Catalog Service Request Governance


[image: image3.jpg]


[image: image4.jpg]


OSF Service Support 


Service Catalog 

Request Governance Process

[Version 1.2]

Table of Contents

1About this document

Chapter 1. Request for Service Process
2
1.1. Objectives
2
1.2. Definitions
2
1.2.1. Authorized Approver / Requestor List
2
1.2.2. Service Catalog Request
2
1.2.3. Request Review Board
3
1.3. Request for Service Scope
3
1.3.1. Exclusions
3
1.4. Inputs and Outputs
3
1.5. Metrics
3
Chapter 2. Roles and Responsibilities
4
2.1. Customer Request Liaison
4
2.2. OSF ISD Request Manager
4
2.3. Service Delivery Team
4
2.4. Request Review Board
5
2.5. Service Level Agreement Admin
5
Chapter 3. Process Flow
8
Chapter 4. Reports and Meetings
12
4.1. Reports
12
4.2. Meetings
12
Chapter 5. Policy Governing Service Catalog Requests
13

About this document

This document describes the process utilized by Office of State Finance / Information Services Division (OSF/ISD) when a customer: 

· orders services from the published OSF/ISD Service Catalog.  
· submits a request for new services not yet offered by OSF/ISD.
Who should use this document?
This document should be used by:

1. OSF ISD personnel responsible for the design of services
2. OSF ISD personnel involved in the operation and management of Service Catalog Request Process
3. Request Review Board

Summary of changes

This section records the history of significant changes to this document.  Only the most significant changes are described here.
	Version 
	Date
	Author
	Description of change

	1.0
	9/9/2009
	OW Thomasson
	Initial version

	1.1
	3/3/2010
	OW Thomasson
	Revision of policy

	1.2
	1/4/2010
	OW Thomasson
	Revision to correlate to other Service Request process documentation


Where significant changes are made to this document, the version number will be incremented by 1.0.  
Where changes are made for clarity and reading ease only and no change is made to the meaning or intention of this document, the version number will be increased by 0.1.

Chapter 1. Service Catalog Request Process
The Service Catalog Request Process manages submission and processing of the following types of requests generally referred to as requests for new service:
· Services not yet provided by OSF ISD to any customer.

· Services already provided by OSF ISD, but not to the requesting customer.
1.1. Objectives

Provide a consistent process for Agencies to submit requests for new services that ensures: 

· All customer requests for services are initiated by authorized customer personnel 
· Customer requests are properly routed
· Service requested is within the boundaries of OSF/ISD’s strategic road map
· All Proposals provided by OSF ISD in response to requests are reviewed and approved by authorized customer personnel
· Request status is accurately reported 

· Solution provided meets the requirements specified by the customer
· Service Level Agreements are initiated or updated to reflect new/additional service(s)

· Accurate billing is initiated

1.2. Definitions
A complete set of definitions may be found in the document Service Request Process Overview.  The definitions listed here are specific to this process.
1.2.1. Authorized Approver / Requestor List

This is generally referred to as the contact list which is currently maintained along with SLA’s.  There may be known contacts who are not currently on the list that may need to be added.
In the case of a customer requesting services for whom we have no previously identified contacts, basic validation of who they are and what position they occupy in the organization should be assessed and then they should be added to the contact list if deemed credible.

1.2.2 Service Catalog Request
▪ A request initiated by an authorized customer requestor for OSF ISD services. This may be for services not yet provided to the customer or for additional services.
1.2.3. Request Review Board

Members of the OSF ISD Business Analysis, Technical, and Contract teams that provide solutions for Service Catalog Request.  Typically membership includes: OSF ISD Request Manager, OSF ISD Chief Technology Officer, Business Analyst, and Technical / Service Provider Group Managers, and a representative from the Security group.

