSC HR Services SupportRequests > HRIS SupportRequests > HRIS
Report Request form generates HRIS Cases with an AdHoc Reportsubcategory and assigns the case directly
to HRIS L2.

Metric reportupdate:

Current - Definition is HRIS User Support Adhoc Reports OR Definition is HRIS User Support Adhoc Reports
Catalog.

New - Definition is HRIS User Support Adhoc Reports ONLY - Remove OR condition of HRIS User SupportA
dhoc Reports Catalog.

Note ONLY: The HR AdHoc Report Requestform located in the Service Catalog > NSSC Services > IT - Appli

cations/Systems > HR/HRIS Supportsubcategory has been removed. This is the only formthatgenerates Cat
alog Tasks (TASK#) for HRIS AdHoc Reports.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content | ,p _ RIS Ad-HocReport Requests (I-3 3.2.4.5)

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022
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nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

eOPF Maintenance (eOPF documents)

Document Version V.2

Date Last Modified 07/22/2022

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: eOPF Maintenance (eOPF documents)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.5.1

Zigi;o.rmance eOPF Maintenance (eOPF documents)
SO/SME HR Service Officer Manager
TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0318177/ 03/27/2018

Approval - CS/SP

Metrics Team
Review

Metric
I
-3

90% of documents will be filedin the employee's eOPF within 15
business days of receipt at the NSSC or after being processed by
the NSSC.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category eOPF Maintenance
c. Subcategory Modify eOPF-15 Days
2. CALENDAR USED NSSC Metric Days (excludes weekends, federal
holidays and NSSC down days)
3. TRIGGER/START CONDITION: The metrics should start based upon
date received
4. PAUSE CRITERIA: Pending task stops the clock.
5. EXCLUSION CRITERIA: Case status is changed to Closed Incomplete
6. MET CONDITION: Accumulated time between Start Condition and
Stop Condition minus time in a Pause condition is less than 15 NSSC
Metric days and Exculsion Criteria is not met.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Acceptance criteriaPlacement/ Location:
Dashboard: P & U - Internal - HR Dashboard /P & U - HR Dashboard ( Both internal & External )
Dashboard Tab: eOPF
Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric instance]

Name of Analytic: HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)

SLI Formula:

If the metric calculation is => 90% within 15 business days, the SLI is met

If the metric calculation is <90% within 15 business days, the SLI is not met
Conditions:

Definition Name: Documents Filed in Employees eOPF

Created on Last month

Value does notcontain Excluded
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OR Value is empty
Stoplightis displayed atthe top of thetop of the Analytic

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should show the percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: 9 HR-eOPF-Documents filed On Time >=90% INTERNAL.waHR-eOPF-
Documents filed On Time Dashboard: P & U - Internal - HR Dashboard

Dashboard Tab: eOPF

Dashboard Group:P & U - HR Dashboard

Data Source Table: Metric [metric instance]

Name of Analytic: HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)

SLI Formula:
If the metric calculation is => 90% within 15 business days, the SLI is met
If the metric calculation is <90% within 15business days, the SLI is notmet
Conditions:
Definition Name: Documents Filed in Employees eOPF
Created on Last month
Value does notcontain Excluded
OR Value is empty
Stoplightis displayed atthe top of the top of the Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the PM)

Hover Over Information: HR-eOPF-Documents filed On Time >=90% INTERNAL.

Developer

Requirement Readytruewasfalse

Tester

Update SetsFY18Q2R3-S1-HR-STRY0318177-P&U Deck eOPF Docs Filed-20180406-RO
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content
HR - eOPF - Documents FiledOn Time (I-3-3.2.5.1)

RN

. INDICATOR SOURCES
. P&U HR Scripted Metric Instances

V)

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR eOPF Documents Filed On Time - Monthly

2. P&U INT HR eOPF Documents Filed On Time - Met - Monthly
B. EXTERNAL

1. P&U INT HR eOPF Documents Filed On Time - Met - Monthly
2. P&U EXT HR eOPF Documents Filed On Time - Met - Last Month
3. FORMULA INDICATORS

A. INTERNAL

1. HR - eOPF - Documents Filed On Time >= 90%

B. EXTERNAL

2

Input Parameters | ;'\ o " 0pF - Documents Filed On Time >= 90%

Output
Parameters
. WIDGETS

. INTERNAL

. HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)
. eOPF Documents - Monthly SLI

. P&U eOPF Stoplight Scores Monthly

. EXTERNAL

. HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)
. eOPF Documents - Monthly SLI
. P&U eOPF Stoplight Scores Monthly

WN2WWN 2> O
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR Dashboard /P & U - HR Dashboard
Dashboard Group: Performance And Utilization - Internal / Performance And Utilization
Dashboard Tab: eOPF

External2
Dashboard Name: P& U - Internal - HR Dashboard /P & U - HR Dashboard
Dashboard Group: Performance And Utilization - Internal / Performance And Utilization
Dashboard Tab: eOPF

Data Source Table Metric

Name of Analytic on Internal Dashboard: HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)
Name of Analytic on External Dashboard: HR - eOPF - Documents Filed On Time (I-3 - 3.2.5.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PMis met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

eOPF Maintenance (OPF files)

Document Version V.2

Date Last Modified 07/22/2022

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: eOPF Maintenance (OPF files)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.5.1

Perfo.rmance eOPF Maintenance (OPF files)
Area:

SO/SME HR Service Office Manager
TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0318178/ 03/27/2018

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of OPFs will be purged, validated, corrections completed and
indexed in eOPF within 25 business days of receipt by the NSSC.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category eOPF Maintenance
c. Subcategory Import OPF to eOPF
2. CALENDAR USED NSSC Business Days
3. TRIGGER/START CONDITION: The metrics should start based upon
date received
4. PAUSE CRITERIA: Pending task stops the clock.
5. EXCLUSION CRITERIA: Case status is changed to Closed Incomplete
6. MET CONDITION: Accumulated time between Start Condition and
Stop Condition minus time
in a Pause condition is less than 25 NSSC Metric days and Exculsion
Criteria
is not met.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Acceptance criteriaPlacement/ Location:
Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: eOPF & Financial Disclosure
Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Data Source Table: Metric [metric instance]

Name of Analytic: HR - eOPF - Purged Validated and Indexed (I-3- 3.2.5.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - eOPF - Purged Validated and Indexed (I-3- 3.2.5.1)

PM Percentage Calculation:

If the metric calculation is => 90% within 25 business days, the PM is met

If the metric calculation is <90% within 25 business days, the PM is not met
Conditions:

Definition Name: OPFs Purged Validated and Indexed

Stoplightis displayed atthe top ofthe top ofthe Analytic

PM Calculation Placed above the existing Bar Graph
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Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countfor the Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met and by Center

Add a thresholdline (for the PM)

Hover Over Information: 90% of OPFs will be purged, validated and indexed in eOPF within 25 business days
of receipt by the NSSC.wasPlacement / Location:

Dashboard:P & U - Internal - HR PM Dashboard

Dashboard Tab: eOPF & Financial Disclosure

Dashboard Group:P & U - HR PM Dashboard

Data Source Table: Metric [metric instance]

Name of Analytic: HR - eOPF - Purged Validated and Indexed (I-3- 3.2.5.1)
Dates to showtrend: Created on Last Month

Frequency: Monthly

Existing Reports: HR - eOPF - Purged Validated and Indexed (I-3- 3.2.5.1)

PM Percentage Calculation:

If the metric calculation is => 90% within 25 business days, the PM is met

If the metric calculation is <90% within 25 business days, the PM is not met
Conditions:

Definition Name: OPFs Purged Validated and Indexed

Stoplightis displayed atthe top ofthe top ofthe Analytic

PM Calculation Placed above the existing Bar Graph
Breakdown the countby month for current FY to last month
Counts on the Left axis

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met and by Center

Add a thresholdline (for the PM)

Hover Over Information: 90% of OPFs will be purged, validated and indexed in eOPF within 25 business days
of receiptby the NSSC.

Update SetsFY18Q3R4-S1-HR-STRY0318178-P&U Deck eOPF PurgeValidatedIndexed-20180420-
RO
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR - eOPF - Purged Validated and Indexed (I-3 - 3.2.5.1)

Input Parameters

RN

. INDICATOR SOURCES
. P&U HR Scripted Metric Instances

[V]

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR eOPF - Purged Validated and Indexed - Monthly

. P&U INT HR eOPF - Purged Validated and Indexed - Met - Monthly

. EXTERNAL

. P&U EXT HR eOPF - Purged Validated and Indexed - Last Month

. P&U EXT HR eOPF - Purged Validated and Indexed - Met - Last Month

NN =2D>N

. FORMULA INDICATORS
. INTERNAL

. HR - eOPF - Purged Validated and Indexed >= 90%
. EXTERNAL

. HR - eOPF - Purged Validated and Indexed >= 90%

NT=>w

Output
Parameters
6. WIDGETS
A. INTERNAL
1. HR - eOPF - Purged Validated and Indexed (I-3- 3.2.5.1)
9/28/2022
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2. Purged Validated and Indexed - Monthly PM

B. EXTERNAL

1. HR - eOPF - Purged Validated and Indexed (I-3 - 3.2.5.1)
2. Purged Validated and Indexed - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: eOPF & Financial Disclosure

External2

Dashboard Name: P& U - HR PM Dashboard

Dashboard Group: Performance And Utilization

Dashboard Tab: eOPF & Financial Disclosure
Data Source Table Metric

Name of Analytic on Internal Dashboard: HR - eOPF - Purged Validated and Indexed (I-3- 3.2.5.1)
Name of Analytic on External Dashboard: HR - eOPF - Purged Validated and Indexed (I-3 - 3.2.5.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is = 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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NSSC ServiceNow — Human Resources Metrics and Utilization

PWS 3.2.5.2 — Personnel Action Request

Metric (SLI): 97% of personnel corrections and cancellation transactions that are received with all documentation by
the NSSC will be processed within 2 pay periods.

Document Version V.1
Date Last Modified 08/08/2022 Proposed New Metric for New
Contract

Reference: Contract Attachment I-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529

OVERVIEW:
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Brief Description:

The following ServiceNow Business Rules outline the requirements in order to process the report data requirements
and also provides the supporting information/documentation for validation/verification purposes which allow for:

Metrics

Utilization

Performance Analytics

Note: See Appendix A — Work Instructions

If applicable:

If this is being updated as the result of a Change, please provide the following information:

Effective Date of Change: TBD - This is a metric associated with the new contract and will go into effect
at the same time as new the contract.

Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested

Report Title for | 13 FA_PWS Element Metric:

Metric and ) )
Utilization: HRSD — PAR corrections and cancellations
Global Setting:

YIN Yes

Functional Human Resources

Area:

PWS Section: 3252

Performance Personnel Action Request

Area:

SO/SME Human Resource Service Office Manager
SLI/PM/OTHER

Dependencies
or impacts on
other Areas/ NONE
Functional
Areas:

I-3 Reportable Yes

Contract
Modification N/A

SN Story
Number/Date
Submitted TBD

SN PA
Story/Date
Submitted

DEMAND #

Metrics Team
Review

Metric 97% of personnel corrections and cancellation transactions that are
I3 received with all documentation by the NSSC will be processed within
2 pay periods.

Tech Doc
Location/Date
Archived
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ServiceNow Data — Metric Definition Template
Metrics and Utilization

Metric Definition Template —
STORY # STATUS:

DEFINITION NAME:

Description on metric definition: HRSD-PAR-Personnel Action Request Corrections and Cancellations Processing
Timeliness — 97%

1. APPLIES TO:
a. ServiceNow Module: HRSD
b. Category : HR
c. Subcategory : PAR

2. CALENDAR USED: Standard Calendar

3. TRIGGER/START CONDITION:

Please update the following triggers on the BIDW - PAR - 1 — Corrections and Cancellations Processing Timeliness
Categorization (HC) report & the BIDW - PAR - 1 - Utilization Categorization (HC):
e Received by NSSC

o If correction or cancellation request is associated with a case from customer that generated from a record
producer

e NSSC Receipt Date
o Date case created (and assigned to NSSC) =ready for work (all approvals completed).

4. PAUSE CRITERIA/EXCLUSION CRITERIA: Case set to pending
5. BUSINESS CRITERIA:

Duration:

Created Business Rule:
'Set DBUS Ready State' to mark records 'Ready' to be pushed to DBUS when FPPS Transaction Number and

Approval (u_hr poc_approval) are populated.

Modified Business Rules:
'DBUS State to Pending on update' to exclude Personnel Action Request Cases.

Modified Script Include 'u_ HRSD PAPToDBUS' to:
-Remove check for specific services
-Pass the Approval Date as the Create Date, which in turn is used in BIDW as the received date.

(Note: Create Date was repurposed for this process. Create Date and Approval Date are the same for cases manually
created and/or auto approved.)
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- Pass an indicator that this case is catalog initiated, as applicable.

-Reformat transaction numbers entered as YY 9999999 to YYYY 9999999 (the latter is how all transaction numbers
come in from FPPS)

-Set nsr_status_desc to 'Closed' for case with the state of Closed Complete (needed for NBID processing) and to get
the display value for all other states.

Created Fix Script 'Get FPPS Initial Receipt Dates' to capture all in-process cases, generated from a record
producer which have an approval date and a fpps transaction number or any cases manually created from an

employee or internal customer request. Mark these records as 'Ready' to be pushed to DBUS.

Modified DBUS table servicenow owner.svcnow_hr pap to add

column 'catalog_initiated'. Modified DBUS view
servicenow_owner.svenow_hr_pap vw to add 'catalog_initiated'.

Modified BIDW table warehouse.rmdy hr activities to add column 'catalog_initiated'.
Modified BIDW package nssc_stage.load rmdy nsr_hr acts pkgto

capture catalog initiated. Modified BIDW package

nssc_stage.load fpps_data pkgto

- Capture Receipt Data from ServiceNow case data

- Capture the related Case Number as the stat_hst typ desc

Created Client Script 'Check For Duplicate FPPS Transaction Num' to check for another case with the same

transaction number. Displays message if another case found.

Created Script Include 'HRSDPARUtils NSSCLibrary' with function to check for transaction number existing on
another case. Called by Client Script Check For Duplicate FPPS Transaction Num.

Created Business Rule 'Check For Duplicate FPPS Transaction Num' to check for another case with the same

Additional Information:

transaction number and Aborts Action if found.

6. ADDITIONAL INFORMATION:
Received by NSSC

"if correction or cancellation action is associated with a case that generated from a record producer or any case
associated with a FPPS transaction and the case is setto READY when created by customer, use as NSSC Receipt
Date to be

captured for metrics reporting purposes. That would be the date that the case is assigned to a NSSC HR group.

11. FORMULA

TBD
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ServiceNow Data — Metric Definition Template
Performance Analytics
TBD

Story Dependency: Metrics and Utilization Story Number: TBD

Name of Report: Personnel Action Request for Corrections and Cancellations Processing Timeliness (I-3 3.2.5.2)
SNTR due to HRSD Transition

Placement/ Location: on the Internal and External dashboards — LIST ALL DASHBOARDS AND TABS

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal - HR Dashboard
Dashboard Tab: PAR

Dashboard Name: Performance and Utilization — Internal- Overall
Dashboard Group: P & U — Internal — Overall
Dashboard Tab:

External2

Dashboard Name: P&U - Overall
Dashboard Group: HR

Dashboard Tab: Scorecard by Month

Dashboard Name: P& U — HR Dashboard

Dashboard Group: SLI
Dashboard Tab: PAR

Name of Analytic on Internal Dashboard: HRSD-PAR-Personnel Action Request Corrections and Cancellations
Processing Timeliness —97%

Name of Analytic on External Dashboard: HRSD-PAR-Personnel Action Request Corrections and Cancellations
Processing Timeliness — 97%

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met: If the metric calculation is =>97%, the SLI is met

Not/Met: If the metric calculation is <97%, the SLI is not met

Conditions:
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Definition Name: N/A
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI

97% of personnel corrections and cancellation transactions that are received with all documentation by the NSSC will
be processed within 2 pay periods.

Global Settings:
Round up to nearest decimal point
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APPENDIX A: PROCESS WORK INSTRUCTIONS —N/A
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APPENDIX B: SERVICE NOW USER STORIES

TBD
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National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow — Human Resources Metrics and Utilization

PWS 3.2.5.2 — Personnel Action Processing

Metric (SLI): 97% of personnel transactions that are received at the NSSC by the
established deadline are processed within5 business days from the effective dates.

Document Version V.4

Date Last Modified 08/08/2022

Reference: Contract Attachment I-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in order to process the report data requirements
and also provides the supporting information/documentation for validation/verification purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A — Work Instructions

If applicable:

If this is being updated as the result of a Change, please provide the following information:
Effective Date of Change: 5/10/2022

Description of Change: HRSD PAP Metrics Story Timeliness & Utilization Metric Reports — Updates to Trigger

Please update the following triggers on the BIDW - PAP - 1 - Timeliness Categorization (HC) report & the BIDW -
PAP - 1 - Utilization Categorization (HC):

- Received by NSSC

o Current— if action is sent to SERVICE OFFICE MANAGER (SOM) PROC box.

o New —if action is associated with a case that generated from a record producer with approval from Center.
*Does Staffing reassign or create a new case? Staffing assigns their case to PAR.

. Late Action
o Current— late if sent to SOM box after the due date.

o New — late if case created after the due date. Only applies to center initiated actions (i.e. created by record
producer).

- NSSC Receipt Date
o Current— Date sent to SOM box.
o New — Date case created (and assigned to NSSC) = ready for work (all approvals completed).

Contract Modification: N/A — HRSD Transition

Impact to existing Metrics/Utilization/Transactions: Change required for Metrics, Utilization and Transactions
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REPORTING SUMMARY :

Suggested
Report Title for
Metric and
Utilization:

[.3_ FA PWSElement Metric:

97% of personnel transactions that are received at the NSSC by
the established deadline are processed within5 business days from
the effective dates.

Global Setting:
Y/N

Yes

Functional
Area:

Human Resources

PWS Section:

PWS 3.2.5.2

Performance
Area:

Personnel Action Processing

SO/SME

Human Resource Service Office Manager

TYPE:
SLI/PM/OTHER

SLI

Dependencies
or impacts on
other Areas/
Functional
Areas:

NONE

I-3 Reportable

Yes

Contract
Modification

N/A - HRSD Transition

SN Story
Number/Date
Submitted

STRY0824459

SN PA
Story/Date
Submitted

STRY0800783

DEMAND #

DMNDO0004193

Metrics Team
Review

Metric
-3

Yes

Tech Doc
Location/Date
Archived
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ServiceNow Data — Metric Definition Template
Metrics and Utilization

Metric Definition Template —
STORY # STATUS:

DEFINITION NAME:
Description on metric definition: HRSD-PAR-Personnel Action Request Timeliness —97%

1. APPLIES TO:
a. ServiceNow Module: HRSD
b. Category : HR
c. Subcategory : PAP

2. CALENDAR USED: Standard Calendar

3. TRIGGER/START CONDITION:

Please update the following triggers on the BIDW - PAR - 1 - Timeliness Categorization (HC) report & the BIDW -
PAP - 1 - Utilization Categorization (HC):
- Received by NSSC

o New —if action is associated with a case that generated from a record producer with approval from Center.

*Does Staffing reassign or create a new case? Staffing assigns their case to PAR.
- Late Action

o New — late if case created after the due date. Only applies to center initiated actions (i.e. created by record
producer).
- NSSC Receipt Date

o New — Date case created (and assigned to NSSC) = ready for work (all approvals completed).

4. PAUSE CRITERIA/EXCLUSION CRITERIA:

'DBUS State to Pending on update' to exclude Personnel Action Request Cases.

