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CSI enables the creation and maintenance of service value throughout the Service Life Cycle including strategy, design, transition, and operation of IT services.  With CSI, improvement happens continuously.  Core to CSI is the integration of quality methods, management of change, and capability management.  CSI focuses on increasing the efficiency and effectiveness of the services delivered and the underlying processes supporting the delivery.

CSI is a shared service.  The ES Contractor is designated as the primary service provider, and the TXS Contractor is designated as the supporting service provider.  The Contractors shall collaborate with each other and any other service providers to provide the common services described below.

The Contractors shall:
a. Perform an analysis in collaboration with the Government to develop a Continual Service Improvement Plan (CSIP). (CDRL A011 – Continual Service Improvement Plan)
i. Identify enhancements to existing processes and services for implementation.
ii. Identify new processes and services for implementation.
iii. Propose modifications or enhancements to roles and responsibilities associated with the enhanced or new processes or services.  
iv. Identify enhancements to existing automation required for the enhanced or new processes or services.
v. Identify modifications to or new Standard Operating Procedures (SOPs) for the enhanced or new processes or services.
vi. Develop a high-level timeline to implement each proposed project.
vii. Propose, based on the analysis, specific CSI projects. 
viii. Develop a Rough Order of Magnitude (ROM) cost for each proposed project.
ix. Identify modified or new performance metrics in support of each proposed project.
x. Identify a plan to measure the effectiveness of each proposed project.
xi. Identify the quantitative and qualitative benefits associated with each proposed project. 
xii. Identify the risks associated with each proposed project.
xiii. Identify the impact of each proposed project on existing processes and services.
b. Document the results of the analysis in a CSIP. (CDRL A011 – Continual Service Improvement Plan) 
c. Implement approved CSIP projects that are within the scope of currently ordered services.  
d. Designate a Process Manager Point of Contact (POC) for each NGEN IT Service Management (ITSM) process.
e. Designate a Service Manager POC for each assigned NGEN service.
f. Collaborate with the Government POC process owners and service owners.
g. Submit recommended minor improvements that will take less than 30 days to implement to the Government Process Owner, Government Service Owner, or as part of the Monthly Status Report and, depending upon the agenda, the PMR presentation. (CDRL A010 – Monthly Status Report and CDRL A002 – Presentation Material)
h. Follow the Change Management process in Section 3.4.1.4 before implementing any improvements.

In addition to the above, the ES Contractor shall consolidate, with input and agreement from the TXS Contractor, the CSIP. (CDRL A011 – Continual Service Improvement Plan)

In addition to the above the TXS Contractor shall provide input on the CSIP to the ES Contractor for consolidation. (CDRL A011 – Continual Service Improvement Plan) 

