Critical Elements for Supervisory Information Technology Specialist - 2210
A. Advancement of biomedical research through computational science
Routinely accomplishes the following:
· Support IC’s mission related research through provision of reliable, efficient, and secure IT services.  Achieve 99.9% availability for provided services.  
· Provide IT services in support of the NIH-wide communication plan to translate research results to the public.  Achieve 99.9% availability for provided services. 
· Investigate new infrastructure technologies to enhance key system performance.  Provide report to IC management quarterly or as required. 
· Make a collection of scientific applications available to be run locally on desktop systems.  Make available as widely as possible across NIH within the terms and conditions of applicable contracts and agreements.
· Foster cross-federal government cooperation and effective use of scientific computing resources by continuing collaboration with other government scientific agencies under Memorandum of Understandings (MOU) and by exploring other cross servicing opportunities.
B. Customer Service and Satisfaction Improvements

Routinely achieves the following levels of performance:
· Make the goal of excellent customer support a priority by continually stressing its importance to Division staff.
· Maintain an average of at least 90% overall customer satisfaction as measured on annual customer surveys
· Promote 3-5 opportunities each month for information exchange with customers concerning acquisition, maintenance, implementation and management of computer systems services and resources; review, evaluate, follow-up, and provide feedback on input/suggestions.

· Use existing customer feedback mechanisms, surveys and interviews to identify and resolve problems, find 2-3 opportunities for improvement in customer satisfaction, and implement at least 1 change for each major service provided.  
· Solicit input and provide feedback and recommendations to managers regarding ongoing HHS and NIH issues.
· Handle requests for information and assistance on a timely
 basis. Response covers all appropriate points and shows some flexibility in approach to resolve problems.
· To improve customer service delivery, and improve transparency of activities, develop a template Service Level Agreement (SLA) for provided services that includes measurable performance outcomes against which service performance and resulting customer satisfaction can be evaluated. (Complete signed SLAs for 75% of customers by the end of 2006.)
· Ensure that all applicable customer support standards, as specified in Inter-Agency Service Support Agreements, SLAs and Memos of Understandings, are met.  
· Ensure that all development projects provide monthly status reports to the application owners. 
· Implement policies and practices that improve the delivery and timeliness of supported applications.
· Keep customers informed of changes that will impact their service.  
C. Operational Excellence and Efficiency Improvements

Routinely achieves the following levels of performance:
· Ensure the IT service provided {System/ network/LAN/email…(fill in with the applicable IT service)} is fully operational 24 hours per day 7 days per week.  Restore service interruptions as quick as possible with a goal of 99.9%availability during the year.
· Manage Division response to problem resolution activities and ensure responses are within established SLA and SOP timelines.
· Manage IT projects through effective analysis of options and in consideration of resource expenditures necessary to fully meet project objectives.  
· By the end of 2006, complete an independent evaluation of the Division’s procedures using the ITIL framework to identify potential improvements in service delivery. 
· Review and document all current Division procedures by the end of 2006 to provide basis for procedure improvements in 2007. 
· Implement process improvements in change management, configuration management, and release management.
· Manage expenditure of funds through on-going tracking of expenditures, and reports from subordinate managers certifying that all project milestones and performance measures are being met. 
· Ensure that expenditures are within the levels approved in the annual program review.  
· As appropriate, support implementation of NIH enterprise applications including NIH Enterprise Ethics System (NEES), NIH Business System (NBS), Integrated Time and Attendance System (ITAS), NIH Business Intelligence (DW & nVision), NIH Intramural Database (NIDB), Administrative Database (ADB), Electronic Research Administration (eRA), Central Accounting System (CAS), NIH Login, Contractor Past Performance System (CPS), Past Performance Information Retrieval System (PPIRS), National database for Autism Research (NDAR), Electronic Publishing Book (EPB), Content Management Service (CMS), Service Oriented Architecture (SOA), and NIH Portal.  (This sub-element also maps to the One HHS Objectives #5 & #6.)
D. Management of consolidation and A-76 initiatives.
As appropriate, performs all of the following in the manner described below:
· Provide guidance and leadership to Division staff to effectively manage and monitor network consolidation activities with the ICs.
· Provide leadership and support to Division endeavors to develop a Workforce Planning Strategy in light of resource and organization impacts from ongoing consolidation and streamlining efforts and A-76 and other NIH-wide studies in a professional manner.  Meet all required reporting deadlines.
· Provide timely and accurate status updates to meet consolidation and A-76 reporting guidelines.
· Support implementation of the HHS E-mail Consolidation goal. By September 30, 2006, provide required architecture and milestones in support of an NIH email alignment with the HHS mail service.
· Support quality assurance and cost reporting for completed competitive sourcing studies, whether the government or private Industry Cost Estimate is determined to be less expensive. Begin implementation of quality assurance plans and respond to data calls for completed studies within specified deadlines.
E. IT services integration improvement.
As appropriate, performs all of the following in the manner described below:
· Advise Director, Senior IC management and ICs on preferred technology based on comparative cost analysis for current and future networking, cabling, local area networks and telecommunications requirements of the IC in order to balance what is desired with what is technically and economically feasible.  Report to be available prior to annual IC program and budget planning.
· Ensure the availability and dissemination of information in preparation for or in response to local and national emergencies or other significant business disruptions.
· Ensure continuity of operations in support of IC in the event of emergencies and disasters according to the NIH Emergency Preparedness Plan.  Provide leadership and guidance to Division staff and coordination with the Office of Research Services in planning and deploying IT services.
· By the end of 2006, have a comprehensive report detailing all IT services that would be required to support the IC in the event of emergency or disaster.
· By the end of 2006, have a comprehensive plan to address continuity of these IT services, including staffing, equipment, and supplies.
· Implement the Continuity Assurance Program (CAP) for better monitoring and linkage between trouble issues and notification to customers.  
· Participate in the Integration Competency Center (ICC)

F. Adherence to enterprise architecture standards.
As appropriate, adheres to enterprise architecture standards as described below:

· Business and Information Architecture Alignment.
· A minimum of 75% of newly developed or acquired information systems, or updates are supported by appropriate business architecture and information architecture artifacts such as business process models and data models respectively.  
4. Business architecture artifacts will illustrate the business functions, processes, or workflows that the developed or acquired information system or update enables.  
5. Data architecture artifacts will identify the various information elements needed by these information systems and the relationships among these elements.  
· Data and business process models are developed for existing systems with a minimum of 30% of existing systems supported by data and business process models by the end of 2006.
· Technology Architecture Alignment.
· A minimum of 75% of newly developed or acquired technical infrastructure, including hardware and software, that support NIH information systems, will use technology components categorized as either “Tactical” or “Strategic” in their design,  have an exception request submitted or have documented the lack of defined technical standards.  (The “Tactical”/”Strategic” designations are documented in NIH’s technology bricks.)  All deviations from the technology architecture are accompanied by an approved exception request.  Where a brick does not exist, the Office of the Chief IT Architect (enterprisearchitecture@mail.nih.gov) has been notified. 
· Office of the Chief IT Architect (OCITA) Engagement.
· At a minimum, 75% of application development teams have contacted the Office of  the Chief IT Architect (OCITA) at the key phases of the SDLC for newly developed or acquired and existing systems as documented in NRFC 0004, NIH System Development Lifecycle.  (This can also be viewed on the Enterprise Architecture website at http://enterprisearchitecture.nih.gov/YourPart/What/.)
· At a minimum, 75% of applicable Division staff subscribe to the Enterprise Architecture Listserve at http://list.nih.gov/archives/enterprise_architecture.html to stay abreast of key NIH Enterprise Architecture happenings.  