5. BUSINESS CRITERIA:

Duration:

Created Business Rule:

'Set DBUS Ready State' to mark records 'Ready' to be pushed to DBUS when FPPS Transaction Number and
Approval (u_hr poc_approval) are populated.

Modified Business Rules:
'DBUS State to Pending on update' to exclude Personnel Action Request Cases.
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Modified Script Include 'u_ HRSD PAPToDBUS' to:
-Remove check for specific services
-Pass the Approval Date as the Create Date, which in turn is used in BIDW as the received date.

(Note: Create Date was repurposed for this process. Create Date and Approval Date are the same for cases manually
created and/or auto approved.)

- Pass an indicator that this case is catalog initiated, as applicable.

-Reformat transaction numbers entered as YY 9999999 to YYYY 9999999 (the latter is how all transaction numbers
come in from FPPS)

-Set nsr_status_desc to 'Closed' for case with the sate of Closed Complete (needed for NBID processing) and to get
the display value for all other states.

Created Fix Script 'Get FPPS Initial Receipt Dates' to capture all in-process cases, generated from a record
producer which have an approval date and a fpps transaction number. Mark these records as 'Ready'to be
pushed to DBUS.

Modified DBUS table servicenow_owner.svenow_hr pap to add

column 'catalog_initiated'. Modified DBUS view

servicenow_owner.svenow_hr _pap vw to add 'catalog_initiated'.

Modified BIDW table warehouse.rmdy hr activities to add column 'catalog_initiated'.

Modified BIDW package nssc_stage.load rmdy nsr hr acts_pkgto

capture catalog initiated. Modified BIDW package

nssc_stage.load fpps_data pkgto

-Stop Loading Receipt Data from FPPS and to Start capturing Receipt Data from ServiceNow case data
- Capture the related Case Number as the stat_hst typ desc

Created Client Script 'Check For Duplicate FPPS Transaction Num' to check for another case with the same

transaction number. Displays message if another case found.

Created Script Include 'HRSDPARUtils NSSCLibrary' with function to check for transaction number existing on
another case. Called by Client Script Check For Duplicate FPPS Transaction Num.

Created Business Rule 'Check For Duplicate FPPS Transaction Num' to check for another case with the same

Additional Information:

transaction number and Aborts Action if found.

6. ADDITIONAL INFORMATION:
Received by NSSC
Uncertain what 'with approval from Center' means.
"if action is associated with a case that generated from a record producer with approval from Center."
Is this to say case that generated from a record producer that had to go through an approval process? Or is one of
the approvals considered to be 'from Center'? (when case is set to "Ready." A case is considered APPROVED by

4
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the center either when the case goes through the approval workflow, OR when the HR POC bypasses the approval
workflow. The case is set to READY when itis APPROVED by the center.)

NSSC Receipt Date
This should apply to the cases captured above as "Received by NSSC". If "Received by NSSC" is yes based on

Work notes:

above then "NSSC Receipt Date" needs to be captured for metrics reporting purposes. That would be the date that
the case is assigned to a NSSC HR group.

11. FORMULA

(IP&U INT HRSD Personnel Action Processing Timeliness - Met - Monthly]] / [[P&U INT HRSD Personnel Action Processing
Timeliness - Monthly]]) * 100



https://esd.nasa.gov/$pa_detailed.do?jvar_uuid=ab3a85501b7e74d0ed1f2f85624bcb91&jvar_date=2022-08-01
https://esd.nasa.gov/$pa_detailed.do?jvar_uuid=ab3a85501b7e74d0ed1f2f85624bcb91&jvar_date=2022-08-01
https://esd.nasa.gov/$pa_detailed.do?jvar_uuid=3acb09981b7e74d0ed1f2f85624bcbb7&jvar_date=2022-08-01
https://esd.nasa.gov/$pa_detailed.do?jvar_uuid=3acb09981b7e74d0ed1f2f85624bcbb7&jvar_date=2022-08-01
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Technical Design

METRIC DEFINITION:

4 = Indicator - P& INT HRSD Personnel Action Processing Timeliness - Met - Monthly [Automated view"]

Source | Additional conditions = Accesscontrol = Other  Collect breakdown matrix |~ Collection periods = Forecasting = Statistics exclusion

Facts table BIDW FPPS combined data [u_bidw_fpps_combined_data] Show Schema Map

Conditions Add Filter Condition || Add "OR" Clause

All of these conditions must be met

Show Related Fields v AND OR b4

Keywords v MOT LIKE ~  HR

Keywords v - v 0

Keywords v are W | MetMetric - Green

OR all of these conditions must be met

Keywords v on || This month@javascript:gs.
Keywords v Like w | HR

Keywords v = w 0

Keywords v are W | MetMetric - Green

{ == Indicator - P& INT HRSD Personnel Action Processing Timeliness - Monthly [Automated view*]
Source  Additional conditions | Access control ~ Other = Collect breakdown matrix = Collection periods =~ Forecasting  Statistics exclusion

Facts table BIDW FPPS combined data [u_bidw_fpps_combined_data] Show Schema Map

Conditions Add Filter Condition || Add "OR" Clause

All of these conditions must be met

Show Related Fields v AND OR x
Keywords v NOT LIKE v | HR
Keywords v = v 0

OR all of these conditions must be met

Keywords v on || This month@javascript:gs.
Keywords v Like ~  HR
Keywords v = v 0

AND

AND

AND

AND

AND

AND

AND

AND

AND

AND

AND

AND

OR

ORr

OR

OR

OR

OR

OR

OR

ORr

OR

OR

ORr
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DEVELOPMENT:
Update Sets:

HR STRY0824459 Core BIDWPAPMetric 20220203 keh
HR STRY0824459 Core BIDWPAPMetric_ClientScript 20220203 keh (DO

Push Instructions:

NOT BATCH THIS UPDATE SET)

HR STRY0824459 Core BIDWPAPMetric BusinessRule 20220203 keh (DO
NOT BATCH THIS UPDATE SET)

SA Instructions:

Run Fix Script: Get FPPS Initial

Receipt Dates DBA Instructions

(scripts checked into TFS - 35683)

DBUS - run scripts:

dbus_svcnow_hr pap add catalog initita
ted column.sql
servicenow_owner.svenow_hr_pap vw.s
ql

BIDW - run scripts:

rmdy hr activities add catalog initia

Validation Steps:

ted column.sql
load_rmdy nsr hr acts pkg.sql
load_fpps_data pks.sql
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ServiceNow Data — Metric Definition Template
Performance Analytics
STRY0800783

Story Dependency: Metrics and Utilization Story Number: STRY0824459
Name of Report: Personnel Action Processing Timeliness (I-3 3.2.5.2) SNTR due to HRSD Transition

Placement / Location: on the Internal and External dashboards — LIST ALL DASHBOARDS AND TABS

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal — HR Dashboard
Dashboard Tab: PAP

Dashboard Name: Performance and Utilization — Internal- Overall
Dashboard Group: P & U — Internal — Overall
Dashboard Tab:

External2

Dashboard Name: P&U - Overall
Dashboard Group: HR

Dashboard Tab: Scorecard by Month
Dashboard Name: P&U — HR Dashboard

Dashboard Group: SLI
Dashboard Tab: PAP

Name of Analytic on Internal Dashboard: HRSD-PAR-Personnel Action Request Timeliness—97%
Name of Analytic on External Dashboard: HRSD-PAR-Personnel Action Request Timeliness — 97%

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met: If the metric calculation is =>97%, the SLI is met

Not/Met: If the metric calculation is <97%, the SLI is not met
Note: Data Source Table: STRY0800125

Conditions:
Definition Name: N/A
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Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI
97% of personnel transactions that are received at the NSSC by the established deadline are processed within 5
business days

Global Settings:
Round up to nearest decimal point
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APPENDIX A: PROCESS WORK INSTRUCTIONS —N/A

10
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APPENDIX B: SERVICE NOW USER STORIES

METRIC: STRY0824459

Report Title: Story Details

Run Date and Time: 25-07-2022 10:22:57 Central Daylight Time

Run by:

Table name: rm_story

Number: STRY0824459 Release: FY22Q1R15-HR - HRSD -

Prionty: Z-High Stabilization - STRY0824459
Status(state): Complete Sprint: FY22Q1R15-HR - HRSD -

Story Points: 20 Stabilization - STRY0824459- Sprint

1

ITPMB Priority Fiscal year quarter:
HRSD ServiceNow

hERCUCE Development
ITF’MB Priority ITPMB Rank/Center HR - HRSD - Personnel Action false
Priority: .
Processing Type:
FY22Q1 Improvement: 10-05-2022 15:20:37
Demand Name:
Assignment Group:
Demand | | PMB Prionty 1arget: Assigned to:
Demand ITPMB Rank/Center Priority: Closed:
Blocked:
false
Blocked reason:
Expedite:
false

Expedite Reason:

License Review:

false

Short Description:

HRSD - PAP — Metric Story: Timeliness & Utilization Metric Reports - Updates to triggers
Parent:

SPNT0012065

Parent Parent:

RLSE0011624

User Story:
As an HR Professional, I need to update some of the triggers on the Timeliness & Utilization reports.
Acceptance criteria:

11
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Please update the following triggers on the BIDW - PAP -1 - Timeliness Categorization (HC) report & the BIDW - PAP - 1 - Utilization Categorization (HC):

* Received by NSSC

o Current—if action is sent to Kellie Noel PROC box.

o New —if action is associated with a case that generated from a record producer with approval from Center.
*Does Staffing reassign orcreate a new case? Permarsha, Staffing assigns their case to PAR.

« Late Action
Current — late if sent to Kellie Noel box afterthe due date.
New — late if case created afterthe due date. Only applies to centerinitiated actions (i.e. created by record producer).

* NSSC Receipt Date
Current — Date sent to Kellie Noel box.
New — Date case created (and assigned to NSSC) = ready for work (all approvals completed).

Analysis Notes:
Preliminary Technical Design:

Technical Design:

12
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Email Correspondence attached.
YES, check forduplicate transaction, on save, is wonkey. Kept in separate update set such that easily can be pulled if customerdoes notlke.

Created Business Rule:
'Set DBUS Ready State'to mark records 'Ready' to be pushed to DBUS when FPPS Transaction Numberand Approval (u_hr_poc_approval) are populated.

Modified Business Rules:
'DBUS State to Pending on update' to exclude Personnel Action Processing Cases.

Modified Script Include 'u_HRSD_PAPToDBUS' to:

- Remove check for specific services

- Pass the Approval Date as the Create Date, which in turn is used in BIDW as the received date.

(Note: Create Date was repurposed for this process. Create Date and Approval Date are the same for cases manually created and/or autoapproved.)

- Pass an indicator that this case is catalog initiated, as applicable.

- Reformat transaction numbers enteredas YY 9999999to YYYY9999999 (the latteris how all transaction numbers come in from FPPS)

- Setnsr_status_desc to 'Closed'for case with the sate of Closed Complete (needed for NBID processing) and to get thedisplay value forall other states.

Created Fix Script 'Get FPPS Initial Receipt Dates' to capture all in-process cases, generated from a record producerwhich have an approvaldateand a
fpps transaction number. Mark these records as 'Ready' to be pushed to DBUS.

Modified DBUS table servicenow_owner.svcnow_hr_papto add column 'catalog_initiated".

Modified DBUS view servicenow_owner.svcnow_hr_pap_vw to add 'catalog_initiated'.

Modified BIDW table warehouse.rmdy_hr_activities to add column 'catalog_initiated'.

Modified BIDW package nssc_stage.load_rmdy_nsr_hr_acts_pkg to capture catalog initiated.

Modified BIDW package nssc_stage.load fpps_data_pkgto

- Stop Loading Receipt Data from FPPS and to Start capturing ReceiptData from ServiceNow case data
- Capture the related Case Numberas the stat_hst_typ_desc

Created Client Script 'Check For Duplicate FPPS Transaction Num' to check foranother case with the same transaction number. Displays message if
anothercase found.

Created Script Include 'HRSDPARULils_NSSCLibrary' with function to check for transaction number existing on another case. Called by Client Script Check
For Duplicate FPPS Transaction Num.

Created Business Rule 'Check For Duplicate FPPS Transaction Num' to check foranother case with the same transaction numberand Aborts Action if
found.

Additional Information:

Received by NSSC

Uncertain what 'with approval from Center' means.

"if action is associated with a case that generated from a record producer with approval from Center."

Is this to say case that generated froma record producerthat hadto go through an approval process? Oris one of the approvals consideredto be 'from
Center'? (when case is set to "Ready." A case is considered APPROVED by the center eitherwhen the case goes through the approval workflow, ORwhen
the HR POC bypasses the approval workflow. The case is set to READY when itis APPROVED by the center.)

NSSC Receipt Date

Should this also only apply to cases generated from a record producer? Orforany case associated with a FPPS transaction?
This should apply to the cases capturedabove as "Received by NSSC". If "Received by NSSC" is yes based on above then"NSSC Receipt Date" needs to

be captured for metrics reporting purposes. That would be the date that the case is assigned to a NSSC HR group.

Work notes:

13
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Work notes:

Classification

Functional Area: HR Classification Ready: true
Team: HR Requirement Ready: true
Team function: HR-Personnel Action Processing Technical Design Ready: true
Theme: HRSD - RPA/HRA Staffing Sizing Ready: true
Nature: Metrics/KPI/SLA Charge Group: D&E
Author:

civil servant

Business Analyst:

Developer:

KRISTINE HUNSTAD
Functional Testers:
Subject Matter Experts:

Developmen t

Update Sets:

HR_STRY0824459 Core_BIDWPAPMetric_20220203_keh

HR_STRY0824459 Core_BIDWPAPMetric_ClientScript 20220203 keh (DO NOT BATCH THIS UPDATE SET)
HR_STRY0824459 Core_BIDWPAPMetric_BusinessRule_20220203_keh (DO NOT BATCH THIS UPDATE SET)

Push Instructions:

SA Instructions:

Run Fix Script: Get FPPS Initial Receipt Dates

DBA Instructions (scripts checked into TFS - 35683)
DBUS - run scripts:
dbus_svcnow_hr_pap_add_catalog_inititated_column.sql
servicenow_owner.svcnow_hr_pap_vw.sql

BIDW - run scripts:
rmdy_hr_activities_add_catalog_initiated_column.sql
load_rmdy_nsr_hr_acts_pkg.sql
load_fpps_data_pks.sql

Validation Steps:



ServiceNow Requirements NASA Shared Services Center

Existence of
Business Rule:
'Set DBUS Ready State'to mark records 'Ready' to be pushed to DBUS when FPPS Transaction Numberand Approval (u_hr_poc_approval) are populated.

Business Rules:
'DBUS State to Pending on update' to exclude Personnel Action Processing Cases.

Script Include 'u_HRSD_PAPToDBUS'

Fix Script'Get FPPS Initial Receipt Dates' executed

Client Script 'Check For Duplicate FPPS Transaction Num'

Script Include '"HRSDPARUtils_NSSCLibrary'

Business Rule 'Check For Duplicate FPPS Transaction Num'

Modified DBUS table servicenow_owner.svcnow_hr_papto add column 'catalog_initiated".
Modified DBUS view servicenow_owner.svcnow_hr_pap_vw to add 'catalog_initiated'.
Modified BIDW table warehouse.rmdy_hr_activities to add column 'catalog_initiated'.
Modified BIDW package nssc_stage.load_rmdy_nsr_hr_acts_pkg to capture catalog initiated.
Modified BIDW package nssc_stage.load_fpps_data_pkgto

Client Script 'Check For Duplicate FPPS Transaction Num'

Script Include 'HRSDPARUtils_NSSCLibrary'

Business Rule 'Check For Duplicate FPPS Transaction Num'
Design/Code Review Notes:

DR done, possible data load doc updates

Related Records

Enhancement:

Legacy/00B

Legacy Functionality:

OOB Functionality:

Related ListTitle: Scrum task List

Table name: rm_scrum_task

Query Condition: Story = STRY0824459 Sort
Order: Number in ascending order

11 Scrum tasks
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Page 1

Short Assi t
Task ° L. Type Status(state) ssignmen Assignedto |Updated
Description |Descriptio n Gro up

STSK0098004 refinement Refinement Analysis Complete
STSK0098101 estimation Estimation Analysis Complete
STSK0098345 development Development Development Complete
STSK0098346 documentation Documentation Development Complete
STSK0098347 business_anal Business Analysis Draft
yst Analyst
STSK0104595 peer_review PeerReview Analysis Complete
STSK0104714 push_to_ga Pushto QA Development Complete
STSK0104729 setup test au Setup Testing Ready
tomation Testing
Automatio
n
STSK0104730 story_testing Story Testing Testing Complete
STSK0106867 sprint_review Sprint Review Analysis Complete
STSK0107624 pending_deploym Pending Deve Complete

HR QA

Develo
per
Develo
per

Developer

Develo
per

Developer

Develo
per

26-10-2021
13:47:01
28-10-2021
13:42:06
18-02-2022
13:11:52
26-02-2022
12:48:42
28-10-2021
13:42:07
22-02-2022
15:48:05
23-02-2022
08:01:22
23-02-2022
08:01:24

23-03-2022
15:20:50
05-04-2022
13:48:03
10-05-
2022

15:20:3
8

Run By : Van Pflueger

25-07-202210:27:06 Central Daylight Time
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Performance Analytics
STRY0800783

Report Title: Story Details
Run Date and Time: 25-07-2022 10:27:06 Central Daylight Time
Run by:
Table name: rm_story
Number: STRY0800783 Release: FY21Q4R11 - HR ServiceNow - PAP
Priority: 4 - Low R3
Status(state): Complete Sprint: FY21Q4R11 -HR ServiceNow - PAP
Story Points: 13 R3 - Sprint 1
Product: HRSD ServiceNow

ITPMB Priority Fiscal yearquarter:
Development

ITPMB Priority ITPMB Rank/Center IESS
Priority: Improvement: false
Demand Name: HR - HRSD - Personnel Action Assignment Group:
Processing Assigned to: 27-10-2021 10:30:42
Demand ITPMB Priority Target: FY22Q1 Closed:

Demand ITPMB Rank/Center Priority:

Blocked:

false

Blocked reason:
Expedite:

false

Expedite Reason:
License Review:
false

Short Description:
Performance Analytic: a new analytic for HR - Personnel Action Processing Timeliness (I-3 3.2.5.2) SNTR due to HRSD Transition
Parent:
SPNT0011890
Parent Parent:
RLSE0011500

User Story:

As a member of the Metrics team | amrequesting a new Performance Analytic due to the HRSD Transition for HR - Personnel Action Processing Timeliness
(-3 3.2.5.2) SNTR

Acceptance criteria:

Run By : Van Pflueger 25-07-202210:27:06 Central Daylight Time
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Placement/Location:

Internal

Dashboard: Performance and Utilization - Internal
Dashboard Group: P & U— Intemal— HR Dashboard
Dashboard Tab: PAP

External

Dashboard: Performance and Utilization
Dashboard Group: P & U- HR Dashboard
Dashboard Tab: PAP

Data Source Table: STRY0800125

Name of Analytic: (intemal) HR - Personnel Action Processing Timeliness (I-3-3.2.5.2) SNTR
(extermal) HR - Personnel Action Processing Timeliness SNTR

Dates to show trend: Created on Last Month
Frequency: Monthly
Existing Reports:

SLI Percentage Calculation:

If the metric calculation is =>97%, the SLI is met

If the metric calculation is <97 %, the SLI is not met
Conditions:

Definition Name: N/A

Stoplight is displayed at the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count forthe Month
Y-axis should show the percentage on theleft and the counts on theright

Breakdown: Center & Met/Not Met
Add a threshold line (forthe SLI)

Hover Over Information: 97 % of personnel transactions thatare received at the NSSC by the established deadline are processed within 5 business days
from the effective date.