 1.3. Service Catalog Request Scope
The Service Catalog Request process applies to all services not yet provided to the customer or for additional services requiring a proposed solution and price.  
1.3.1. Exclusions

Assistance Service Requests and Enhancement Change Requests are for support of services already under contract and are not handled by this process.  See the document Service Request Process Overview.
1.4. Inputs and Outputs 
	Input
	From

	Service Catalog Request (verbal or written)
	Customer

	Signed Proposal
	Customer

	Signed Updated Service Level Agreement
	Customer


	Output
	To

	Proposal
	Customer

	Updated Service Level Agreement
	Customer

	Notice of work completion
	Customer

	Solution meeting requirements of customer
	Customer

	Initiation of Billing
	Customer


1.5. Metrics
	Metric
	Purpose

	Process tracking metrics 

# of requests by status and customer agency
	To determine if requests are being processed in reasonable time frame and determine where bottlenecks exist.


Chapter 2. Roles and Responsibilities

2.1. Customer Request Liaison 
· Provide the necessary training and support to the customer personnel who use or are affected by the process

· Provide a single point of contact for the implementation and operation of the Service Catalog Request Process.  In a large agency, they may be the single point of contact for their division or functional area.
· Approve or convey initial requests for service to OSF ISD
· Participate in the review and resolution of any exceptions logged 

· Provide point(s) of contact to receive request status 

· Provide appropriate resources to perform requirements gathering in the Solution Development Phase

· Obtain approval for proposals provided by OSF ISD in response to Requests For Service
2.2. OSF ISD Request Manager
· Ensure that all requests are managed in accordance with the process

· Schedule weekly meetings of the Request Review Board

· Chair the Request Review Board Meeting

· Work with agencies to review and resolve any requests that have exceptions logged
· Maintain status of Service Catalog Request
· Produce the Request Status Report to be used by the Request Review Board
· Assemble the Service Delivery Team
· Lead the customer discovery and requirements gathering effort in the Solution Development Process

· Provide Service Level Agreement and Proposal to customer in response to accepted RFS

2.3. Service Delivery Team

· Composed of representative of all technical / Service Provider Groups involved in performing any part of the proposal
· Develops proposals based on best practices and in conformance with OSF ISD standards and policies
· Creates service design in alignment with existing architecture
· Estimates one time and recurring costs for proposed service design

· Assesses proposal for any vulnerabilities or risks and recommends actions for mitigation
· Performs work outlined in proposal

· Performs pre-implementation review to ensure all elements of proposal are met

· Performs post-implementation review to ensure that all issues with new service are resolved and all documentation is complete

2.4 Request Review Board
· Membership includes: 
· OSF ISD Request Manager, 
· OSF ISD Chief Technology Officer, 
· Business Analyst, 
· Technical / Service Provider Group Managers
· A representative from the Security group.
· Determine if requestor’s requirements are met by the proposal

· Ensure that all relevant functions have been represented in proposal and approved of design before presenting to the customer
· Review proposal for alignment with OSF ISD strategic objectives

· Approves the proposal for presentation to the customer or directs the proposal to be reworked, or denies request
· Prioritizes outstanding requests for service based on commitments, need, and urgency
2.5. Service Level Agreement Admin

· Reviews proposal for the following:

· If the proposal is for a new customer, all information needed to create a new Service Level Agreement
· If the proposal is for a customer that is already a client of OSF ISD services, any changes to the existing Service Level Agreement

· Creates or updates Service Level Agreement

· When signed Service Level Agreement is received when services are initiated, initiates the billing process 

· Updates Customer Service Matrix database

RACI Chart
Responsibe
Accountable (only 1 person)
Consulted
Informed

	 
	Activity
	Help Desk
	Any OSF/ ISD
	Managers of Service Provider Groups
	OSF Service Desk Mgr
	Request Review Board
	QA Mgr
	Service SME's
	Security
	Customer Authorized Approver/ Requestor

	1
	Record Request in CRM
	R
	 
	R
	A/R
	 
	R
	 
	 
	 

	2
	Accept Request from Customer
	R
	R
	R
	A/R
	 
	R
	R
	R
	 

	3
	Determine whether this request is out of the ordinary which requires prior approval to proceed.
	 
	 
	A/R
	R
	 
	 
	C
	C
	 

	4
	Assemble Discovery Team
	I
	 
	C
	A/R
	I
	I
	I
	C
	 

	5
	Perform Client Discovery
	 
	 
	R
	A/R
	 
	 
	C
	C
	C

	6
	Update CRM case with proposal target dates and status
	R
	R
	R
	A/R
	I
	I
	I
	I
	I

	7
	Develop Proposal
	 
	I
	A/R
	I
	I
	I
	C
	C
	 

	8
	Publish Proposal internally to ISD
	 
	 
	A/R
	 
	I
	I
	 
	 
	I

	9
	Approve / Reject Proposal
	 
	 
	I
	 
	A/R
	 
	 
	 
