NASA Voice Teleconferencing Services (VoTS) Service Matrix


	
	Unattended Service Level or Conference Type
	Standard Service Level or Conference Type
	Secure Voice Conferencing

	Service Description
	Participants dial into this conference using either a toll or toll free number.  The Operator is available for technical assistance but does not initiate the conference. 
	Participants can dial into this conference using either a toll or toll free number or they can request that an Operator contact them.  An Operator will greet and announce the participants as they join and monitor the conference for quality.
	An operator calls each participant approximately 10 minutes prior to the scheduled call time. Special telephone equipment is required for each participant.

	Request Method
	e-Scheduling

Call 1-877-232-NASA (6272)

FAX 1-800-728-1300
	e-Scheduling

Call 1-877-232-NASA (6272) 

FAX 1-800-728-1300 
	Unclassified - Owen Johnson/MSFC (256)544-4539

Classified – (256)544-2121

	Access Method
	· Toll Meet Me

· Toll Free Meet Me

· Combination Toll Meet Me & Toll Free Meet Me
	· Toll Meet Me

· Toll Free Meet Me

· Dial Out

· Combination Toll Meet Me, Toll Free Meet & Dial Out

· International Participants
	· Dial Out Only

	Information Required for Call Setup
	· Call leader name, phone number & site

· Conference contact name & phone number

· Conference Title 

· Date, time, duration & time zone

· Number of toll & toll free access ports (telephone connections)

· Features (see below)
	· Call leader name, phone number & site

· Conference contact name & phone number

· Conference Title

· Date, time, duration & time zone

· Meet Me Access - Number of toll & toll free access ports (telephone connections)

· Dial Out Access – names, phone# & NASA Site

· Features (see below)
	· Call leader name, phone number & site

· Subject

· Date, time , duration & time zone

· Participants’ name, phone number & location

	Call Leader Responsibilities
	· Checks call confirmation for accuracy

· Notifies the participants of toll and/or toll free number, pass-code, conference title, date, time, time zone, duration, confirmation number & conference contact information

· Conduct a roll call

· Initiates privacy option 

· 30 minute cancellation notice
	· Checks call confirmation for accuracy

· Notifies the participants of toll and/or toll free number, conference title, date, time, time zone, duration, confirmation number & conference contact information

· Conduct a roll call or request that the Operator conduct a roll call

· 30 minute cancellation notice 
	· Notifies the participants of date & time.

· 60 minute cancellation notice required

	Operator Responsibilities
	· Provide toll and/or toll free number & pass-code

· Available for assistance (*0)
	· Provide toll and/or toll free number

· Greet & announce Meet Me participants

· Contacts Dial Out participants & announce

· Available for assistance (*0)
	· Initiates call

· Roll call

· Available for assistance by calling (256)544-2121.

	Suggested Use
	· Working Level Meetings

· Project Reviews

· Mid Manager Staff Meetings

· Budget Reviews
	· Program Reviews

· Flight Readiness Reviews

· Center Director Meetings
	· Classified “Secret”

· Unclassified but sensitive (ie. SEB – Source Evaluation Board) 

	Features Available Upon Request
	· Standing Reservation

· Secured Call 

· Tone In

· ASAP Calling
	· Standing Reservation

· Participant Screening (requires list of names)

· Enter / Announce

· Roll Call

· ASAP Calling
	Not Available


Customer Support – for VoTS assistance or to report a problem, call 1-800-424-9920 or 544-HELP (4357) at MSFC.

Service Level or Conference Type –A brief explaination follows and more information is available in the VoTS User’s Guide located at the NISN web site http://www.nisn.nasa.gov/Doc_Repos/vots/index.html:

· Unattended Service – An Operator is available for technical assistance by pressing *0 on your telephone keypad but does not assist with the initiation or direction of the conference.  Access type available is by either Toll Meet Me or Toll Free Meet Me or a combination of the two methods:

Toll Meet Me – a participant joins the call by using a toll phone number and entering a pass code on his or her telephone keypad.

Toll Free Meet Me – a participant joins the call by using a toll free phone number and entering a pass code on his or her telephone keypad.

· Standard Service – An Operator will greet and announce the NASA participants as they join the conference.  The Operator will directly monitor the conference for quality and can be called for assistance by pressing *0 on the telephone keypad.  Access to this conference type is by either Toll Meet Me, Toll Free Meet Me or Dial Out or a combination of these methods. 

Toll Meet Me – participants join the call by using a toll phone number and the Operator will greet them and announce them into the conference.  If the feature, Participant Screening has been requested, the Operator will check them name against and approved list provided by the Call Leader before entering them into the conference.

Toll Free Meet Me – participants join the call by using a toll free phone number and the Operator will greet them.  If the feature, Participant Screening has been requested, the Operator will check them name against and approved list provided by the Call Leader before entering them into the conference.