Analysis Notes:
Preliminary Technical Design:

Technical Design:

Run By : Van Pflueger 25-07-202210:27:06 Central DaylightTime
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Final TD:
Created the indicators on indicator source 'P&U BIDW FPPS Combined Data’

Created automatic indicators:
* 'P&UINT HRSD Personnel Action Processing Timeliness - Met - Monthly'
» 'P&UINT HRSD Personnel Action Processing Timeliness - Monthly'

Created formulate indicator forinternal called 'HRSD - PAP - Personnel Action Processing Timeliness-97%'

Created widget configurations on internal dashboard:

* 'HR - Personnel Action Processing Timeliness (I-3 -3.2.5.2) SNTR'

On widget configuration mirrored legacy widget for widget target and thresholds
* 'PAP Timeliness — Monthly SLI' (score/dial widget)

For Stoplight Scores, created formula indicator'HRSD - PAP - Personnel Action Processing Timeliness -97%' and added to indicator groups 'P&U INT HR
PAP','P&U INT HR Dashboard', and 'P&U INT - Overall'.

External Dashboard...

Created automatic indicators:

+ 'P&UEXTHRSD Personnel Action Processing Timeliness - Met — Last Month'
* 'P&UEXTHRSD Personnel Action Processing Timeliness - Last Month'

Created formulate indicator forexternal dashboard called '"HRSD - PAP - Personnel Action Processing Timeliness-97%'

Created widget configurations on external dashboard:

* 'HR - Personnel Action Processing Timeliness SNTR'

On widget configuration mirrored legacy widget for widget target and thresholds
* 'PAP Timeliness — Monthly' (score/dial widget)

For Stoplight Scores, created formula indicator'HRSD - PAP - Personnel Action Processing Timeliness - 97%' and added to indicator groups 'P&U EXT HR
PAP','P&U EXT HR Dashboard', and 'P&U EXT - Overall'.

Made additional updates following QA testing. Updatesmade on update set version 2:
Modified automatic indicators by selecting checkbox labelled 'Collect records' to allow show records button to display on dashboard indicators
Centered internal dashboard widgettitle

Additional functional findings in TEST led to additional update set versions for fix
Centered widget titles on interal dashboard

Re-created HRSD stoplight widgets

included on update sets:
HR_STRY0800783_Global_PA_PAP_Timeliness_dashboard_unload 20211006
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_4
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_5

Original TD:
"Update Conditions on 'P&U HR Scripted Metric Instances' Indicator Source to contain metric definition mentionedin story
Create Automated Indicators for Monthly and Monthly Met

Run By : Van Pflueger 25-07-202210:27:06 Central DaylightTime
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Create Formula Indicator (s) of (Met / Monthly automated indicators)* 100

Create Bar + Line (met/not met) Charts and place on the correct dashboard tab

Add request indicators to main tab along with the specified tab for stoplight scores

remember to include instructions to have an SA (oryou if in QA) manually add the widget to the dashboard when moving environments"

Use colors same as legacy
Additional Information:

Work notes:
24-09-2021 11:30:57 - (Work notes)
PA Collection Jobs may need to be re-run forreports to display

21-09-2021 12:40:47 - (Work notes) During update set

push...
Accept allremote updates

Notes

Work notes:

24-09-2021 11:30:57 - (Work notes)
PA Collection Jobs may need to be re-run for reports to display

21-09-2021 12:40:47 - (Work notes) During update set

push...
Accept allremote updates

Classification

Functional Area: HR Classification Ready: true
Team: HR Requirement Ready: false
Team function: PMO-Quality Technical Design Ready: false
Theme: Sizing Ready: true
Nature: Metrics/KPI/SLA Charge Group: D&E
Author:

Business Analyst:

Developer:

Mitchell Hale

Functional Testers:

Subject Matter Experts:

Developmen t

Update Sets:

Run By : Van Pflueger 25-07-202210:27:06 Central Daylight Time
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HR_STRY0800783_Global_PA_Internal HR_Dashboard_Load 20210921_MH_2
HR_STRY0800783_Global_PA_Extemal_HR_Dashboard_Load_20210921_MH 2
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_2
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_3
HR_STRY0800783_Global_PA_PAP_Timeliness_dashboard_unload_20211006
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_4
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_5
Push Instructions:

Load the following update sets in order of top to bottom:
HR_STRY0800783_Global_PA_Internal_ HR_Dashboard_Load 20210921_MH_2
HR_STRY0800783_Global_PA_Extermal_HR_Dashboard_Load_20210921_MH 2
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_2
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_3
HR_STRY0800783_Global_PA_PAP_Timeliness_dashboard_unload_20211006
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_4
HR_STRY0800783_Global_PA_PAP_Timeliness_SNTR_due_20210921_MH_5

*ACCEPT REMOTE UDPATES*

PA Collection Jobs may need to be re-run for reports to display

Validation Steps:

TEST:

Add the following widgets to the internal dashboard (P & U - Internal - HR Dashboard) underthe PAP tab:

HR - Personnel Action Processing Timeliness (I-3-3.2.5.2) SNTR'
PAP Timeliness — Monthly SLI

Add the following widgets to the external dashboard (P & U - HR Dashboard)underthe PAP tab:
HR - Personnel Action Processing Timeliness SNTR
PAP Timeliness - Monthly

Design/Code Review Notes:
DR done

Related Records

Enhancement:

Legacy/O0B

Legacy Functionality:

STRY0306656 - As an HR QA Specialist, | need an analytic created for HR - Personnel Action Processing Timeliness (I-3 -3.2.5.2).

OOB Functionality:

"HR PA Documentation can be found at

https://nssc.groups.nasa.gov/sp/it/Service Catalog/ServiceNow/Forms/default.aspx?RootFolder=%2Fsp %2Fit%2F Service Catalog %2F ServiceNow%2FHR %2
0Service%20Delivery%20Application%2FOverarching&FolderCTID=0x012000423DF8CA80F452418A1063BFD9057521&View=%7B82DF5F50%2DCEB1%
2D4DAD%2DABEB%2DA46DB23F8A04 % 7D&Initial Tabld=Ribbon%2EDocument&Vis bilityContext=WSSTabPersistence

Direct Link is

https://nssc.groups.nasa.gov/sp/it/Service Catalog/ServiceNow/HR%20Service %20Delivery%20Application/Overarching/HR%2 0P A %2 0Documentation.docx"

Run By : Van Pflueger 25-07-202210:27:06 Central Daylight Time



Story Details

Page 7

Related ListTitle:
Table name:
Query Condition:

Order:

Scrum task List

rm_scrum_task

Story = STRY0800783 Sort

Number in ascending order

11 Scrum tasks

Short D ipti Assi t G
n up

STSK0094391

STSK0094574

STSK0094877

STSK0094878

STSK0094879

STSK0095771

STSK0095777

STSK0095841

STSK0095842

STSK0096068

STSK0096165

Related ListTitle:
name:
Condition :

Sort Order:

refinement

estimation

development

documentation

business_analyst

peer_review

push_to_qga

setup test autom

ation

story_testing

sprint_review

pending_deploym

ent

Refinement

Estimation

Development

Documentation

Business Analyst

PeerReview

Push to QA

Setup Testing

Automation

Story Testing

Sprint Review

Pending

Deployment Task

M2m Stories Stories List Table

u_m2m_stories_stories Query

Depends On = STRY0800783

None

Analysis

Analysis

Development

Development

Analysis

Analysis

Development

Testing

Testing

Analysis

Development

Complete

Complete

Complete

Draft

Draft

Complete

Complete

Ready

Complete

Complete

Ready

31-08-2021
13:06:32

03-09-2021
10:40:18

27-09-2021
11:34:20

03-09-2021
10:40:18

03-09-2021
10:40:19

27-09-2021
11:34:34

27-09-2021
11:34:45

22-09-2021
10:18:41

27-09-2021
11:34:55

28-09-2021
13:18:09

28-09-2021
13:18:11

M2m Stories Stories

Run By : Van Pflueger

25-07-202210:27:06 Central Daylight Time



Story Details Page 8

ShortD ipti ShortD ipti
Sepended on m Status(state) m status(Eate)

02-08-2021 STRY0800125 STRY0800125 HRSD-PAP - FY21Q4R11- Complete Performance FY21Q4R11-  Complete
15:52:00 BIDW data for HR ServiceNow Analytic: anew HR ServiceNow
PAP Metric -PAPR3- analytic for HR - - PAP R3 -
Reports Sprint 1 Personnel Sprint 1
Action
Processing
Timeliness (J-3
3.25.2) SNTR
due to HRSD
Transition

9/28/2022 Page 8 of 24



NSSC ServiceNow — Human Resources Metrics and Utilization

PWS 3.2.5.2 — Personnel Action Request

Metric (SLI): 97% of employee or internal requests for personnel transactions will be reviewed, validated and updates
completed within 2 pay periods.

Document Version V.1
Date Last Modified 08/08/2022 Proposed New Metric for New
Contract

Reference: Contract Attachment I-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529

9/28/2022 Page 10of 9



OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in order to process the report data requirements
and also provides the supporting information/documentation for validation/verification purposes which allow for:

Metrics

Utilization

Performance Analytics

Note: See Appendix A — Work Instructions

If applicable:

If this is being updated as the result of a Change, please provide the following information:

This is a new proposed metric for the new contract.

Effective Date of Change: TBD - This is a metric associated with the new contract and will go into effect
at the same time as new the contract.

Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

9/28/2022 Page2of 9



REPORTING SUMMARY :

Suggested
Report Title for
Metric and
Utilization:

[.3_FA PWS Element Metric:
HRSD PAR Employee or Internal Customer Requests

Global Setting:
Y/N

Yes

Functional
Area:

Human Resources

PWS Section:

PWS 3.2.5.2

Performance
Area:

Personnel Action Request

SO/SME

Human Resource Service Office Manager

TYPE:
SLI/PM/OTHER

SLI

Dependencies
or impacts on
other Areas/
Functional
Areas:

NONE

I-3 Reportable

Yes

Contract
Modification

N/A

SN Story
Number/Date
Submitted

TBD

SN PA
Story/Date
Submitted

DEMAND #

Metrics Team
Review

Metric
-3

97% of employee or internal requests for personnel transactions will be
reviewed, validated and updates completed within 2 pay periods.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data — Metric Definition Template
Metrics and Utilization

Metric Definition Template —
STORY # STATUS:

DEFINITION NAME:

Description on metric definition: HRSD-PAR-Personnel Action Request for Employee or Internal Customer
Timeliness — 97%

1. APPLIES TO:
a. ServiceNow Module: HRSD
b. Category : HR
c. Subcategory : PAR

2. CALENDAR USED: Standard Calendar

3. TRIGGER/START CONDITION:

Please update the following triggers on the BIDW - PAR - 1 — Employee or Internal Timeliness Categorization (HC)
report & the BIDW - PAR - 1 - Utilization Categorization (HC):
e Received by NSSC

o If action is associated with a case from employee or internal customer that generated from a record
producer

e NSSC Receipt Date
o Date case created (and assigned to NSSC) =ready for work (all approvals completed).

4. PAUSE CRITERIA/EXCLUSION CRITERIA: Case is set to pending
5. BUSINESS CRITERIA:

Duration:

Created Business Rule:
'Set DBUS Ready State' to mark records 'Ready' to be pushed to DBUS when FPPS Transaction Number and

Approval (u_hr poc_approval) are populated.
Modified Business Rules:
'DBUS State to Pending on update' to exclude Personnel Action Request Cases.

Modified Script Include 'u_ HRSD PAPToDBUS' to:
-Remove check for specific services
-Pass the Approval Date as the Create Date, which in turn is used in BIDW as the received date.

(Note: Create Date was repurposed for this process. Create Date and Approval Date are the same for cases manually
created and/or auto approved.)

9/28/2022 Page4of 9



- Pass an indicator that this case is catalog initiated, as applicable.

-Reformat transaction numbers entered as YY 9999999 to YYYY 9999999 (the latter is how all transaction numbers
come in from FPPS)

-Set nsr_status_desc to 'Closed' for case with the state of Closed Complete (needed for NBID processing) and to get
the display value for all other states.

Created Fix Script 'Get FPPS Initial Receipt Dates' to capture all in-process cases, generated from a record
producer which have an approval date and a fpps transaction number or any cases manually created from an

employee or internal customer request. Mark these records as 'Ready' to be pushed to DBUS.

Modified DBUS table servicenow_owner.svecnow_hr pap to add

column 'catalog_initiated'. Modified DBUS view

servicenow_owner.svenow_hr _pap vw to add 'catalog_initiated'.

Modified BIDW table warehouse.rmdy hr activities to add column 'catalog_initiated'.
Modified BIDW package nssc_stage.load rmdy nsr hr acts_pkgto

capture catalog initiated. Modified BIDW package

nssc_stage.load fpps_data pkgto

- Capture Receipt Data from ServiceNow case data

- Capture the related Case Number as the stat_hst typ desc

Created Client Script 'Check For Duplicate FPPS Transaction Num' to check for another case with the same

transaction number. Displays message if another case found.

Created Script Include 'HRSDPARUtils NSSCLibrary' with function to check for transaction number existing on
another case. Called by Client Script Check For Duplicate FPPS Transaction Num.

Created Business Rule 'Check For Duplicate FPPS Transaction Num' to check for another case with the same

Additional Information:

transaction number and Aborts Action if found.

6. ADDITIONAL INFORMATION:
Received by NSSC

"if action is associated with a case that generated from a record producer or any case associated with a FPPS
transaction and the case is set to READY when created by customer (employee or internal customer), use as NSSC
Receipt Date to be

captured for metrics reporting purposes. That would be the date that the case is assigned to a NSSC HR group.

11. FORMULA

TBD

9/28/2022 Page50of 9



ServiceNow Data — Metric Definition Template
Performance Analytics
TBD

Story Dependency: Metrics and Utilization Story Number: TBD

Name of Report: Personnel Action Request for Employee or Internal Customer Processing Timeliness (I-3 3.2.5.2)
SNTR due to HRSD Transition

Placement/ Location: on the Internal and External dashboards — LIST ALL DASHBOARDS AND TABS

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal - HR Dashboard
Dashboard Tab: PAR

Dashboard Name: Performance and Utilization — Internal- Overall
Dashboard Group: P & U — Internal — Overall
Dashboard Tab:

External2

Dashboard Name: P&U - Overall
Dashboard Group: HR

Dashboard Tab: Scorecard by Month

Dashboard Name: P& U — HR Dashboard

Dashboard Group: SLI
Dashboard Tab: PAR

Name of Analytic on Internal Dashboard: HRSD-PAR-Personnel Action Request Employee or Internal Customer
Processing Timeliness —97%

Name of Analytic on External Dashboard: HRSD-PAR-Personnel Action Request Employee or Internal Customer
Processing Timeliness — 97%

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met: If the metric calculation is =>97%, the SLI is met

Not/Met: If the metric calculation is <97%, the SLI is not met

Conditions:

9/28/2022 Page 6 of 9



Definition Name: N/A
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI

97% of employee or internal requests for personnel transactions will be reviewed, validated and updates completed
within 2 pay periods.

Global Settings:
Round up to nearest decimal point

9/28/2022 Page 7 of 9



APPENDIX A: PROCESS WORK INSTRUCTIONS —N/A

9/28/2022 Page 8of 9



APPENDIX B: SERVICE NOW USER STORIES

TBD
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National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Financial Disclosure Processing - Identification of employees required to file
financial disclosure forms

Document Version V.3

Date Last Modified 07/28/2022

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

9/28/2022 Page 2 of 10



ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

HRSD - Financial Disclosures Employee Updates Completed (I-3 -
3.2.11) - SNTR

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.11

Performance Financial Disclosure Processing - Identification of employees
Area: requiredto file financial disclosure forms
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0689540/ 05/31/2022

Submitted

SN PA Story/Date

Submitted STRY0689525/ 05/31/2022

Approval - CS/SP

Metrics Team

Review
Metric 90% of the updates for employees identified as being required to
1-3 file a financial disclosure shall be completed within 5 business days
of the Center's request.

Tech Doc /NSSCINTERNAL LIBRARY/SP_PMO/Q&PM/PERFORMANCE
Location/Date MGMT/Metric Business Rules/PWS 3.2 Human Resources/PWS
Archived 3.2.11 Financial Disclosures

9/28/2022 Page 3 of 10




ServiceNow Requirements NASA Shared Services Center

ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template

9/28/2022

Definition Name = HRSD FD Employee Updates Completed
Description on metric definition:

1. APPLIES TO:

a. HRSD cases

b. Topic Category Financial Disclosures

c. Topic Detail Financial Disclosures

d. HR Service Add/Remove Filer
2. CALENDAR USED NSSC Business Days
3. TRIGGER/START CONDITION: Case Created
4. PAUSE CRITERIA: Case in Pending Status
5. EXCLUSION CRITERIA: Case is Cancelled or Closed Incomplete
6. MET CONDITION: Case created date is < 6 days from Case Closed
Date not including holidays and weekends (8:00am - 4:30pm), suspended
time
7. FILTER CONDITION: Type: Bar Chart, Grouped by: Center Abbrv,
Sorted by Center Abbrv, Stacked by: Met/Not Met
8. Additional Criteria: If the case is re-opened and re-closed, it should NOT
re-fire the metric

ACCEPTANCE CRITERIA: Acceptance criteria Placement/ Location:
Dashboard: Performance And Utilization - Internal

Dashboard Tab: Financial Disclosure

Dashboard Group: P & U - Internal- HR PM Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HRSD - Financial Disclosures Employees Updates Completed (I-3 -
3.2.11)-SNTR

Datesto showtrend: Created on Last Month
Frequency: Monthly

ExistingReports: HR - Financial Disclosure Updates For Employees Completed On Time
(I-3-3.2.11)

SLI Percentage Calculation:

If the metric calculation is=>90%, the PM is met

If the metric calculation is <90%, the PM isnot met
Conditions:

Definition Name: Updates Employees Req File On Time Case

Page 4 of 10



ServiceNow Requirements NASA Shared Services Center

Stoplightis displayedat the top of the Analytic
Createdon LastMonth

Type of Visualization:

Bar Graph — Displays Count forthe Month

Y-axis should show the percentage on the left and the counts on theright
Breakdown: Center & Met/Not Met

Add a threshold line (forthe PM)

Hover Over Information: 90% ofthe updates foremployees identified as beingrequired to
file a financial disclosure shallbe completed within 5 business days ofthe Center's request.
Was Placement/Location:

Dashboard: P & U - Internal - HR PM Dashboard ( Both internal & External)

Dashboard Tab: eOPF & Financial Disclosure

Dashboard Group: Performance And Utilization - Internal ( Both Internal & External )

Data Source Table: Metric [metric_instance]

Name of Analytic: HR - Financial Disclosure Updates For Employees Completed On Time
(I-3-32.11)

Datesto showtrend: Created on Last Month
Frequency: Monthly

Existing Reports: HR - Financial Disclosure Updates For Employees Completed On Time
(I-3-3.2.11)

SLI Percentage Calculation:

If the metric calculation is =>90%, the PM is met

If the metric calculation is <90%, the PM is not met
Conditions:

Definition Name: Updates Employees ReqFile On Time Case
Updates Employees ReqFile On Time Task

Stoplightis displayedat the top of the Analytic

Createdon LastMonth

Type of Visualization:

Bar Graph — Displays Count forthe Month

Y-axis should show the percentage on the left and the counts on theright
Breakdown: Center & Met/Not Met

Add a threshold line (forthe PM)

HoverOver Information: 90% ofthe updates for employees identified as being required to
file a financial disclosure shallbe completed within 5 business days ofthe Center's request.

