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3.3.2.3   Service Order Management – Change Page
The purpose of Service Order Management is to plan, submit, review, fund, approve, receive, deliver, pre-invoice, and report on services contained in the Service Catalog in the Government owned and managed ordering tool (NGEN NET).  The entry point for service request fulfillment is the Service Desk for non-Service Catalog items or the Ordering Tool Interface for Service Catalog items.  The Government CTRs place orders via the Ordering Tool Interface.
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Each Contractor shall: 
a. Develop and provide an electronic web-based capability with the technical capabilities to support the following:  
i. Provide an ordering capability that complies with the NGEN NET Interface Control Document listed as Attachment 12 in Section J of the contract. 
ii. Include secure transactions in conformance with DoD Public Key Infrastructure (PKI). 
iii. Retain ordering data, in compliance with FAR Subpart 4.7 Contractor Records Retention requirements.
iv. Integrate Contractor service catalog offerings with the NGEN Contract Line Item Number (CLIN) structure.
v. Add NGEN services and service attributes for incorporation into the Service Catalog contained in the Government owned and managed ordering tool (NGEN NET).
vi. Electronically acknowledge and send status of pending service orders to include:  
a) Order Accepted Notification – Send an electronic order notification within 24 hours of the timestamp from the ordering system. 
b) Order Rejection Notification – Provide electronic order notification within 24 hours of the time stamp in the ordering system and provide the reason with justification why the service request cannot be fulfilled.
c) Delivery Scheduled – Send an electronic order status notification.
d) Delivery Complete – Send an electronic order status notification.
vii. Provide electronic copies of invoices to the NGEN NET for pre-invoice validation:
a) Allow the Government to validate dates and quantities as presented or change the dates and quantities to reflect actual delivery. 
b) Reconcile discrepancies between the Government and Contractor records.
c) Provide accurate asset data in accordance with the AMIP. 
b. Support bilateral and unilateral orders and modifications.
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OTD is the time from when the Contractor receives an order (i.e., service request) to the time the order is delivered to the requestor or designee.  
 		
For the orders received each Contractor shall:
a. Monitor queues for the execution of OTD service requests.
b. Submit additions and deletion to the queues as service requests are generated or fulfilled. 
c. Update and maintain the applicable OTD processes in conjunction with the Government and other service providers. 
d. Perform all tasks on the work order in the time stated in accordance with the SLRs provided in the NGEN Service Level Requirements listed as Attachment 13 in Section J of the contract.  