Dial Out – participants are contacted by the Operator and announced into the conference.  If the Operator cannot reach the participant, instructions to enter the call will be left on voice mail.

International Participants – most international participants may not be able to use a toll free telephone number to reach the conference facility.  These participants may be joined with a conference by providing them with a toll number (they will pay long distance charges) or request that they be contacted by an Operator (Dial Out Access).

e-Scheduling - The conference facility offers an Internet based reservation system, e-Scheduling, to schedule conferences.  You can use e-Scheduling  instead of calling into the reservation center to schedule, review, modify and delete your conferences.  Please see the VoTS User’s Guide for more information.

Call Cancellation – To avoid cancellation charges, cancel the conference 30 minutes prior to the start time.  Use e-Scheduling or call 1-877-232-NASA (6272) to cancel the conference.  The call leader and the conference contact are authorized to cancel a conference.  Provide the following information to the operator: the confirmation number, the conference title, and the call leader’s name.

Note:  NASA will be charged $3.50 per port (maximum $70.00) for all conference calls that are not cancelled at least 30 minutes prior to the start of the conference.
Features (see the VoTS User Guide for more information)

· Standing Reservation – The conference facility allows the conference leader to make a standing reservation for a regularly scheduled conference call (i.e. daily or weekly).  NASA refers to these calls as recurring conferences.

· Secured Call – Secured Call allows the conference leader to prevent both the Operator and additional participants from joining the call.  It ensures that confidential conversations will not be overheard or monitored.  The conference leader is responsible for sharing Secured Call procedures with the participants.

· Tone In  - A tone will be heard for each participant as they enter the call.

· ASAP Calling - When a meeting must be held immediately, request ASAP Calling.  A conference call can typically be arranged in 20 minutes or less.

· Participant Screening – An Operator will pre-screen participants as they enter the conference using an approved list from the conference leader.  The Operator will then announce the participant into the conference.

· Enter / Announce - The Operator will enter and announce each participant into the conference.

· Roll Call - The Operator can conduct a roll call so that all participants know who else is on the line.

Participant Disconnects:

· Unattended Service, Toll Meet Me & Toll Free Meet Me Access – If you are disconnected rejoin by using the telephone number and pass-code provided by the call leader.

· Standard Service, Toll Meet Me, Toll Free Meet Me and Dial Out Access - If you are disconnected rejoin by using the telephone number provided by the call leader.  The Operator will also provide the same telephone number to use for disconnects before turning over the conference to the leader.  The Operator will greet you and rejoin you with the conference.  If Participant Screening feature has been requested, the Operator will ask for your name, the title of the conference and the call leader’s name.

· Standard Service, Dial Out Access for International Participants – If you are disconnected (international participants), rejoin by using the telephone number provided by the call leader (+319-375-1930).  The Operator will ask for your name, telephone number, the title of the conference and the call leader’s name. The Operator will then call using the telephone number provided by you and rejoin you with the conference.

· Secure Voice Conferencing – Participants who are disconnected from a Secure Voice Conferencing call should contact (256) 544-2121 for assistance.

Participant Late Access:

· Unattended Service, Toll Meet Me & Toll Free Meet Me Access – You may join a conference late by using the telephone number and pass-code provided by the call leader.

· Standard Service, Toll Meet Me and Toll Free Meet Me Access – You may join a conference late by using the telephone number provided by the call leader.  The Operator will greet you and rejoin you with the conference.  If Participant Screening feature has been requested, the Operator will ask for your name, the title of the conference and the call leader’s name.

· Standard Service, Dial Out Access – The Operator will begin calling participants who have requested to join using Dial Out Access 10 minutes prior to the start time.  If you were unavailable, check your voice mail for the telephone number to use to join the conference.  Before announcing you into the conference, the Operator will ask for your name, the title of the conference or the pass-code and the call leader’s name.

· Standard Service, Dial Out Access for International Participants - The Operator will begin calling international participants who have requested to join using Dial Out Access 10 minutes prior to the start time. If you were unavailable, check your voice mail for the telephone number (+319-375-1930) to use to join the conference.  The Operator will ask for your name, telephone number, the title of the conference and the call leader’s name. The Operator will then call using the telephone number provided by you and join you with the conference 

Trouble Reporting.

· For problems during the call and if you are on the conference, dial *0.  The operator will join the conference and attempt a resolution.

· For customer concerns after the conference, call 1-800-424-9920 or 544-HELP (4357) for MSFC users.   

· For customer concerns needing greater attention, please call your CSOC customer site reps.  Their numbers are posted on the web at http://nisn.nasa.gov/Internal/site_rep.html

http://www.nisn.nasa.gov/Doc_Repos/vots/index.html 
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