9/28/2022 Page 5 of 10



ServiceNow Requirements NASA Shared Services Center

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HRSD - Financial Disclosures Employees Updates Completed (I-3 -
3.2.11) - SNTR

Input Parameters

DEVELOPMENT:

1. DASHBOARD TARGETS

A.P & U - Internal- HR PM Dashboard

B.P & U-HR PM Dashboard (inactive)

2. INDICATOR SOURCES

A. P&U HR Scripted Metric Instances

3. AUTOMATED INDICATORS (Internal Dashboard)

A.P&U INTHR - Training Data Entered On Time - Monthly
B.P&UINT HR - Training Data Entered On Time - Met - Monthly
4. AUTOMATED INDICATORS (External Da shboard)

A.P&U EXT HR -Training Data Entered On Time - Last Month
B. P&UEXT HR - Training Data Entered On Time - Met - Last Month
5. FORMULA INDICATORS - (Internal)

A.HR - ALMS - Training Data Entered On Time - 95%

6. FORMULA INDICATORS - (External)

A.HR - ALMS - Training Data Entered On Time - 95%

Output
Parameters

9/28/2022

11. WIDGETS - (External)

A.HR - Training Data Entered On Time

1. Type =Time Series

B. Training Data Entered on Time - Monthly PM
1. Type=Score

Page 6 of 10




ServiceNow Requirements NASA Shared Services Center
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ServiceNow Requirements NASA Shared Services Center

ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: HRSD - Financial Disclosures Employees Updates Completed (I-3 -
3.2.11)- SNTR

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: Performance And Utilization - Internal
Dashboard Group: P& U - Internal-HR PM Dashboard
Dashboard Tab: Financial Disclosure

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard: HRSD - Financial Disclosures Employees Updates
Completed(I-3-3.2.11)

Name of Analytic on External Dashboard:
Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)
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ServiceNow Requirements NASA Shared Services Center

Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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ServiceNow Requirements NASA Shared Services Center

APPENDIX B: SERVICE NOW USER STORIES
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National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Financial Disclosures Processing

Document Version V.3

Date Last Modified 07/26/2022

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

9/28/2022 Page 2 of 10



ServiceNow Requirements NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

HRSD - Financial Disclosures Upload Hard Copy Forms (I-3 -
3.2.11) - SNTR

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.11

Perfo.rmance Financial Disclosures Processing
Area:

SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0689574 / 05/31/2022
Submitted

SN PA Story/Date

Submitted STRY0689322/ 05/31/2022

Approval - CS/SP

Metrics Team

Review
Metric 90% of hard copy submissions of OGE Forms 450, 450A, 278 and
I-3 278-T shall be uploaded to EPTS within 2 business days of receipt.
Tech Doc /NSSCINTERNAL LIBRARY/SP_PMO/Q&PM/PERFORMANCE
Location/Date MGMT/Metric Business Rules/PWS 3.2 Human Resources/PWS
Archived 3.2.11 Financial Disclosures
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ServiceNow Requirements NASA Shared Services Center

ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template

Definition Name = HRSD Financial Disclosures Upload Forms
Description on metric definition:

1. APPLIES TO:
a. HRSD cases
b. Topic Category Financial Disclosures
c. Topic Detail Financial Disclosures
d. HR Service Upload Form
2. CALENDAR USED NSSC Business Days
3. TRIGGER/START CONDITION: Case created
4. PAUSE CRITERIA: Case is in Suspended status
5. EXCLUSION CRITERIA: Case is Cancelled or Closed Incomplete
6. MET CONDITION: Case creation date is < 3 days from Case Closed
Date not including holidays and weekends (8:00am - 4:30pm), suspended
time
7. FILTER CONDITION: Type: Bar Chart, Grouped by: Center Abbrv,
Sorted by Center Abbrv, Stacked by: Met/Not Met
8. Additional Criteria: If the case is re-opened and re-closed, it should NOT

re-fire the metric

9/28/2022

O

ACCEPTANCE CRITERIA: Acceptance criteria Placement/ Location:
Dashboard: P & U - Internal -HR Dashboard (Both internal & External)

Dashboard Tab: HR Transactions

Dashboard Group: Performance And Utilization - Internal (Both Internal & External)

Data Source Table:
Manual Indicator: User would have theability to input thetransaction counts for the
previous month with a runningtotal for FY

Name of Analytic: HRSD - Financial Disclosures Upload Hard Copy Forms (I-3 —3.2.11) -
SNTR

Datesto show trend: Created on Last Month

Frequency: Monthly

Type of Visualization:
BarGraph — Displays Count forthe Month

Page 4 of 10



ServiceNow Requirements NASA Shared Services Center

9/28/2022

Added Hover Over Information: Transaction Count was

Placement/ Location:

Dashboard: P & U - Internal - xxx Dashboard ( Bothinternal & External)

Dashboard Tab: Transactions

Dashboard Group: Performance And Utilization - Internal ( Both Internal & External)

Data Source Table:
ManualIndicator: User would have theability to input thetransaction counts forthe
previous month with a runningtotal for FY

Dates to show trend: Created on Last Month
Frequency: Monthly

Filters:
All of these conditions must be met:

Transaction Count of®

Type of Visualization:

BarGraph— Displays Count forthe Month
Totalcountortoggle to breakdown by center
OR

Pivot—Displays Count forthe Month
Totalcountortoggle to breakdown by center
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ServiceNow Requirements NASA Shared Services Center

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HRSD - Financial Disclosures Upload Hard Copy Forms (I-3 -
3.2.11) - SNTR

Input Parameters

DEVELOPMENT:

1. PA Dashboard & Tab Target

A. Dashboard(s)

P & U - Internal-Overall/P & U - Overall

P & U - Internal-HR Dashboard/P & U - HR Dashboard
B. Tab

NSSC Transactions/ Transactions

2. MANUAL /FORMULA INDICATORS
A. INTERNAL
1.J17-3.2.11 -HR - Financial Disclosures
B. EXTERNAL
1.J17-3.2.11 -HR - Financial Disclosures

Output
Parameters

9/28/2022

4. WIDGETS
A.INTERNAL
1. HRSD - Financial Disclosures - Transactions (J-173.2.11)
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ServiceNow Requirements

B. EXTERNAL
1. HRSD - Financial Disclosures - Transactions (J-173.2.11)

NASA Shared Services Center

9/28/2022
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ServiceNow Requirements NASA Shared Services Center

ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report: HRSD - Financial Disclosures Upload Hard Copy Forms (I-3 —3.2.11)

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P & U - Internal -HR Dashboard (Both internal & External)
Dashboard Group: Performance And Utilization - Internal (Both Internal & External)
Dashboard Tab: HR Transactions

External2

Dashboard Name: P & U - Internal -HR Dashboard (Both internal & External) Dashboard
Group: Performance And Utilization - Internal (Both Internal & External)

Dashboard Tab: HR Transactions

Data Source Table Manual Indicator: User would have the ability to input the transaction
counts for the previous month with a running total for FY

Name of Analytic on Internal Dashboard: HR - Financial Disclosures - Transactions (J-17
3.2.11)

Name of Analytic on External Dashboard: HR - Financial Disclosures - Transactions (J-17
3.2.11)

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y -axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)
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Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions

If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: TBD - This is a metric associated with the new
contract and will go into effect at the same time as new the contract.
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Payroll Debt Validations

Global Setting:

impacts on other
Areas/ Functional
Areas:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.14

Perfo.rmance Payroll Debt Validations

Area:

SO/SME Human Resource Service Office Manager
TYPE:

SLI/PM/OTHER

Dependencies or

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

NEW TBD

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of alldebtvalidations will be completed within 5 business days.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR Case:
b. Category:
c. Subcategory :
.CALENDAR USED:
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N n B~ WM

ACCEPTANCE CRITERIA: Acceptance criteriaPlacement/ Location: on the Internal and External

dashboards

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal — HR Dashboard
Dashboard Tab: Payroll

External

Dashboard Name: Performance and Utilization

Dashboard Group: P & U- HR Dashboard

Dashboard Tab: Payroll

Data Source Table: Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR - Payroll debt validations completed ontime (I-3 - 3.2.14)

Name of Analytic on External Dashboard: HR - Payroll debt validations completed on time

Dates to showtrend: Created on Last Month

Frequency: Monthly

SLI Formula:

a. MET: The number of Metric Days between "Assignmentto HR — Payroll L2" and "Case Closed" minus case
pendingtimeis <5 metric days

1. See PDC0001342 for moreinformation on calculating metric days

2. Theintentis to drop partial days fromthe calculation (e.g., 3.9 days = Met)

b. NOT MET: The number of Metric Days between "Case Open"and "Case Closed" minus case pendingtime
is => 5 metric days

Definition Name: Metric Definition is being created with story TBD
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Conditions: Metric Date "on" Last Month, Value does notcontain Excluded

SLI Percentage Calculation:
If the metric calculation is =>95%, the SLI is met
If the metric calculation is <95%, the SLI is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Indicator needs to be listed on the HR Service Level Indicators tab (Internal and External)
Indicator needs to be listed on the P&U — Overall group, P&U Scorecard —HR (Internal and External)

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should showthe percentage on the leftand the counts on theright
Breakdown: Center

Met/Not Met

Add a thresholdline (for the SLI)

Hover Over Information - 95% of Debt Validations will be completed within 5 business days
wasPlacement / Location:on the Internal and External dashboards

Internal

Dashboard Name: Performance and Utilization - Internal

Dashboard Group: P & U — Internal — HR Dashboard

Dashboard Tab: Payroll

External

Dashboard Name: Performance and Utilization

Dashboard Group: P & U- HR Dashboard

Dashboard Tab: Payroll

Data Source Table: Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR - Payroll Debt Validations Respondedto On Time (I-3 - 3.2.14)
Name of Analytic on External Dashboard: HR - Payroll Debt Validations Responded to On Time

Dates to showtrend: Created on Last Month

Frequency: Monthly

SLI Formula:

a. MET: The number of Metric Days between "Assignmentto HR — Payroll L2" and "Case Closed" minus case
pendingtimeis <5 metric days

1. See PDC0001342 for moreinformation on calculating metric days

2. Theintentis to drop partial days fromthe calculation (e.g., 3.9 days = Met)

b. NOT MET: The number of Metric Days between "Case Open"and "Case Closed" minus case pendingtime

is => 5 metric days

Definition Name: Metric Definition is being created with story TBD
Conditions: Metric Date "on" Last Month, Value does notcontain Excluded

SLI Percentage Calculation:
If the metric calculation is =>95%, the SLI is met
If the metric calculation is <95%, the SLI is not met

Stoplightis displayed atthe top ofthe top ofthe Analytic

Indicator needs to be listed on the HR Service Level Indicators tab (Internal and External)

9/28/2022 Page 5 of 10



ServiceNow Requirements NASA Shared Services Center

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Performance Analytics - Payroll Time & Attendance - HR — Debt
Validations Completed On Time (I-3-3.2.14)

Input Parameters

Technical DesignModified Indicator Source "P&U HR Scripted Metric Instances" to
include metric "Payroll Requests Responded To On Time"

Created Automated Indicators for# Met and Total for both Internal and External
Dashboards:

P&U INT HR Payroll Requests Responded On Time - Monthly

P&U INT HR Payroll Requests Responded On Time - Met - Monthly

P&U EXT HR Payroll Requests Responded On Time - Last Month

P&U EXT HR Payroll Requests Responded On Time - Met - Last Month
Created Formula Indicatorsto calculate % Met for both Internal and External
Dashboards:

HR - Payroll Requests Responded On Time - 95%

HR - Payroll Requests Responded On Time - 95%

Output
Parameters

9/28/2022
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Created Widgets for Met Count:
HR — Payroll Debt Validations Completed On Time (I-3- 3.2.14)
HR - Payroll Debt Validations Completed On Time
Created Widgets for % Met:
Payroll Request Responses - Monthly
Payroll Request Responses - Monthly SLI
Added Widgets to appropriate Dashboards ("P & U - Internal - HR Dashboard" and "P
& U - HR Dashboard") and Unloaded Dashboards to Update SetwasDates to show
trend: Created on Last Month --- Metric Date vs. Created on
Thisoneis dependenton Metric
SLI Percentage Calculation is Targetfor Analytics
Hovertext is the shortdescription ofthe widget

Create Data Source

Create Indicators forinternal and external

Associateindicators to the HR Jobs for PA Metrics

Create formula indicator based on previous automated indicator built (met / total)
Create target referencing formulaindicator

Apply the formula indicator to respective indicator groups

Create 4 widgets (2 internal / 2 external)

Add widgets to the dashboards

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P& U - Internal - HR Dashboard
Dashboard Tab: Payroll

External2
Dashboard Name: Performance and Utilization
Dashboard Group: P& U- HR Dashboard
Dashboard Tab: Payroll

Data Source Table: Metric

Name of Analytic on Internal Dashboard: HR - Payroll Debt Validations Completed On Time (I-3 -
3.2.14)
Name of Analytic on External Dashboard: HR - Payroll Debt Validations Completed On Time

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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APPENDIX A: PROCESS WORK INSTRUCTIONS

9/28/2022 Page 9 of 10



ServiceNow Requirements NASA Shared Services Center

APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Payroll / Time & Attendance
Processing

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.14

'I;?;go.rmance Payroll/ Time & Attendance Processing
SO/SME Human Resource Service Office Manager
TYPE:

SLI/PM/OTHER SU

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0318171

Approval - CS/SP

Metrics Team
Review

Metric
I-3

Process 99% Payroll/Time & Attendance (including pay and leave
adjustments) accurately and on-time to the DOI.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a.
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N n B~ WM

ACCEPTANCE CRITERIA: Acceptance criteria Placement / Location: on the Internal and External

dashboards

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal — HR Dashboard
Dashboard Tab: Payroll

External

Dashboard Name: Performance and Utilization

Dashboard Group: P & U- HR Dashboard
Dashboard Tab: Payroll

Data Source Table: Metric [metric_instance]: u_fd hr errors_and missings

Name of Analytic: HR - Payroll/Time & Attendance (I-3 3.2.3.6)

Dates to show trend: Created on Last Month

Frequency: Monthly

Existing Reports: Errors and Missings FD Last Month

SLI Formula: (Total Employee Count - Total Center NPO Errors Count)/Total Employee

Count
Met: If calculation is equal or greater than 99% this is equal to Met
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Not/Met: If calculation is less than 999% this is equal to Not Met
Conditions:
Category: Payroll Time & Attendance
SubCategory: Errors and Missings
Created on Last month
NOTE: The fields for both Center NPO Errors and Total Employee Count
come from FD's in ServiceNow (see attachment for FD form screen shots).
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the PM)

Hover Over Information: Process 99% Payroll/Time & Attendance (including pay and
leave adjustments) accurately and on-time to the DOI.

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Errors and Missing FD Last Month
Report Content

Input Parameters
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1. INDICATORSOURCES
a. P&U FD HR Errors And Missings

2. AUTOMATED INDICATORS
A. INTERNAL
1. P&U INT HR Payroll Time & Attendance - Emp Count -
Monthly
2. P&U INT HR Payroll Time & Attendance - Center NPO
Errors - Monthly
B. EXTERNAL
1. P&U EXT HR Payroll Time & Attendance - Emp Count - Last
Month
2. P&U EXT HR Payroll Time & Attendance - Center NPO
Errors - Last Month

3. FORMULAINDICATORS
A. INTERNAL
1. HR - Payroll/Time & Attendance >= 99%
B. EXTERNAL
2. HR - Payroll/Time & Attendance >= 99%

4. JOBS (Existing)
A. [PA HR Case] Daily Data Collection - P&U INTERNAL
B. [PA HR Case] Historical Data Collection - P&U INTERNAL
C. [PA HR Case] Daily Data Collection - P&U EXTERNAL
D. [PAHR Case] Historical Data Collection - P&U EXTERNAL

5. WIDGETS

A. INTERNAL
1. HR - Payroll/Time & Attendance (I-3 3.2.3.6)
2. Payroll - Monthly SLI
3. P&U Payroll Stoplight Scores Monthly

B. EXTERNAL
1. HR - Payroll/Time & Attendance (I-3 3.2.3.6)
2. Payroll - Monthly SLI
3. P&U Payroll Stoplight Scores Monthly

6. INDICATOR GROUPS

P&U INT Payroll

P&U EXT Payroll

P&U INT HR Dashboard
P&U EXT HR Dashboard
P&U INT - Overall

P&U EXT - Overall

mmoowe

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 99%, the SLI or PM is met
If the metric calculation is < 99%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 10/01/2022

Description of Change: The Classification team moved from legacy ServiceNow
to HRSD. Theupdate to this guide reflects updates in systems used.

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3 FA PWS Element_Metric: Classification Services - Desk
Audits/Position Reviews

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.15

Performance
Area:

Classification Services - Desk Audits/Position Reviews

SO/SME

TYPE:
SLI/PM/OTHER

SLI

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

STRY0887224 / 06/28/2022

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of all desk audits/position reviews will be completed within 30
business days upon receipt of complete package

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category -Classification
c. Subcategory -Position Review/Desk Audit
2. CALENDAR USED- NSSC Metric Days (excludes weekends, federal
holidays and NSSC down days)
3. TRIGGER/START CONDITION: Once the "Date Complete Package
Received" has been added to the Functional Detail the metric should
calculate based on the date provided.
4. PAUSE CRITERIA: Case is placed in Pending status.
5. EXCLUSION CRITERIA: Case status is changed to Closed Incomplete
6. MET CONDITION: Accumulated time between Date Completed
Package Received and Stop Condition minus time in a Pause condition is
less than 30 NSSC Metric days and Exclusion Criteria is not met.
7. FILTER CONDITION: 8. FILTER CONDITION: This report should
have a filter condition that default to metric date during ("on") the last
month; users should be able to change the report to use a "between" date
range.
8. Additional Criteria:

ACCEPTANCE CRITERIA: 1.REPORT TITLE: "HR - Classification - Desk
Audits/Position Reviews completed on time (I-3 - 3.2.15)"

2. APPLIES TO:

a. HR Cases

b. Category CLASSIFICATION

c. Subcategory of "POSITION REVIEW / DESK AUDIT"
3. CALENDAR USED: NSSC Metric Days (excludes weekends, federal holidays and NS
SC down days)

4. TRIGGER/START CONDITION: Metric record should be created when the caseis
closed and the "Date Complete Package Received" field is populated on the Classification
FD

5. PAUSE CRITERIA: NONE
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6. EXCLUSION CRITERIA:
a. If no Functional Detail exists, it is excluded from the report.
b. If the Case is status is Closed Incomplete, it is excluded from the report.

7. MET CONDITION: less than 31 business days between "Date Complete Package
Received" and Case Closed

8. FILTER CONDITION: This report should have a filter condition that default to metric
date

during ("on") the last month; users should be able to change the report to use a "between" d
ate range.

9. REPORT DISPLAY: Shows a Met/Not Met stacked bar chart by Center; each bar shoul
d represent a Center with Met/Not Met showing in stacks. Report should be set to "Displa
y Grid" turned on by default.

10. Additional Criteria:

a. Metric Date will be set to the Case Closed date

b. One metric record per Case.