	I

	10
	Scan Approved Proposal and send to customer for acceptance
	 
	 
	 
	A/R
	I
	 
	 
	 
	I

	11
	Notify ISD of Acceptance / Rejection / Request for revision
	 
	 
	I
	I
	I
	 
	 
	 
	A/R

	12
	Notify board of Customer Acceptance or Rejection
	 
	 
	R
	A/R
	I
	 
	 
	 
	 

	13
	Update agency service data in Service Portfolio
	 
	 
	 
	A/R
	 
	 
	 
	 
	 

	14
	Initiate billing (if appropriate)
	 
	 
	R
	A/R
	 
	 
	 
	 
	 

	15
	Notify Review Board of New Proposals
	 
	 
	 
	 
	I
	A/R
	 
	 
	 

	16
	Schedule Review Board Meetings
	 
	 
	I
	 
	C
	A/R
	 
	 
	 

	17
	Generate Service Catalog Log
	 
	 
	 
	 
	 
	A/R
	 
	 
	 


Chapter 3. Process Flow
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	Role
	Step
	Description

	Requesting Customer 
	· 1
	Initiate Request

Submit information related to a Service Catalog Request to the OSF ISD Request Manager.  The request can be in person, by email or by calling the OSF ISD Request Manager.  

	OSF ISD Request Manager
	· 
	The request will be logged as a Service Catalog Request regardless of how the customer first made the request.  Based upon input from the customer and the manager(s) of the functional area(s) providing the service, estimate a target date to complete the proposal.

	
	· 
	Is this request already covered under an existing SLA? If so, process it using standard Service Request process.

	
	· 
	Determine whether this request is out of the ordinary which requires prior approval to proceed.

	Request Review Board
	· 
	Review request to determine if it is in sync with OSF ISD’s stated service objectives.

	Service Delivery Team
	· 
	▪ If approved to pursue, assemble a representative team based on initial information received using representatives from the technical / Service Provider Groups impacted.

	
	· 
	▪ Perform customer discovery with discovery team.

	OSF ISD Service Delivery Team
	· 
	Develops initial version of proposal to meet the needs of the customer.

	
	· 
	Publish the draft proposal internally to OSF ISD so that all potentially impacted technical / Service Provider Groups have an opportunity to offer recommendations.

	
	· 
	Feedback is gathered from impacted technical / Service Provider Groups.

	
	· 
	If necessary, the proposal is modified to include the recommended changes.

	
	· 
	Determine if any purchases will be required to facilitate the proposal, hardware, software, etc.

	
	· 
	Outline the requirements of any purchases and with the help of the Purchasing group, estimate costs of purchases.  Identify if the purchases are to be made by OSF ISD or by the requesting customer.

	
	· 
	Estimate total cost of proposal, including one time and on-going support costs.

	Request Review Board
	· 
	Review proposal for strategic alignment and costs.

	
	· 
	Determine whether proposal should be approved.

	
	· 
	If not approved, determine if proposal should be reworked or if the request should be rejected.

	OSF ISD Request Manager
	· 
	If not approved, notify requesting customer.  Include reasons for rejection of request.

	SLA Admin
	· 
	Create or update SA to reflect proposal for services.  If the new agreements calls for changes in or creation of an SLA, perform this action at this time.

	OSF ISD Request Manager
	· 
	Update log with proposal information and submit proposed SA to requesting Customer.  If an SLA has been prepared, submit along with SA.

	Requesting Customer 
	· 
	Review proposal submitted by OSF ISD and determine if it meets requirements and purchase capabilities.

	
	· 
	If proposal is acceptable, sign SA & Return to OSF ISD.  If a new or updated SLA is required, also sign and return the SLA.