¢. Metric value should be setto 1

d. Upon deployment of this metric definition, execute the metric definition (refire the
metric) on all Classification Cases closed during March 2018 and have subcategory
of "POSITION REVIEW /DESK AUDIT"
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR - Classification - Desk Audits/Position Reviews completed on
time (I-3-3.2.15)

Input Parameters

Technical DesignMetric Definition:

Name: HR Classification DeskAudit PosReview
Table: HR Case

Trigger: Caseclosed

Business Rule:

Name: HR Classification DeskAudit PosReview

Table: HR Case

Description: Former trigger of metric on case closed, deactivated and moved
calculation to metric definition

Report:

Name: HR - Classification - Desk Audits/Position Reviews completed ontime (I-3 -
3.2.15)

Description: Updated as per requirements for story to use new field for considering
metrics on last month

Fix Script:

Name: Update DeskAudit Metrics

Description: Updates DeskAudit metric instances for the month of March 2018 (and
any time after to the pointofrunningthe script) to match the changes madeto the
metric calculation in STRY0303003wasCreate metric definition and script

Create fix scriptto run forthose that have already closed.

Create report

Output
Parameters

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 10/01/2022

Description of Change: The Classification team moved from legacy ServiceNow
to HRSD. Theupdate to this guide reflects updates in systems used.

In October 2019, NASA adopted Agency Standard Position Descriptions (ASPD)
which modified the type of classification services provided by the NASA
Classification team.

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA_PWS Element_Metric: Classification Services - New PDs

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.15

Performance
Area:

Classification Services - New PDs

SO/SME

TYPE:
SLI/PM/OTHER

SLM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

STRY0887013/6/27/2022

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of all classifications will be completed within 30 business days
(Age of case)

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category- Classification
c. Subcategory-New PD
2. CALENDAR USED -NSSC Metric Days (excludes weekends, federal
holidays and NSSC down days)
3. TRIGGER/START CONDITION: The metrics should start based upon
date received
4. PAUSE CRITERIA Case is placed in Pending status.
5. EXCLUSION CRITERIA: Case status is changed to Closed Incomplete
6. MET CONDITION: Accumulated time between Start Condition and
Stop Condition is less than 30 NSSC Metric days and Exclusion Criteria is
not met.
7. FILTER CONDITION:
8. Additional Criteria:

ACCEPTANCE CRITERIA: Acceptance criteria* Please work firstto create the new tab
Placement / Location:on the Internal and External dashboards
Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal — HR Dashboard
Dashboard Tab: Classification (New Tab needs to be created)
External

Dashboard Name: Performance and Utilization

Dashboard Group: P & U- HR Dashboard

Dashboard Tab: Classification (New Tab needs to be created)
Data Source Table: Metric [metric instance]

Name of Analytic on Internal Dashboard: HR - Classification - Classifications completed on time (I-3 - 3.2.15)
Name of Analytic on External Dashboard: HR - Classification - Classifications completed on time

Dates to show trend: Created on Last Month
Frequency: Monthly
Existing Reports: HR - Classification - Classifications completed ontime (I-3 - 3.2.15)

SLI Formula:
Met: Countof completed classifications by center, processed in 30 Days or less
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Not/Met: Countofcompleted classifications by center, processedin 30 Days or more

Conditions: Valuedoes notcontain excluded
Metric Date on Last Month
Definition Name: HR - Classification Completed on Time

SLI Percentage Calculation:

If the metric calculation is =>90%, the SLI is met

If the metric calculation is <90%, the SLI is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should show the percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the SLI)

Hover Over Information: - 90% of all classifications will be complete within 30 business days
Placement / Location:on the Internal and External dashboards

was

Placement / Location:on the Internal and External dashboards

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P & U — Internal — HR Dashboard
Dashboard Tab: Classification (New Tab needs to be created)

External

Dashboard Name: Performance and Utilization

Dashboard Group: P & U- HR Dashboard

Dashboard Tab: Classification (New Tab needs to be created)

Data Source Table: Metric [metric instance]

Name of Analytic on Internal Dashboard: HR - Classification - Classificationscompleted on time (I-3 - 3.2.15)
Name of Analytic on External Dashboard: HR - Classification - Classifications completed on time

Dates to showtrend: Created on Last Month
Frequency: Monthly
Existing Reports: HR - Classification - Classifications completed ontime (I-3 - 3.2.15)

SLI Formula:
Met: Countof completed classifications by center, processed in 30 Days or less
Not/Met: Countofcompleted classifications by center, processedin 30 Days or more

Conditions: Valuedoes notcontain excluded
Metric Date on Last Month
Definition Name: HR - Classification Completed on Time

SLI Percentage Calculation:

If the metric calculation is =>90%, the SLI is met

If the metric calculation is <90%, the SLI is not met
Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countforthe Month

Y-axis should show the percentage on theleftand the counts on theright
Breakdown: Center & Met/Not Met

Add a thresholdline (for the SLI)

9/28/2022 Page 5 of 11



ServiceNow Requirements NASA Shared Services Center

Hover Over Information: - 90% ofall classifications will be complete within 30 business days
Placement / Location:on the Internal and External dashboards
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR - Classification - Classifications completed on time (I-3 -
3.2.15)

Input Parameters

DEVELOPMENT:

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances
i. adding definition: HR - Classification Completed on Time

AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR - Classification Completed on Time - Monthly

. P&U INT HR - Classification Completed on Time - Met - Monthly

. EXTERNAL

. P&U EXT HR - Classification Completed on Time - Last Month

. P&U EXT HR - Classification Completed on Time - Met - Last Month

NSNS DN

. FORMULA INDICATORS

. INTERNAL

. HR - Classification - Classifications completed on time - 90%
. EXTERNAL

. HR - Classification - Classifications completed on time - 90%

N = > W

Output
Parameters

9/28/2022
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. WIDGETS

. INTERNAL

. HR - Classification - Classifications completed on time (I-3 - 3.2.15)
. Classifications Completed on Time - Monthly SLI

. P&U HR Classification Stoplight Scores Monthly

. EXTERNAL

. HR - Classification - Classifications completed on time

. Classifications Completed on Time - Monthly

. P&U HR Classification Stoplight Scores Monthly

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: Performance and Utilization - Internal
Dashboard Group: P& U - Internal - HR Dashboard
Dashboard Tab: Classification (New Tab needs to be created)

External 2

Dashboard Name: Performance and Utilization

Dashboard Group: P& U- HR Dashboard

Dashboard Tab: Classification (New Tab needs to be created)
Data Source Table Metric

Name of Analytic on Internal Dashboard: HR - Classification - Classifications completed ontime (I-3
-3.2.15)
Name of Analytic on External Dashboard: HR - Classification - Classifications completed on time

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES

9/28/2022 Page 11 of 11



National Aeronautics and Space Administration

nSSC NASA Shared Services Center

NSSC ServiceNow —Human Resources Metrics and
Utilization

Classification Services - PD Edits

Document Version V.3

Date Last Modified 08/14/2022

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements to
process the report data requirements and also provides the supporting
information/documentation for validation/verification purposes which
allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 10/1/2022

Description of Change: The Classification team moved from legacy ServiceNow
to HRSD. Theupdate to this guide reflects updates in systems used.

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

9/28/2022 Page 2 of 10



ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA_PWS Element_Metric: Classification Services - PD Edits

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.15

Performance
Area:

Classification Services - PD Edits

SO/SME

TYPE:
SLI/PM/OTHER

SLI

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

STRY0871711/ 4/28/2022

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of all PD edits will be complete within 3 business days (Age of
case)

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category: Classification
c. Subcategory: New PD
2. CALENDAR USED: NSSC Metric Days (excludes weekends, federal
holidays and NSSC down days)
3. TRIGGER/START CONDITION: The metrics should start based upon
date received
4. PAUSE CRITERIA: Case is placed in Pending status.
5. EXCLUSION CRITERIA: Case status is changed to Closed Incomplete
6. MET CONDITION: Accumulated time between Start Condition and
Stop Condition is less than 3 NSSC Metric days and Exclusion Criteria is
not met.
7. FILTER CONDITION: 8. FILTER CONDITION: This report should
have a filter condition that default to metric date (case closed) during ("on")
the last month; users should be able to change the report to use a "between"
date range.
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Acceptance criterial. REPORT TITLE: "HR - Classification - PD Edits completed on time (I-3 - 3.2.15)"

2. APPLIES TO:
a. HR Cases
b. Category CLASSIFICATION
c. Subcategory of EDIT PD or ORGANIZATION CHANGES

3. CALENDAR USED: NSSC Metric Days (excludes weekends, federal holidays and NSSC down days)

4. TRIGGER/START CONDITION: Metric calculation begins at Case
Open. Metric record should be created when the Case is Closed Complete

5. PAUSE CRITERIA: NONE
6. EXCLUSION CRITERIA:

a. If no Functional Detail exists, itis excluded fromthe report.
b. If the Case is status is Closed Incomplete, itis excluded fromthereport.
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7. MET CONDITION: lessthan 4 business days between Case Opened and Case Closed

8. FILTER CONDITION: Thisreportshouldhave afilter condition thatdefaultto metric date (case closed)
during ("on")thelastmonth; users should be able to changethereportto use a "between" date range.

9. REPORT DISPLAY: Shows a Met/Not Met stacked bar chartby Center; each bar should representa Cente
r with Met/Not Met showing in stacks. Reportshould be set to "Display Grid" turned on by default.

10. Additional Criteria:

a. Metric Date will be set to the "Case Closed" date

b. One metricrecord per Case.

c. Metric Count should be set to "Number of PDs Edited" on the Classification FD

d. Upon deploymentofthis metric definition, execute the metric definition (refire the metric) on all
Classification Cases closed during March 2018 and have subcategory of Edit PD or Organization Changes

Legacy Functionalitylfan "Edit PD" metric definition exists, updateit.
Technical DesignCreate metric definition and script

Create fix scriptto run for those that have already closed.

Create report.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content HR - Classification - PD Edits completedon time (I-3 - 3.2.15)

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022
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APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following Business Rules outline the requirements in order to
process the report data requirements and also provides the supporting

information/documentation for validation/verification purposes which
allow for:

Metrics
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REPORTING SUMMARY:

Suggested Report
Title for Metric N/A
and Utilization:

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.16

ngl;o.rmance Staffing Services - Certificate Issuance
SO/SME Human Resources Staffing and Classification Branch, Chief
TYPE:

SLI/PM/OTHER SU

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification N/A

SN Story

Number/Date N/A

Submitted

SN PA Story/Date

Submitted N/A

Approval - CS/SP

Metrics Team
Review

Metric 85% of vacancy announcements (excluding Pathways),
-3 Announcement Close to Certificate Issued shall be within 15
calendardays.

Tech Doc
Location/Date
Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR
b. Category: Staffing
c. Subcategory: Request New Hire
2. CALENDAR USED: NSSC Calendar Days
3. TRIGGER/START CONDITION: Vacancy Announcement Close Date
(USAStaffing) populated.
4. PAUSE CRITERIA: n/a
5. EXCLUSION CRITERIA: Cancelled in USAStaffing
6. MET CONDITION: Vacancy Announcement Close Date to Certificate
Issued Date >= 15 calendar days.
7. FILTER CONDITION: n/a
8. Additional Criteria: Applies To: N/A
Performance Standard: 85% Met
REPORT DISPLAY: Reportis automated delivery from USAStaffing at the
beginning of every month.
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OVERVIEW:

Brief Description:

The following Business Rules outline the requirements in order to
process the report data requirements and also provides the supporting

information/documentation for validation/verification purposes which
allow for:

Metrics
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REPORTING SUMMARY:

Suggested Report

Title for Metric N/A

and Utilization:

Global Setting:

Y/N Yes

Functional Area: | HR

PWS Section: 3.2.16

ngl;o.rmance Staffing Services - Tentative Offer Sent
SO/SME Human Resources Staffing and Classification Branch, Chief
TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification N/A

SN Story

Number/Date N/A

Submitted

SN PA Story/Date

Submitted N/A

Approval - CS/SP

Metrics Team

Review

Metric 85% of vacancy announcements (excluding Pathways), Audit of
I-3 Selection to Tentative Offer Sent shall be within 7 calendar days.
Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR
b. Category: Staffing
c. Subcategory: Request New Hire
2. CALENDAR USED: NSSC Calendar Days
3. TRIGGER/START CONDITION: The date “Audit of Selection” is
completed in USAStaffing.
4. PAUSE CRITERIA: n/a
5. EXCLUSION CRITERIA: Cancelled in USAStaffing
6. MET CONDITION: “Send Tentative Offer” date is completed in USA
Staffing is Date >= 7 calendar days.
7. FILTER CONDITION: n/a
8. Additional Criteria: Applies To: N/A
Performance Standard: 85% Met

REPORT DISPLAY: Reportis automated delivery from USAStaffing at the
beginning of every month.
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change: No change date
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Workers’ Compensation Forms CA-1

Global Setting:
Y/N

Yes

Functional Area:

HR

PWS Section:

3.2.20.1

Performance
Area:

Workers' Compensation

SO/SME

Human Resource Service Officer Manager

TYPE:
SLI/PM/OTHER

PM

Dependencies or
impacts on other
Areas/ Functional
Areas:

N/A

I-3 Reportable

Yes

Contract
Modification

SN Story
Number/Date
Submitted

SN PA Story/Date
Submitted

Approval - CS/SP

Metrics Team

Review
98% of Forms CA-1, “Federal Notice of TraumaticInjury and Claim

Metric for Continuation of Pay/Compensation” or Form CA-2, “Notice of

1-3 Occupational Disease and Claim for Compensation”shall be
submitted to the OWCP no later than 10 business days after receipt
of notice from employee.

Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR
b. Category: WORKERS COMPENSATION
c. Subcategory: Traumatic Injury or Occupational Injury
2. CALENDAR USED: NSSC Business Days
3. TRIGGER/START CONDITION: Metric should calculate when either
- Claim Form Submitted to DOL date is entered
- Claim Received Date is entered
- If either the Date Package Sent to DOI field or Claim Received
Date field on the Functional Detail should change,
the metric should re-calculate based on the new
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: Case Closed Incomplete or Case does not
have a Functional Detail
6. MET CONDITION: <I1 business days from the Claim Received Date
field to the Submitted to DOL Date field saved on the Workers' Comp
Functional Detail
7. FILTER CONDITION: N/a
8. Additional Criteria: HISTORICAL REFERENCE : STRY 0024913 |
STRY0151206
- Output: Met/Not Met Stacked bar chart by Center
Applies To: Cases with - Workers Compensation FD (value) Claim Type
is (CAl or CA2)
Detail should change, the metric should re-calculate based on the new
date(s) and the Metric Report should update.

ACCEPTANCE CRITERIA:
Placement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Workers Compensation

Dashboard Group: Performance And Utilization - Internal / Performance And
Utilization ( Both Internal & External )

Data Source Table: Metric [metric_instance]

9/28/2022 Page 4 of 9



ServiceNow Requirements NASA Shared Services Center

Name of Analytic: HR — Workers' Compensation CA1 and CA2 Forms Submitted to DOL
on Time (I-3 3.2.20.1)

Dates to show trend: Metric Date on Last Month
Frequency: Monthly

Existing Reports: HR — Workers' Compensation CA1 and CA2 Forms Submitted to DOL
on Time (I-3 3.2.20.1)

SLI Percentage Calculation:
If the metric calculation is =>98%, the PM is met
If the metric calculation is <98%, the PM is not met
Conditions:
Definition Name: CA-1 And CA-2 Forms Submitted On Time
Stoplight is displayed at the top of the Analytic
Created on Last Month

Type of Visualization:
Bar Graph — Displays Count for the Month
Y -axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the PM)

Hover Over Information: 98% of Forms CA-1, "Federal Notice of Traumatic Injury and
Claim for Continuation of Pay/Compensation" or Form CA-2, "Notice of Occupational
Disease and Claim for Compensation" shall be submitted to the OWCP no later than 10
business days after receipt of notice from employee.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Analytic: HR — Workers' Compensation CA1 and CA2 Forms
Submitted to DOLon Time (I-3 3.2.20.1)

Input Parameters

A. INTERNAL
1. P&U INT HR Workers Compensation CA1 and CA2 Forms
Submitted to DOL on Time - Monthly
2. P&U INT HR Workers Compensation CAl1 and CA2 Forms
Submitted to DOL on Time - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Workers Compensation CA1 and CA2 Forms
Submitted to DOLon Time

2. P&U EXT HR Workers Compensation CA1 and CA2 Forms
Submitted to DOL on Time - Met

Output
Parameters

A. INTERNAL

1. HR - Workers Compensation CA1 and CA2 Submitted to
DOL on Time (I-3 3.2.20.1)

2. WCCA-1and CA-2to DOL - Monthly PM
B. EXTERNAL

1. HR - Workers Compensation CAl and CA2 Submitted to
DOL on Time (I-33.2.20.1)

2. WCCA-1and CA-2to DOL - Monthly PM

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Workers Compensation

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization (
Both Internal & External )

External2

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Workers Compensation

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization (
Both Internal & External )

Data Source Table: Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR — Workers' Compensation CA1 and CA2
Forms Submitted to DOL on Time (I-3 3.2.20.1)

Name of Analytic on External Dashboard: HR — Workers' Compensation CA1 and CA2
Forms Submitted to DOL on Time (I-3 3.2.20.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Percentage Calculation:
If the metric calculation is =>98%, the PM is met
If the metric calculation is <98%, the PM is not met
Conditions:
Definition Name: CA-1 And CA-2 Forms Submitted On Time

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: -
Hover Over Information: 98% of Forms CA-1, "Federal Notice of Traumatic Injury and
Claim for Continuation of Pay/Compensation" or Form CA-2, "Notice of Occupational
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Disease and Claim for Compensation" shall be submitted to the WCP no later than 10
business days after receipt of notice from employee.

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: no change date
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions:
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Workers Comp Forms — CA-7

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.20.1

Perfo.rmance Workers' Compensation
Area:

SO/SME HR Service Office Manager
TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date STRY0318219
Submitted

SN PA Story/Date _Aaa

Submitted 2018-04-24

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of Forms CA-7 “Claim for Compensation” shall be submitted to
the OWCP no later than 5 business days after receipt of claim from
employee.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR
b. Category: WORKERS COMPENSATION
c. Subcategory: Traumatic Injury or Occupational Injury
2. CALENDAR USED: NSSC Calendar Days
3. TRIGGER/START CONDITION: CA7 was filed and would enter the
date on the FD
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: CA7 Sent To Claimant date on Functional
Detail is null/blank
6. MET CONDITION: CA7 Sent To Claimant date from Functional Detail
is within 7 calendar days of End of COP date from Functional Detail
7. FILTER CONDITION: n/a
8. Additional Criteria: Applies To: Cases of Category WORKERS
COMPENSATION
Performance Standard: 100% Met
REPORT DISPLAY for "CA-7 Forms Provided To Employee On Time"
shows a Met/Not Met stacked bar chart by Center

ACCEPTANCE CRITERIA:
Placement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Workers Compensation

Dashboard Group: Performance And Utilization - Internal / Performance And
Utilization ( Both Internal & External )

Data Source Table: Metric [metric_instance]
Name of Analytic: HR -WC CA-7 Submitted to DOL On Time (I-3 3.2.20.1)
Dates to show trend: Created on Last Month

Frequency: Monthly
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Existing Reports: HR -WC CA-7 Submitted to DOL On Time (I-3 3.2.20.1)

PM Percentage Calculation:
If the metric calculation is => 98% within 5 business days, the PM is met
If the metric calculation is < 98% withing 5 business days, the PM is not met
Conditions
Definition Name: CA-7 Forms Submitted to DOL On Time
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the PM)

Hover Over Information: 98% of Forms CA-7 "Claim for Compensation" shall be
submitted to the OWCP no later than 5 business days after receipt of claim from employee.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Analytic: HR -WC CA-7 Submitted to DOL On Time (I-3 3.2.20.1)

Input Parameters

A. INTERNAL
1. P&U INT HR WC CA-7 Submittedto DOL - Monthly
2. P&U INT HR WC CA-7 Submittedto DOL - Met - Monthly
B. EXTERNAL
1. P&U EXT HR WC CA-7 Submitted to DOL - Last Month
2. P&U EXT HR WC CA-7 Submitted to DOL - Met - Last
Month

Output A. INTERNAL
Parameters 1. HR-WC CA-7 Submitted to DOLOn Time (I-33.2.20.1)
2. WCCA-7to DOL - Monthly PM
B. EXTERNAL
1. HR-WC CA-7 Submitted to DOLOn Time (I-33.2.20.1)
2. WCCA-7to DOL - Monthly PM
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Workers Compensation

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization (
Both Internal & External )

External2

Dashboard: P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both
internal & External )

Dashboard Tab: Workers Compensation

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization (
Both Internal & External )

Data Source Table: Metric [metric_instance]

Name of Analytic on Internal Dashboard: HR-WC CA-7 Submitted to DOL On Time (I-3 3.2.20.1)
Name of Analytic on External Dashboard: HR -WC CA-7 Submitted to DOL On Time (I-3 3.2.20.1)

Dates to show trend: Created on Last Month
Frequency: Monthly

PM Percentage Calculation:
If the metric calculation is => 98% within 5 business days, the PM is met
If the metric calculation is <98% withing 5 business days, the PM is not met
Conditions
Definition Name: CA-7 Forms Submitted to DOL On Time
Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - 98% of Forms CA-7 "Claim for Compensation" shall be
submitted to the OWCP no later than 5 business days after receipt of claim from employee.

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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NSSC ServiceNow — Human Resources Metrics and
Utilization

Employee Notices

Document Version V1.1

Date Last Modified 07/28/2022

Reference: Contract Attachment 1-26 Business Rules

NASA Shared Services Center
Building 1111, Jerry Hlass Road
Stennis Space Center, MS 39529




ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No Changes Made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

J.3_FA_PWS Element_Metric: Employee Notices

Global Setting:

Y/N g Yes

Functional Area: | HR

PWS Section: 3.2.1.5

ngl;o:rmance Employee Notices
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

J-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date e
Submitted STRY0306542/ 2018-03-07

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of employee notices are published in accordance with
regulations by the negotiated timeline.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a.
b. Category
c. Subcategory
. CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

03 ON DN KW

Field Values:

Sub Doc:
Calculated Age
Start:

End:

Metric Date:
Metric Start:
Pending Duration:
Business Duration:
Duration:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Notices, On-Boarding, Leave Pgrm

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: Employee Notices - Published in Accordance with Negotiated Timeline (J-3-3.2.1.5)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR - Employee Notices - Published in Accordance with Negotiated Timeline (J-3-3.2.1.5)

Dates to showtrend: Created on last month

Frequency: Monthly

9/28/2022 Page 4 of 9



ServiceNow Requirements NASA Shared Services Center

PM: (Formula)

Countof completed Employee notices processed in less than the negotiated timeline
Countof completed Employee notices processed in more than the negotiated timeline
Conditions:

Definition is Employee Notices Published in Accordance

Created on Last Month

Value does notcontain Excluded

OR Value is empty

PM Percentage Calculation =Countof completed Employee notices processed in less than the negotiated
timeline/Total employee notices processed

* If the metric calculation is => 98%, the PM is met
* If the metric calculation is <98%, the PM is not met
« Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countofmet and notmet
Met and Not Met

By Center

PM Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should show the percentage on the leftand the counts on theright

« Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

* Add a thresholdline (PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 98% of employeenotices are published in accordance with regulations by the negotiated
timeline.wasPlacement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard
Dashboard Group: P& U - HR PM Dashboard
Dashboard Tab: Notices, On-Boarding, Leave Pgrm

Name of Analytic: Employee Notices - Published in Accordance with Negotiated Timeline (J-3-3.2.1.5)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR - Employee Notices - Published in Accordance with Negotiated Timeline (J-3-3.2.1.5)

Dates to showtrend: Created on last month
Frequency: Monthly

PM: (Formula)

Countof completed Employee notices processed in less than the negotiated timeline
Countof completed Employee notices processed in more than the negotiated timeline
Conditions:

Definition is Employee Notices Published in Accordance

Created on Last Month

Value does notcontain Excluded

OR Value is empty
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PM Percentage Calculation =Countof completed Employee notices processed in less than the negotiated
timeline/Total employee notices processed

« If the metric calculation is => 98%, the PM is met
« If the metric calculation is <98%, the PM is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countofmet and notmet
Met and Not Met

By Center

PM Calculation —Placed above the existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

 y-axis should showthe percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthechart.

» Add a threshold line (PM)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current PM score with Met or Not-Met

Hoverover: 98% of employeenotices are published in accordance with regulations by the negotiated
timeline.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR - Employee Notices - Published in Accordance with Negotiated Timeline (J-3 -
3.2.1.5)

Report Content

Employee Notices - Published in Accordance with Negotiated
Timeline (J-3-3.2.1.5)

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS
A. INTERNAL
1. P&U INT HR Employee Notices - Monthly
2. P&U INT HR Employee Notices - Met - Monthly
B. EXTERNAL
1. P&U EXT HR Employee Notices - Last Month
2. P&U EXT HR Employee Notices - Met - Last Month
3. FORMULA INDICATORS
A. INTERNAL
1. HR - Employee Notices - Published >= 98%
B. EXTERNAL

Input Parameters | ; iz - Empioyee Notices - Published >= 98%

Output 6. WIDGETS

Parameters A. INTERNAL
1. Employee Notices-Published in Accordance with Negotiated Timeline(J-3 - 3.2.1.5)
2. Employee Notices - Monthly PM
3. P&U Notices OnBoarding Leave Pgrm Stoplight Scores Monthly
B. EXTERNAL
1. Employee Notices-Published in Accordance with Negotiated Timeline(J-3 - 3.2.1.5)
2. Employee Notices - Monthly PM
3. P&U Notices OnBoarding Leave Pgrm Stoplight Scores Monthly
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Notices, On-Boarding, Leave Pgrm

External2

Dashboard Name: P& U - HR PM Dashboard

Dashboard Group: Performance And Utilization

Dashboard Tab: Notices, On-Boarding, Leave Pgrm
Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: Employee Notices - Published in Accordance with
Negotiated Timeline (J-3- 3.2.1.5)

Name of Analytic on External Dashboard: Employee Notices - Published in Accordance with
Negotiated Timeline (J-3- 3.2.1.5)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: No changes made
Description of Change:
Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metric

9/28/2022 Page 2 of 8



ServiceNow Requirements
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Development of Information
Materials

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.1.6

Performance Information Materials
Area:

SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date e
Submitted STRY0306598 / 2018-03-07

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of materials developed are accurately produced in accordance
with the customer requirements and NASA styles.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR Cases
b. Category DEV_OF INFO MATERIALS
c. Subcategory
2. CALENDAR USED N/A
3. TRIGGER/START CONDITION: If the case status is set to Closed
complete or Closed incomplete
4. PAUSE CRITERIA: N/A
5. EXCLUSION CRITERIA: N/A
6. MET CONDITION: Upon Case completion, the Customer Approval
Required field on the Functional Details is checked and the Final Product
Approved By Customer field is checked.
7. FILTER CONDITION: This report should have a filter condition that
default to records closed during ("on") the last month; users should be able
to change the report to use a "between" date range.
8. Additional Criteria:

ACCEPTANCE CRITERIA:

Placement/ Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Info Materials & Military Deposits

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External )

Name of Analytic: HR - Information Materials Finalized and Distributed On Time (I-3 3.2.1.6)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR - Information Materials Finalized and Distributed On Time (I-3 3.2.1.6)

Dates to showtrend: Created on last month
Frequency: Monthly

PM: (Formula)

Countof completed information Materials Finalized and Distributed On Time, processed in due date
negotiated with the requester

Countof completed information Materials Finalized and Distributed On Time, processed after the due date
negotiated with the requester

Conditions:
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Definition is Information Materials Finalized And Distributed
Created on Last month
Value does notcontain excluded

PM Percentage Calculation =Countof Met/Total * 100 (for each reportingmonth)

« If the performance measure metric calculation is => 95%, the SLI is met
« If the performance measure metric calculation is <95%, the SLI is not met
« Stoplightis displayed atthe top ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<= and >

* Breakdown will have the two categories:
Met and Not Met

By Center

PM Calculation —Placed abovethe existing Bar Graph

» Breakdown the metric score by month for currentFY to last month

» y-axis should show the percentage on the leftand the counts on theright

» Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI data
points high onthechart.

* Add a thresholdline (for the SLI)

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met

Hoverover: 95% materials developed arefinalized and distributed by the due date negotiated with the
requester.

Was Placement / Location:

Dashboard:P & U - Internal - HR PM Dashboard /P & U - HR PM Dashboard ( Both internal & External )
Dashboard Tab: Info Materials & Military Deposits

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both Internal &
External)

Name of Analytic: HR - Information Materials Finalized and Distributed On Time (I-3 3.2.1.6)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR - Information Materials Finalized and Distributed On Time (I-3 3.2.1.6)

Dates to showtrend: Created on last month
Frequency: Monthly

PM: (Formula)

Countof completed information Materials Finalized and Distributed On Time, processed in due date
negotiated with the requester

Countof completed information Materials Finalized and Distributed On Time, processed after the due date
negotiated with the requester

Conditions:

Definition is Information Materials Finalized And Dist

Created on Last month

Value does notcontain excluded

PM Percentage Calculation =Countof completed Change of Station Travel Vouchers by center, processed in
15 Days or less/Total Change of Station
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« If the performance measure metric calculation is => 95%, the SLI is met
« If the performance measure metric calculation is <95%, the SLI is not met
» Stoplightis displayed atthetop ofthe top ofthe Analytic

Type of Visualization:

Bar Graph —Displays Countof<= and >

* Breakdown will have the two categories:
Met and Not Met

By Center

PM Calculation —Placed abovethe existing Bar Graph

* Breakdown the metric score by month for currentFY to last month

 y-axis should showthe percentage on the leftand the counts on theright

 Also with the percentages being on theleft, adjusting the percentage range to have the monthly SLI data
points high onthe chart.

* Add a thresholdline (for the SLI)

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met

Hover over: 95% materials developed arefinalized and distributed by the due date negotiated with the
requester.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR - Information Materials Finalized and Distributed On Time (I-3 3.2.1.6)

Report Content

HR - Information Materials Finalized and Distributed On Time

Input Parameters

1. INDICATOR SOURCES
a. P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&U INT HR Info Materials Finalized Distributed - Monthly

2. P&U INT HR Info Materials Finalized Distributed - Met - Monthly

B. EXTERNAL

1. P&U EXT HR Info Materials Finalized Distributed - Last Month

2. P&U EXT HR Info Materials Finalized Distributed - Met - Last Month

3. FORMULA INDICATORS
A. INTERNAL

1. HR - Information Materials Finalized and Distributed >=95%
B. EXTERNAL

2. HR - Information Materials Finalized and Distributed >=95%

Output
Parameters

6. WIDGETS
A. INTERNAL

1. HR - Information Materials Finalized and Distributed On Time (-3 3.2.1.6)

2. P&U HR Info Materials & Military Deposits Stoplight Scores Monthly
3. Information Materials - Monthly PM
B. EXTERNAL

1. HR - Information Materials Finalized and Distributed On Time (I-3 3.2.1.6)

2. P&U HR Info Materials & Military Deposits Stoplight Scores Monthly
3. Information Materials - Monthly PM

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: Info Materials & Military Deposits

External2

Dashboard Name: P& U - HR PM Dashboard

Dashboard Group: Performance And Utilization

Dashboard Tab: Info Materials & Military Deposits
Data Source Table Metric[metric_instance]

Name of Analytic on Internal Dashboard: HR - Information Materials Finalized and Distributed On
Time (I-3 3.2.1.6)
Name of Analytic on External Dashboard: HR - Information Materials Finalized and Distributed On
Time (I-3 3.2.1.6)

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Off-site Training Purchases
(documentation)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.2

Zigi;o.rmance Off-site Training Purchases (documentation)
SO/SME TBD

TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0657255/ 07/28/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of registration and procurement documentation shall be
completed accurately within 5 business days of approved training
request.

Tech Doc
Location/Date
Archived

07/29/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
2. CALENDAR USED
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION:
7. FILTER CONDITION:
8. Additional Criteria:

Metric Definition:
3.2.22.2 — Offsite Training Purchases (documentation):

[-3: 90% of registration and procurement documentation shall be completed accurately
within 5 business days of approved training request.
Calendar Used: NSSC Business Days

When the Topic Category is "Training Administration", Topic Detail is "Offsite Training"
and HR Service is "Non-Academic NSSC Purchase", calculate the difference between the
"Funding Approval Date" and the "Payment/Registration Submitted On" and if it is less
than 6 NSSC business days (exclude non business days), minus pending time then set the
metric record to "MET".

When the Topic Category is "Training Administration", Topic Detail is "Offsite Training"
and HR Service is one of "Academic NSSC Purchase", or "Academic NSSC Purchase
w/book reimbursement” calculate the difference between the "Academic Approval Date"
and the "Academic Authorization Submitted On" and if it is less than 6 NSSC business
days (exclude non business days), minus pending time then set the metric record to
HMET".

Note: Metric record should be generated upon saving the "Payment/Registration Submitted
On" or "Academic Authorization Submitted On". Allow manual refiring of metric record.
Exclude all cases with a status of "Closed Incomplete"

07/29/2022 Page 4 of 7



ServiceNow Requirements NASA Shared Services Center

METRIC REPORT -

* Table =metric_instance
* Barchart
* Aggregation = Count
* Grouped by Funding Center Abbrv
+ Stacked by Met/ Not Met
» Display Grid
- Grid display totals for "Met" and "Not Met" and include percentages. Model after
the breakout by Center now but provide for overall.
* Metric Definition "METRIC-DEFINITION-NAME-HERE "
* Metric Date on Last month
* Metric instance value does not contain Excluded
* Order by Funding Center Abbrv
Name of Report: 3.2.22.2 - Training Admin Offsite Training Purchases (documentation)

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content
3.2.22.2 - Training Admin Offsite Training Purchases
(documentation)

Input Parameters | DEVELOPMENT:

1. INDICATOR SOURCES
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a.P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A. INTERNAL

1. P&UINT HR Off Site Training- Monthly

2. P&UINT HR Off Site Training - Met - Monthly

B. EXTERNAL

1. P&UEXT HR Off Site Training - Last Month

2. P&UEXT HR Off Site Training - Met - Last Month

3. FORMULA INDICATORS

A. INTERNAL

1. HR - Off Site Training>=90%
B. EXTERNAL

2. HR - Off Site Training>=90%

Output
Parameters

6. WIDGETS

A.INTERNAL

1. HR Off Site Training-Purchasing And Registration On Time (13-3.2.22.2)
2. Off Site Training - Monthly SLI

B. EXTERNAL

1. HR Off Site Training-Purchasing And Registration On Time (I3-3.2.22.2)
2. Off Site Training - Monthly SLI

07/29/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:

Data Source Table Metric

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

07/29/2022
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Off-site Training Purchases
(information data requests)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.2

Zigi;o.rmance Off-site Training Purchases (information data requests)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0664585/ 08/10/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of completed Information Data Requests (IDR Form 0063)
received at the NSSC are forwarded to NSSC Financial Management
Division within 3 business days.

Tech Doc
Location/Date
Archived

7/29/22
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
2. CALENDAR USED
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION:
7. FILTER CONDITION:
8. Additional Criteria:

Metric Definition

3.2.22.2 - Off-site Training Purchases (information data requests)

*  90% of completed Information Data Requests (IDR Form 0063) received at the NSSC
are forwarded to NSSC Financial Management Division within 3 business days.

New Metric Report:

o Table=metric_instance

o Report Title/Name: "3.2.22.2 - HRSD Training Administration Recoupment Action
(IDR) - PM"

o Barchart

o Aggregation = Count

o Grouped by Funding Center

o Stacked by Met/ Not Met

o Display Grid - Additionally provide total of Met vs. Not Met with count and
percentage below current display grid.

o Metric Definition

Topic Category — Training Administration; Topic Detail - Offsite Training; HR Service is
one of Non-Academic NSSC Purchase; Academic NSSC Purchase; Academic NSSC
Purchase w/book reimbursement; Non-Academic Reimbursement; or Academic
Reimbursement; fire metric when "Escalation Type" is set to "Recoupment" on the
Escalation/Recoupment tab, then calculate the time lapse between "Recoupment Action
Required" date and "Recoupment Action Sent to FM" on FD using NSSC Business Day
rules, minus pending time. Less than 4 NSSC business days =Met; Equal to or more than 4
NSSC business days = Not Met

o Metric Date on Last month
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0 Metric instance value does not contain Excluded
o Sort/Order by Funding Center in alpha A to Z order

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group
Dashboard Tab

Data Source Table Metrics

Name of Analytic on Internal Dashboard
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is = 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

7/29/22
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Off-site Training Purchases (notices)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.2

Zigi;o.rmance Off-site Training Purchases (notices)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0664560/ 07/28/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of registration confirmation notices shall be sent to the
employee, managerand HR POC within 2 business days of
completed registration.

Tech Doc
Location/Date
Archived

07/29/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
.MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N Dn B~ WD

Metric Definition:

3.2.22.2 - Off-site Training Purchases (notices)

*  90% of registration confirmation notices shall be sent to the employee, manager and
HR POC within 2 business days of completed registration.

New Metric Report:

Table = metric_instance

Report Title/Name: "3.2.22.2 — HRSD Training Administration Purchase Notices - PM
Bar chart

Aggregation = Count

Grouped by Funding Center

Stacked by Met/ Not Met

Display Grid - Additionally provide total of Met vs. Not Met with count and
percentage below current display grid.

o Metric Definition

o Topic Category: Training Administration, Topic Detail: Offsite Training HR Service
is: "Non-Academic NSSC Purchase", then measure the time lapse between
"Payment/Registration Submitted On" and "Payment/Registration Notification Sent" on
FD using NSSC Business Day rules, minus pending time. Less than 3 NSSC business days
= Met; Equal to or more than 3 NSSC business days =Not Met (Note: A dependency story
will need to be submitted to have the "Payment/Registration Notification Sent" field
populated when the case fires the email)

o -OR-

o Topic Category: Training Administration, Topic Detail: Offsite Training HR Service is
one of the following: "Academic NSSC Purchase" or "Academic NSSC Purchase w/book

©C OO0 O o o0 O
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reimbursement”, then measure the time lapse between "Academic Authorization Submitted
On" and "Academic Authorization" Notification Sent on FD using NSSC Business Day
rules, minus pending time. Less than 3 NSSC business days = Met; Equal to or more than 3
NSSC business days = Not Met

o Metric Date on Last month

0o Metric instance value does not contain Excluded

o Sort/Order by Funding Center in alpha A to Z order

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content
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Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:

Data Source Table Metrics

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is = 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

07/29/2022
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/22

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

1.3_FA_PWS Element_Metric: Off-site Training Purchases (SF-182s)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.2

Xﬁggo.rmance Off-site Training Purchases (SF-182s)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0664578 & STRY0856241 / 08/10/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of completed SF-182's submitted to the NSSC for
reimbursement shall be completed accurately within 3 business
days of receipt.

Tech Doc
Location/Date
Archived

07/29/22
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
2. CALENDAR USED
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION:
7. FILTER CONDITION:
8. Additional Criteria:

Metric Definition:

3.2.22.2 - Off-site Training Purchases (SF-1825s)
e 90% of completed SF-182's submitted to the NSSC for reimbursement shall
be completed accurately within 3 business days of receipt.

New Metric Report:

o0 Table = metric_instance

o ReportTitle/Name: "3.2.22.2 - HRSD Training Administration Offsite
Reimbursement SF-182s - PM"

0 Barchart

o0 Aggregation = Count

o Grouped by Funding Center

o0 Stacked by Met / Not Met

Display Grid - Additionally provide total of Met vs. Not Met with count and
percentage below current display grid.