	
	· 
	Notify OSF ISD Request Manager of approval or rejection.  If rejected, include reasons why so that a determination can be made how to modify the proposal appropriately.

	OSF ISD Request Manager
	· 
	Log proposal acceptance / rejection.

	
	· 
	If proposal is accepted, notify Request Review Board and notify Service Delivery Team to schedule work.  If proposal is not approved, notify Request Review Board and Service Delivery Team regarding the reasons for rejection so a decision can be made whether or not to revise the proposal.

	OSF ISD Request Manager
	· 
	Compare proposal cost to set minimum for project work.

	OSF ISD Service Delivery Team


	· 
	If cost of proposal is less than the present minimum for requests to be treated as projects, follow standard Service Request process.

	
	· 
	If cost of proposal meets or exceeds the present minimum for requests to be treated as projects, notify the PMO and treat as a project.

	
	· 
	Services Initiated or Complete.  Update status of proposal as services are initiated or completed, referred to customer for validation.

	Requesting Customer 
	· 
	Verify requirements have been met by services initiated or completed outlined by proposal.

	SLA Admin
	· 
	Update service matrix for requesting customer

	
	· 
	Log and properly file Service Level Agreements and initiate billing process.

	OSF ISD Request Manager
	· 
	Close request and notify customer.

	Requesting Customer
	· 
	Customer receives notification of closure of Service Catalog Request.


Chapter 4. Reports and Meetings
4.1 Reports
The Request Management Reports are created by the Customer Service group using the Request Repository and are used to monitor the status of each request and will be input to the weekly Request Review Board meeting.
4.2 Meetings
Meetings will be held weekly to review all requests that have not been completed.
The primary focus will be on:

· Proposals ready for approval by Request Review Board
· New requests for services
· Requests at end of execution stage, ready to bill and close
· Any items that may miss their target date for having a proposal ready for the customer to review
Chapter 5. Policy Governing Service Catalog Requests
4. The Service Catalog Request process should be followed for all requests for new service, regardless of whether the request is eventually managed as a project or through the Service Request process.

5. Requests do not have to go through the Help Desk to be considered.  Anyone at OSF who receives a request from a customer for services should forward that request with as much detail as available to the OSF ISD Request Manager.  Functional Managers may record requests that come directly to them.
6. A Service Catalog Request is any request by an authorized customer requestor for a service not already provided to that customer.
7. Support for existing services identified in existing Service Level Agreements are not new and therefore do not require a Service Catalog Request.

8. Before OSF ISD prepares a proposal for a customer, approval must have been received from an authorized customer requestor to develop the proposal.

9. Initial approval for OSF ISD to develop a proposal may be verbal or written but must come from an authorized customer requestor.
10. No work should be done preparing a proposal for a service not currently provided by OSF until the request has been approved by the Request Review Board.

11. Proposals must be approved by the Request Review Board before being presented to the requesting customer. 

12. All customer costs will be presented to the requesting customer with the proposal.  Internal costs that are not to be billed do not need to be disclosed.
13. No work is to be performed implementing a solution until the Service Level Agreement with attached proposal has been presented to the customer by OSF ISD and has been signed and returned to OSF ISD.

14. If OSF ISD already provides a service to a customer, but that customer wants to significantly expand that service beyond the existing cost support model in place, the request should be treated as a request for new service and forwarded to the OSF ISD Request Manager.
15. Costs for new services may be billed up front or through monthly fees, or both, at the discretion of OSF ISD senior management.

16. Even if there is no cost associated with the delivery of a service, the request should be brought before the Request Review Board if OSF resources are being committed.  In this case, a proposal may not be needed.  There should be updates made to the SLA and the Customer Service Matrix database to reflect the new service.

17. If a proposal was created prior to the start of the Request Review Board meetings, the proposal needs to be reviewed by the board prior to committing resources to a customer.
18. If a proposal has already been approved but the customer asks for significant changes in scope, the proposal should be modified and presented to the Request Review Board to approve the changed scope.

19. Target dates for having a completed proposal ready for a customer to review will be set by the OSF ISD Request Manager after reviewing customer’s time related needs and after negotiation with the manager(s) of the relevant functional area(s).
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