0 Metric Definition

Topic Category — Training Administration: Topic Detail - Offsite Training; HR
Service is on of : "Non-Academic Reimbursement" or "Academic
Reimbursement", then measure the time lapse between "Funding Approval
Date" and "NSSC SF182 Approval Date" on FD using NSSC Business Day rules,
minus pending time. Less than 4 NSSC business days = Met; Equal to or more
than 4 NSSC business days = Not Met

0 Metric Date on Last month

0 Metric instance value does not contain Excluded

(o]
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o Sort/Order by Funding Center in alpha A to Z order

Update Metric or Report: 3.2.22.2 - HRSD Training Administration Offsite
Reimbursement SF-182s - PM
(Ref. STRY0664578)

Topic Category: Training Administration
Topic Detail: Offsite Training

HR Service: Non-Academic Reimbursement
Measure the time lapse between "Funding Approval Date" and "NSSC SF182
Approval Date"

OR

HR Service: Academic Reimbursement
Measure the time lapse between "Academic Approval Date" and "NSSC SF182
Approval Date"

using NSSC Business Day rules, minus pending time.

Less than 4 NSSC business days = Met; Equal to or more than 4 NSSC
business days = Not Met
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:

Data Source Table Metric

Name of Analytic on Internal Dashboard
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is = 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

07/29/22
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: On-site Training Purchases Lead time
for new award under $25,000

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.3

Zigi;o.rmance On-site Training Purchases Lead time for new award under $25,000
SO/SME TBD

TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0672863/ 08/22/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of on-site training actions (less than or equal to $25,000) are
awarded within 10 business days of receipt of a complete purchase
request package

Tech Doc
Location/Date
Archived

07/29/22
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
.MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N Dn B~ WD

Metric Definition
3.2.22.3 — Onsite Training Purchase Lead time for new award under $25,000:

[-3:90% of on-site training actions (less than or equal to $25,000) are awarded within 10
business days of receipt of a complete purchase request package.

Calendar Used: NSSC Business Days - (8:00am - 4:30pm)
PDC0001342

When the Topic Category is "Training Administration", Topic Detail is "Onsite Training"
and HR Service is one of "Purchase Course w/SATERN Course Mgt. Support"; "Purchase
Course w/Market Research & SATERN Support"; or "Purchase Training Tools", and the
"Amount Purchased" is less than or equal to $24,999, then calculate the difference between
the "Course POC Final Confirmation" and the "Final Award Issued", minus pending time;
if it is less than 11 NSSC business days (exclude non business days), set the metric record
to "MET", otherwise "NOT MET".

Note: Metric record should be generated upon saving the "Final Award Issued" and
validation that the "Funding Center" field is populated on the HR Service. Allow manual
refiring of metric record. Exclude all cases with a status of "Closed Incomplete"

METRIC REPORT -
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Report Name: 3.2.22.3 — HRSD Onsite Training Admin Lead time for new award under
$25,000 (SLI)
* Table =metric_instance
* Barchart
* Aggregation = Count
* Grouped by Funding Center
» Stacked by Met/ Not Met
» Display Grid
- Grid display totals for "Met" and "Not Met" and include percentages. Model after
the breakout by Center now, but provide for tally for overall of total count of "Met" vs
"Not Met" and percentages
* Metric Definition "METRIC-DEFINITION-NAME-HERE "
* Metric Date on Last month
* Metric instance value does not contain Excluded
* Order by Funding Center
Created Metric Definition:
Created Business Rule to calculate/re-calculate/store metric (allows for refiring): Calculate
Offsite Training Purchases Metric
Created Report:
Created Fix Script: Onsite Training Purchases To Date to capture metric for existing
records which already meet trigger criteria

Split Analytic into STRY 0720947
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

07/29/22
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/22

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: On-site Training Purchases Lead time
for new award under $25,000

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.3

Zigi;o.rmance On-site Training Purchases Lead time for new award under $25,000
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0672778/ 08/22/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of award packages are prepared for Contracting Officer's
action and signature within 7 business days of receipt of the
complete technical package.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
.MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N Dn B~ WD

Metric Definition:

3.2.22.3 - On-site Training Purchases Lead time for new award under $25,000
*  90% of award packages are prepared for Contracting Officer's action and signature
within 7 business days of receipt of the complete technical package.

Calendar Used: NSSC Business Days

*  Metric Definition:

When the Topic Category is "Training Administration", Topic Detail is "Onsite Training"
and HR Service is one of "Purchase Course w/SATERN Course Mgt. Support"; "Purchase
Course w/Market Research & SATERN Support"; or "Purchase Training Tools", and the
"Amount Purchased" is less than or equal to $24,999, then calculate the difference between
the "Course POC Final Confirmation" and the "Complete Package Sent" minus pending
time; if it is less than 8 NSSC business days (exclude non business days), minus pending
time then set the metric record to "MET", otherwise "NOT MET".

Note: Allow metric to refire when the "Complete Package Sent" is updated and saved.

Report Details:

o Table =metric_instance

o Report Title/Name: 3.2.22.3 — HRSD Onsite Training Admin Lead time for new
awards under $25,000 - (PM)

o Barchart

o Aggregation = Count
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o Grouped by Funding Center

o Stacked by Met/ Not Met

o Display Grid - Grid display totals for "Met" and "Not Met" and include percentages.
Model after the breakout by Center now, but provide for tally for overall of total count of
"Met" vs "Not Met" and percentages

o Metric Definition

When the Topic Category is "Training Administration", Topic Detail is "Onsite Training"
and HR Service is one of "Purchase Course w/SATERN Course Mgt. Support"; "Purchase
Course w/Market Research & SATERN Support"; or "Purchase Training Tools", and the
"Amount Purchased" is less than or equal to $24,999, then calculate the difference between
the "Course POC Final Confirmation" and the "Complete Package Sent" minus pending
time; if it is less than 8 NSSC business days (exclude non business days), minus pending
time then set the metric record to "MET", otherwise "NOT MET".

0o Metric Date on Last month

0 Metric instance value does not contain Excluded

o Order by Funding Center in alpha A to Z order

Split Analytic into STRY0720933
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab

Data Source Table Metric

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

9/28/2022
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OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: On-site Training Purchases Lead time
for new awards over $25,000

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.4

Zigi;o.rmance On-site Training Purchases Lead time for new awards over $25,000
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0672780/ 8/22/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of award packages are prepared for Contracting Officer's
action and signature within 25 business days of receipt of the
complete technical package.

Tech Doc
Location/Date
Archived

7/29/2022
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ServiceNow Requirements NASA Shared Services Center

ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
2. CALENDAR USED
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION:
7. FILTER CONDITION:
8. Additional Criteria:

Metric Definition:
3.2.22.4 - On-site Training Purchases Lead time for new awards over $25,000

*  90% of award packages are prepared for Contracting Officer's action and signature
within 25 business days of receipt of the complete technical package.

» Calendar Used: NSSC Business Days

When the Topic Category is "Training Administration", Topic Detail is "Onsite Training"
and HR Service is one of "Purchase Course wW/'SATERN Course Mgt. Support"; "Purchase
Course w/Market Research & SATERN Support"; or "Purchase Training Tools", and the
"Amount Purchased" is more than or equal to $25,000, then calculate the difference
between the "Course POC Final Confirmation" and the "Complete Package Sent", minus
pending time; if it is less than 26 NSSC business days (exclude non business days), minus
pending time then set the metric record to "MET", otherwise "NOT MET".

Note: Allow metric to refire when the "Complete Package Sent" is updated and saved.
Report Details:

o Table =metric_instance
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o Report Title/Name: 3.2.22.4 — HRSD Onsite Training Admin Lead time for new
awards over $25,000 - (PM)

o Barchart

o Aggregation = Count

o Grouped by Funding Center

o Stacked by Met/ Not Met

o Display Grid: Grid display totals for "Met" and "Not Met" and include percentages.
Model after the breakout by Center now, but provide for tally for overall of total count of
"Met" vs "Not Met" and percentages

o Metric Definition — When the Topic Category is "Training Administration", Topic
Detail is "Onsite Training" and HR Service is one of "Purchase Course w/SATERN
Course Mgt. Support"; "Purchase Course w/Market Research & SATERN Support"; or
"Purchase Training Tools", and the "Amount Purchased" is more than or equal to $25,000,
then calculate the difference between the "Course POC Final Confirmation" and the
"Complete Package Sent", minus pending time; if it is less than 26 NSSC business days
(exclude non business days), minus pending time then set the metric record to "MET",
otherwise "NOT MET".

o  Metric Date on Last month

o Metric instance value does not contain Excluded

o Order by Funding Center in alpha A to Z order

Split Analytic into STRY 0720942
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:

Data Source Table Metric

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:
Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month

Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

7/29/2022
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: On-site Training Purchases Lead time
for new awards over $25,000

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.4

Zigi;o.rmance On-site Training Purchases Lead time for new awards over $25,000
SO/SME TBD

TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0673511/ 08/24/2022

Approval - CS/SP

Metrics Team
Review

Metric
I-3

90% of on-site training actions (greater than $25,000) are awarded
within 30 business days of receipt of a complete purchase request
package.

Tech Doc
Location/Date
Archived

7/29/22
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
.MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N Dn B~ WD

Metric Definition:
3.2.22.4 — Onsite Training Purchase Lead time for new award over $25,000:

I-3: 90% of on-site training actions (greater than $25,000) are awarded within 30 business
days of receipt of a complete purchase request package.
Calendar Used: NSSC Business Days

When the Topic Category is "Training Administration", Topic Detail is "Onsite Training"
and HR Service is one of "Purchase Course w/SATERN Course Mgt. Support"; "Purchase
Course w/Market Research & SATERN Support"; or "Purchase Training Tools", and the
"Amount Purchased" is more than or equal to $25,000, then calculate the difference
between the "Course POC Final Confirmation" and the "Final Award Issued" minus
pending time; if it is less than 31 NSSC business days (exclude non business days), minus
pending time then set the metric record to "MET", otherwise "NOT MET".

Note: Metric record should be generated upon saving the "Final Award Issued" and
validation that the "Funding Center" field is populated on the FD. Allow manual refiring of
metric record. Exclude all cases with a status of "Closed Incomplete"

METRIC REPORT -

Report Name: 3.2.22.4— HRSD Onsite Training Admin Lead time for new award over
$25,000 (SLI)

* Table =metric_instance

* Barchart

* Aggregation = Count
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* Grouped by Funding Center
» Stacked by Met/ Not Met
» Display Grid
- Grid display totals for "Met" and "Not Met" and include percentages. Model after
the breakout by Center now, but provide for tally for overall of total count of "Met" vs
"Not Met" and percentages
*  Metric Definition "METRIC-DEFINITION-NAME-HERE "
* Metric Date on Last month
* Metric instance value doesnot contain Excluded
* Order by Funding Center
Created Metric Definition:
Created Business Rule to calculate/re-calculate/store metric (allows for refiring): Calculate
Offsite Training Purchases Metric
Created Report:
Created Fix Script: Onsite Training Purchases To Date to capture metric for existing
records which already meet trigger criteria

Split Analytic into STRY 0720952
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

7/29/22
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A — Work Instructions
If applicable:

If thisisbeing updated as the result of aChange, please provide thefollowing
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy ServiceNow
into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/T ransactions: Metrics
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ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I1-3_FA_PWS Element_Metric: Administration and Oversight of the
Agency Learning Management System (course offerings)

Global Setting:

YIN Yes

Functional Area: HR

PWS Section: 3.2.22.5

Performance Administration and Oversight of the Agency Learning Management
Area: System (course offerings)
SO/SME TBD

TYPE:

sL/PmiOoTHER | PM

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I1-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date | g1y 0673522 /08/24/2020
Submitted

Approval — CS/SP

Metrics Team
Review

Metric

90% of course offerings shall be updated on the list of training
requirements and schedule of course offerings within 5 business
days of completion of vendor procurement action.

Tech Doc
Location/Date
Archived

07/29/22
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ServiceNow Data — Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
. CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

O 1 O\ WD KWL

ACCEPTANCE CRITERIA: 3.2.22.5 - Administration and Oversight of the Agency
Learning Management System (course offerings)

*  90% of course offerings shall be updated on the list of training requirements and
schedule of course offerings within 5 business days of completion of vendor procurement
action.

Metric Definition:

Topic Category — Training Administration: Topic Detail - Onsite SAL Support; HR Service is :
"SATERN Course/Class Mgt. Support Purchase Related" then Calculate time lapse between "Final
Award Issued" and the first entry and saving of "Class ID #", minus pending time that occurs
between these two dates being captured, using NSSC Business Day rules. Less than 6 NSSC business
days =Met; Equal to or more than 6 NSSC business days =Not Met

Metric Date on Last month

Metric instance value doesnot contain Excluded

Metric Report:

Table = metric_instance

Report Title/Name: "3.2.22.3 -HRSD Training Administration Onsite - Course Offering - PM"

Bar chart

Aggregation = Count

Grouped by Funding Center

Stacked by Met/ Not Met

Display Grid - Additionally provide total of Met vs. Not Met with count and percentage below current
display grid.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

Input Parameters

Output
Parameters
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ServiceNow Data — Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is <90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: HR Learning Management - Post-
Course Products Available On Time (I-3: 3.2.2.2)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.2.2

Performance HR Learning Management - Post-Course Products Available On
Area: Time (I-3:3.2.2.2)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date | STRY0673554 / 08/24/2020
Submitted

Approval - CS/SP

Metrics Team
Review

Metric
I-3

98% of post course products (grades, modifications, rosters, etc)
are accurate, completed, and available no later than 3 business
days after completion of the course.

Tech Doc
Location/Date
Archived

07/29/22
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ServiceNow Requirements NASA Shared Services Center

ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
.MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N Dn B~ WD

Metric Definition:

3.2.2.2 - Administration and Oversight of the Agency Learning Management System
(Post-course data)

* 98% of post course products (grades, modifications, rosters, etc.) are accurate, completed
and available no later than 3 business days after completion of the course.

Metric Report:

o Table=metric_instance

o Report Title/Name: "3.2.2.2 -HRSD Training Administration Onsite & Offsite - Post-
course data - PM"

o Barchart

o Aggregation = Count

o Grouped by Funding Center

o Stacked by Met/ Not Met

o Display Grid - Additionally provide total of Met vs. Not Met with count and
percentage below current display grid.

o Metric Definition

For Topic Category — Training Administration, Topic Detail - Onsite SAL Support, HR
Service - SATERN Roster Processing Only: Calculate time lapse between "Case creation
Date" and "Roster Processing task is Resolved" using NSSC Business Day rules and
excluding Pending time. "Less than 4 NSSC business days = Met; Equal to or more than 4
NSSC business days = Not Met (ROSTER)

-OR-
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For Topic Category — Training Administration, Topic Detail - Onsite SAL Support, HR
Service is one of - SATERN Course/Class Mgt. Support Only or SATERN Course/Class
Mgt. Support Purchase Related: If a Modification task is created then calculate time lapse
between the Modification Task create date and the Modification Task resolved date using
NSSC Business Day rules and excluding Pending time. "Less than 4 NSSC business days
= Met; Equal to or more than 4 NSSC business days = Not Met (ONSITE SATERN
MODIFICATIONS)

-OR-

For Topic Category — Training Administration, Topic Detail Offsite Training, HR Service
is one of - Academic NSSC Purchase, Academic NSSC Purchase w/book reimbursement,
Academic Reimbursement: Calculate time lapse between "Training Attendance
Verification To Do Action Complete" and "Record Training Verification" task is resolved
using NSSC Business Day rules and excluding Pending time. "Less than 4 NSSC business
days =Met; Equal to or more than 4 NSSC business days = Not Met (GRADES)

0 Metric Date on Last month

0o Metric instance value does not contain Excluded
o Sort/Order by Funding Center in alpha A to Z order
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR Learning Management - Post-Course Products Available On
Report Content Time (I-3:3.2.2.2)

Input Parameters

Output
Parameters
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab:

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table

Name of Analytic on Internal Dashboard:
Name of Analytic on External Dashboard:

Dates to show trend: Created on Last Month
Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 98%, the SLI or PM is met
If the metric calculation is < 98%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

07/29/22
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:
Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change: 07/29/2022

Description of Change: Updated verbiage to reflect transition from legacy
ServiceNow into HR Service Delivery (HRSD).

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics

07/29/22 Page 2 of 7



ServiceNow Requirements

NASA Shared Services Center

REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I.3_FA PWS Element_Metric: Administration and Oversight of the
Agency Learning Management System (training data entry)

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.5

Performance Administration and Oversight of the Agency Learning Management
Area: System (training data entry)
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0664550/ 08/10/2020

Approval - CS/SP

Metrics Team
Review

Metric
I-3

95% of training data shall be entered accurately within 7 business
days of receipt.

Tech Doc
Location/Date
Archived

07/29/22
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a. HR cases
b. Category:
c. Subcategory :
2. CALENDAR USED:
3. TRIGGER/START CONDITION:
4. PAUSE CRITERIA:
5. EXCLUSION CRITERIA:
6. MET CONDITION:
7. FILTER CONDITION:
8. Additional Criteria:

Metric Definition:

3.2.22.5 - Administration and Oversight of the Agency Learning Management
System (training data entry)

95% of training data shall be entered accurately within 7 business days of
receipt.

Table = metric_instance

Report Title/Name: "3.2.22.5 -HRSD Training Administration Offsite - Training
Data Entry - PM"

Bar chart

Aggregation = Count

Grouped by Funding Center

Stacked by Met / Not Met

Display Grid - Additionally provide total of Met vs. Not Met with count and
percentage below current display grid.

For Topic Category — Training Administration; Topic Detail - Offsite Training;
and HR Service is one of the following:" No Cost or "Project-Funded @
Center", then measure the time lapse between "Funding Approval Date" and
"NSSC SF182 Approval Date" on FD using NSSC Business Day rules, minus
pending time. Less than 8 NSSC business days = Met; Equal to or morethan 8
NSSC business days = Not Met. Exclude cases that are "Closed Incomplete"
Metric Date on Last month

Metric instance value does not contain Excluded

Sort/Order by Funding Center in alpha A to Z order
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Name of Report:

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

3.2.22.5 -HRSD Training Administration Offsite - Training
Data Entry - PM

Input Parameters

Output
Parameters

07/29/22
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal
Dashboard Name:
Dashboard Group:
Dashboard Tab

External2
Dashboard Name:
Dashboard Group:
Dashboard Tab:
Data Source Table:

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 95%, the SLI or PM is met
If the metric calculation is < 95%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition

07/29/22
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ServiceNow Requirements NASA Shared Services Center

OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Online Course Management Support
Services

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.22.6

Zigi;o.rmance Online Course Management Support Services
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0315262/ 03/21/2018

Approval - CS/SP

Metrics Team

Review
; 90% of course updates shall be completed accurately within 5
Metric . - .
1-3 bgsmess days o_f receipt of course content and fu_n(_1| ng approval,
with the exception of Agency-wide mandated training.
Tech Doc
Location/Date
Archived
9/28/2022 Page 3 of 10
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template

9/28/2022

Definition Name =
Description on metric definition:

1. APPLIES TO:

a. HR cases

b. Category SATERN ONLINE CONTENT

c. Subcategory UPDATE COURSE CONTENT
2. CALENDAR USED NSSC Business Metric Days
3. TRIGGER/START CONDITION: TASK ASSIGNED TO HR -
ONLINE CONTENT DEVELOPMENT L2
4. PAUSE CRITERIA: Pending or Task Assignment Group setto HR -
ONLINE CONTENT DEVELOPMENT L3
5. EXCLUSION CRITERIA: Case Status set to Closed Cancelled
6. MET CONDITION: Task resolved in under 5 days based on the
NSSC Business Metric Days

Conditions for Metric:

Functional Details Tab:

Process Type = Update

Customer Approval Received date minus Queue Date minus Pending days
7. FILTER CONDITION:

8. Additional Criteria:

ACCEPTANCE CRITERIA: Acceptance criteria Placement/ Location:

Dashboard: P & U - Internal - HR PM Dashboard/ P & U - HR PM Dashboard ( Both
internal & External)

Dashboard Tab: HRIS and LMS Oversight

Dashboard Group: Performance And Utilization - Internal/ Performance And Utilization (
Both Internal & External )

Name of Analytic: HR - Online Course Management - Course Updates Completed On
Time (I-3 3.2.22.6)

Data Source: Table:

* Metric [metric_instance]

ExistingReportts:
* HR -Online Course Management- Course Updates Completed On Time (I-3 3.2.22.6)

Datesto showtrend: Created on Last Month
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9/28/2022

Frequency: Monthly

PM Percentage Calculation=Count of completed Countof Course Updates Completed on
Time by center, processedin 5 Days orless/Total Countof Course Updates Completed on
Time

e If the metric calculationis =>90%, the PM ismet

e [f the metric calculationis < 90%, the PM isnot met

* Stoplightis displayedatthe top ofthe top ofthe Analytic

Type of Visualization:

BarGraph— Displays Countof <=5 and >5 by Center forthe Month
* Breakdown will have the two categories:

* By Center Met/NotMet

PM Calculation— Placed above the existing Bar Graph

* Breakdown the metric score by month for current FY to last month

* y-axis should show the percentage onthe left and the counts on the right

« Also with the percentages being on the left, adjusting the percentage range to have the
monthly PM data points high on the chart.

* Add a thresholdline (forthe PM)

Single Score — Placed to the top might margin of the analytic window
- Display current PM score with Metor Not-Met

HoverOver Information: 90% ofcourse updates shallbe completed accurately within 5
business days ofreceiptof course contentand funding approval, with the exception of
Agency-wide mandated training.

was Placement / Location:

Dashboard Name: P&U Internal HR PM Dashboard

Dashboard Tab: HRIS and LMS Oversight

Dashboard Group: P&U HR PM Dashboard

Name of Analytic: HR - Online Course Management - Course Updates Completed On
Time (I-33.2.22.6)

Data Source: Table:

* Metric [metric_instance]

Existing Reports:
* HR - Online Course Management- Course Updates Completed On Time (I-3 3.2.22.6)

Datesto showtrend: Created on Last Month
Frequency: Monthly

PM Percentage Calculation=Count of completed Countof Course Updates Completed on
Time by center, processedin 5 Days or less/Total Countof Course Updates Completed on
Time

o [fthe metric calculationis=> 90%, the PM is met

¢ [f the metric calculationis < 90%, the PM isnot met

* Stoplight is displayedatthe top ofthe top ofthe Analytic

Type of Visualization:

BarGraph— Displays Countof <=5 and >5 by Center forthe Month
* Breakdown will have the two categories:

* By Center Met/NotMet
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PM Calculation— Placed above the existing Bar Graph

* Breakdown the metric score by month for current FY to last month

* y-axis should show the percentage onthe left and the counts on the right

* Also with the percentages being on the left, adjusting the percentage range to have the
monthly PM data points high on the chart.

* Add a thresholdline (forthe PM)

Single Score — Placed to the top mightmargin of the analytic window
- Display current PM score with Metor Not-Met

HoverOver Information: 90% ofcourse updates shallbe completed accurately within 5
business days ofreceiptof course contentand funding approval, with the exception of
Agency-wide mandated training.

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR - Online Course Management - Course Updates Completed On
Time (I-33.2.22.6)

DEVELOPMENT:

In pUt Parameters 1. INDICATOR SOURCES

a.P&U HR Scripted Metric Instances

9/28/2022
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2. AUTOMATED INDICATORS

A.INTERNAL

1. P&UINT HR Online Course Management - Monthly

2. P&UINT HR Online Course Management - Met Monthly

B. EXTERNAL

1. P&UEXT HR Online Course Management - Last Month

2. P&UEXT HR Online Course Management- Met - Last Month

3. FORMULA INDICATORS
A.INTERNAL

1. HR - Online Course Management>=90%
B. EXTERNAL

2. HR - Online Course Management>=90%

Output
Parameters

A.INTERNAL

1. HR - Online Course Management - Course Updates Completed On Time (I-3
3.2.22.6)

2. Online Course Management - Monthly PM

3. P&UHRIS and LMS Oversight Stoplight Scores Monthly

B. EXTERNAL

1. HR - Online Course Management - Course Updates Completed On Time (I-3
3.2.22.6)

2. Online Course Management - Monthly PM

3. P&UHRIS and LMS Oversight Stoplight Scores Monthly

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P & U - Internal - HR PM Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: HRISand LMS Oversight

External2
Dashboard Name: P & U - HR PM Dashboard
Dashboard Group: Performance And Utilization (Both Internal & External )
Dashboard Tab: HRISand LMS Oversight
Data Source Table Metric

Name of Analytic on Internal Dashboard: HR - Online Course Management - Course Updates
CompletedOn Time (I-3 3.2.22.6)

Name of Analytic on External Dashboard: HR - Online Course Management- Course Updates
Completed On Time (I-3 3.2.22.6)

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 90%, the SLI or PM is met
If the metric calculation is < 90%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

9/28/2022 Page 8 of 10



ServiceNow Requirements NASA Shared Services Center

Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: SES Case Documentation —
Appointment Certification Support

Global Setting:

Y/N Yes

Functional Area: HR

PWS Section: 3.2.23.2

Zigi;o.rmance SES Case Documentation — Appointment Certification Support
SO/SME TBD

TYPE:

SLI/PM/OTHER SLI

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0306919/ 03/07/2018

Approval - CS/SP

Metrics Team

Review
100% of SES Appointment ECQ documents that are received at the

Metric NSSC, by the established timeline will be delivered to OCHCO, prior

I-3 to two business days before the OPM deadline. Reference I-22, SES
Process Timeline

Tech Doc

Location/Date

Archived
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template
Definition Name =
Description on metric definition:
1. APPLIES TO:
a.
b. Category
c. Subcategory
.CALENDAR USED
. TRIGGER/START CONDITION:
. PAUSE CRITERIA:
. EXCLUSION CRITERIA:
. MET CONDITION:
. FILTER CONDITION:
. Additional Criteria:

0 1N n B~ WM

ACCEPTANCE CRITERIA:

Acceptance criteria Placement / Location:

Dashboard:P & U - Internal - HR Dashboard /P & U - HR Dashboard ( Both internal & External )
Dashboard Tab: SES

Dashboard Group: Performance And Utilization - Internal / Performance And Utilization ( Both
Internal & External )

Name of Analytic: HR - SES Case Documentation —Appt Certification Docs Forwarded to OCHCO
On Time (I-3 - 3.2.23.2)

Data Source: Table:
Metric[metric_instance]

Existing Reports:
HR - SES Case Documentation —Appt Certification Docs Forwarded to OCHCO On Time (I-3 -
3.2.23.2)

Dates to show trend: Created
Frequency: Monthly

Breakdowns:
When drillingdown on the bar graph: met/not met and center

SLI: (Formula)

Metric Calculation Percentage = sum of met count/sum oftotal count
If the metric calculation is =100%, the SLI is met

If the metric calculation is

The calculation % SLI is displayed and metor not met

Conditions:

Definition is ApptCert Docs Forwarded to OCHM on Time
Created on Last Month
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Value does notcontain Excluded or Value is empty

Typeof Visualization:

Bar Graph —Displays CountMet/Not Met by Center for the Month
Trend Line — Placed above the Bar Graph

Breakdown the metric score by month for current FY to last month

Single Score — Placed to the top mightmargin ofthe analytic window
- Display current SLI score with Met or Not-Met

SLI Calculation —Placed above the existing Bar Graph
Breakdown the metric score by month for currentFY to last month
y-axis should show the percentage on the leftand the counts on theright
Also with the percentages being on theleft, adjusting the percentagerange to have the monthly SLI
data points high onthe chart.
Add a thresholdline (for the SLI)
Hoverover: 100% of SES AppointmentECQ documents thatare received at the NSSC, by the
established timeline will be delivered to OCHCO, prior to two business days before the OPM
deadline. Reference |-22, SES Process
TimeLine. Was Placement / Location:
Dashboard: P&U Dashboard Internal
Dashboard Tab: HR Dashboard

Dashboard Group: Inquiries and Classification

Name of Analytic: HR - SES Case Documentation —Appt Certification Docs Forwarded to OCHCO
On Time (I-3-3.2.23.2)

Data Source: Table:
Metric[metric_instance]

Existing Reports:

HR - SES Case Documentation —Appt Certification Docs Forwarded to OCHCO On Time (I-3 -
3.2.23.2)

Dates to showtrend: Created
Frequency: Monthly
Breakdowns:

When drillingdown on the bar graph: met/not met and center
SLI: (Formula)

Metric Calculation Percentage = sum of met count/sum oftotal count

If the metric calculation is =100%, the SLI is met
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If the metric calculation is
The calculation % SLI is displayed and metor not met

Conditions:

Definition is Appt Cert Docs Forwarded to OCHM on Time
Created on Last Month

Value does notcontain Excluded or Value is empty

Type of Visualization:
Bar Graph —Displays CountMet/Not Met by Center for the Month

Trend Line — Placed above the Bar Graph
Breakdown the metric score by month for currentFY to last month

Single Score — Placed to the top might margin ofthe analytic window
- Display current SLI score with Met or Not-Met

SLI Calculation —Placed above the existing Bar Graph

Breakdown the metric score by month for current FY to last month
y-axis should showthe percentage on theleftand the counts on theright

Also with the percentages being on the left, adjusting the percentage range to have the monthly SLI
data points high onthe chart.

Add a thresholdline (for the SLI)

Hoverover: 100% of SES AppointmentECQ documents thatare received at the NSSC, by the
established timeline will be delivered to OCHCO, prior to two business days before the OPM
deadline. Reference I-22, SES Process Timeline.

9/28/2022 Page 6 of 9



ServiceNow Requirements NASA Shared Services Center

REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

HR - SES Case Documentation — Appt Certification Docs Forwarded
Report Content to OCHCOOn Time (I-3-3.2.23.2)

DEVELOPMENT:

RN

. INDICATOR SOURCES
. P&U HR Scripted Metric Instances

jV]

. AUTOMATED INDICATORS

. INTERNAL

. P&U INT HR SES Case Documentation - Monthly

. P&U INT HR SES Case Documentation - Met - Monthly

. EXTERNAL

. P&U EXT HR SES Case Documentation - Last Month

. P&U EXT HR SES Case Documentation - Met - Last Month

Input Parameters

NN =S N

3. FORMULA INDICATORS

A.INTERNAL

1. HR - SES Case Documentation - Appt Cert Docs >=100%
B. EXTERNAL

2. HR - SES Case Documentation - Appt Cert Docs >=100%

Output
Parameters
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6. WIDGETS

A. INTERNAL

1. SES Case Documentation-Appt Certification Docs Forwarded to OCHCO (I-3 -
3.2.23.2)

2. SES Case Documentation - Monthly SLI

3. P&U Senior Executive Service (SES) Stoplight Scores Monthly

4. P&U Scorecard - Internal

5. P&U Scorecard - Monthly - Internal

B. EXTERNAL

1. SES Case Documentation-Appt Certification Docs Forwarded to OCHCO (I-3 -
3.2.23.2)

2. SES Case Documentation - Monthly SLI

3. P&U Senior Executive Service (SES) Stoplight Scores Monthly

4. P&U Scorecard - Internal

5. P&U Scorecard - Monthly - Internal

9/28/2022
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P& U - Internal - HR Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: sEs

External2
Dashboard Name: P& U - HR Dashboard (Both internal & External)
Dashboard Group: Performance And Utilization (Both Internal & External)
Dashboard Tab: ses

Data Source Table Metric

Name of Analytic on Internal Dashboard: HR - SES Case Documentation —Appt Certification Docs
Forwarded to OCHCO On Time (I-3 - 3.2.23.2)
Name of Analytic on External Dashboard: HR - SES Case Documentation — Appt Certification Docs
Forwarded to OCHCO On Time (I-3 - 3.2.23.2)

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 100%, the SLI or PM is met
If the metric calculation is < 100%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)

Hover Over Information: - SLI or PM definition
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OVERVIEW:

Brief Description:

The following ServiceNow Business Rules outline the requirements in
order to process the report data requirements and also provides the
supporting information/documentation for validation/verification
purposes which allow for:

Metrics
Utilization
Performance Analytics

Note: See Appendix A - Work Instructions
If applicable:

If this is being updated as the result of a Change, please provide the following
information:

Effective Date of Change:
Description of Change:

Contract Modification:

Impact to existing Metrics/Utilization/Transactions: Metrics
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REPORTING SUMMARY :

Suggested Report
Title for Metric
and Utilization:

I-3_FA_PWS Element_Metric: Presidential Rank Awards Support

Global Setting:

Y/N Yes

Functional Area: | HR

PWS Section: 3.2.23.3

ngl;o.rmance Presidential Rank Awards Support
SO/SME TBD

TYPE: PM

SLI/PM/OTHER

Dependencies or

impacts on other N/A

Areas/ Functional

Areas:

I-3 Reportable Yes

Contract

Modification

SN Story

Number/Date

Submitted

SN PA Story/Date

Submitted STRY0318207/ 03/27/2018

Approval - CS/SP

Metrics Team
Review

Metric
I-3

100% of PRA Nominations that are received at the NSSC by the
established timeline be forwarded to OCHCO prior to five business
days before the OPM deadline.

Tech Doc
Location/Date
Archived

9/28/2022
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ServiceNow Data - Metric Definition Template
Metrics and Utilization

Metric Definition Template

9/28/2022

Definition Name =
Description on metric definition:

1. APPLIES TO:

a.

b. Category

c. Subcategory

. CALENDAR USED

. TRIGGER/START CONDITION:
. PAUSE CRITERIA:

. EXCLUSION CRITERIA:
. MET CONDITION:

. FILTER CONDITION:

. Additional Criteria:

03 ON DN KW

ACCEPTANCE CRITERIA: Acceptance criteria Placement / Location:

Dashboard: P & U - Internal - HR Dashboard/P & U - HR Dashboard ( Both internal &
External)

Dashboard Tab: PRA

Dashboard Group: Performance And Utilization - Internal/ Performance And Utiliza tion
Both Internal & External)

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Presidential Rank Awards - Nominations Forwarded to OCHCO On
Time (I-33.2.23.3)

Datesto showtrend: Created on Last Month

Frequency: Monthly

ExistingReports: HR Presidential Rank Awards - Nominations Forwarded to OCHCO On
Time

SLI Formula:

If the metric calculation is=> 100%, the SLI ismet

Ifthe metric calculation is <100%, the SLI isnot met
Conditions:

Definition Name: Presidential Rank Awards To OCHCO On Time
Createdon Lastmonth

Value doesnotcontain Excluded

OR value isempty
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Stoplight is displayed at thetop of thetop of the Analytic

Type of Visualization:

BarGraph — Displays Count forthe Month

Y-axis should show the percentage on the left and the counts on theright
Breakdown: Center & Met/Not Met

Add a threshold line (forthe PM)

HoverOverInformation: 100% of PRA Nominations that are received at the NSSC by the
established timeline be forwarded to OCHCO prior to five business days before the OPM
deadlinewas Placement/ Location:

Dashboard: P & U - Internal - HR Dashboard

Dashboard Tab: PAP

Dashboard Group: P & U - HR Dashboard

Data Source Table: Metric [metric_instance]

Name of Analytic: HR Presidential Rank Awards - Nominations Forwarded to OCHCO On
Time (I-33.2.23.3)

Datesto showtrend: Created on Last Month
Frequency: Monthly

Existing Reports: HR Presidential Rank Awards - Nominations Forwarded to OCHCO On
Time

SLI Formula:

Ifthe metric calculation is=> 100%, the SLI ismet

Ifthe metric calculation is<100%, the SLI isnot met
Conditions:

Definition Name: Presidential Rank Awards To OCHCO On Time
Createdon Lastmonth

Value does notcontain Excluded

OR value is empty

Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:

Bar Graph — Displays Count forthe Month

Y-axis should show the percentage on the left and the counts on theright
Breakdown: Center & Met/Not Met

Add a threshold line (forthe PM)

HoverOver Information: 100% of PRA Nominations that are received at the NSSC by the

established timeline be forwardedto OCHCO priorto five business days before the OPM
deadline.
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REPORT REQUIREMENTS: METRICS AND UTILIZATION

Name of Report

Report Content

HR Presidential Rank Awards - Nominations Forwarded to OCHCO
On Time

Input Parameters

DEVELOPMENT:

1. INDICATOR SOURCES
a.P&U HR Scripted Metric Instances

2. AUTOMATED INDICATORS

A.INTERNAL

1. P&UINT HR Presidential Rank Awards - Monthly

2. P&UINT HR Presidential Rank Awards - Met - Monthly

B. EXTERNAL

1. P&UEXT HR Presidential Rank Awards - Last Month

2. P&UEXT HR Presidential Rank Awards - Met - Last Month

3. FORMULA INDICATORS
A.INTERNAL

1. HR -Presidential Rank Awards>=100%
B. EXTERNAL

2. HR -Presidential Rank Awards>=100%

Output
Parameters

9/28/2022

6. WIDGETS

A.INTERNAL

1. HR Presidential Rank Awards - Nominations Forwardedto OCHCO On Time (I-3
3.2.23.3)
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2. Presidential Rank Awards - Monthly SLI

3. P&U Presidential Rank Awards Stoplight Scores Monthly

B. EXTERNAL

1. HR Presidential Rank Awards - Nominations Forwardedto OCHCO On Time (I-3
3.2.233)

2. Presidential Rank Awards - Monthly SLI

3. P&U Presidential Rank Awards Stoplight Scores Monthly
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ServiceNow Data - Metric Definition Template
Performance Analytics

Story Dependency: Metrics and Utilization Story Number
Name of Report:

Placement/ Location: on the Internal and External dashboards

Internal

Dashboard Name: P & U - Internal - HR Dashboard
Dashboard Group: Performance And Utilization - Internal
Dashboard Tab: PRA

External2
Dashboard Name: P & U - HR Dashboard (Bothinternal & External)
Dashboard Group: Performance And Utilization (Both Internal & External)
Dashboard Tab: PRA

Data Source Table Metric

Name of Analytic on Internal Dashboard: HR Presidential Rank Awards - Nominations Forwarded
to OCHCOOn Time (I-3 3.2.23.3)

Name of Analytic on External Dashboard: HR Presidential Rank Awards - Nominations Forwarded
to OCHCO On Time (I-3 3.2.23.3)

Dates to show trend: Created on Last Month

Frequency: Monthly

SLI Formula:
Met:
Not/Met:

Conditions:
Definition Name

SLI or PM Percentage Calculation:
If the metric calculation is => 100%, the SLI or PM is met
If the metric calculation is < 100%, the SLI or PM is not met
Stoplight is displayed at the top of the top of the Analytic

Type of Visualization:
Bar Graph — Displays Count for the Month
Y-axis should show the percentage on the left and the counts on the right
Breakdown: Center & Met/Not Met
Add a threshold line (for the SLI)
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Hover Over Information: - SLI or PM definition

APPENDIX A: PROCESS WORK INSTRUCTIONS
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APPENDIX B: SERVICE NOW USER STORIES
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