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Project Goal

To implement the Service Desk purchased software so that Quetzal can be retired.
Note: The Unicenter Service Desk, Knowledge Tools, and Dashboard purchased software components will henceforth be known and referred to as the Service Center System.
Business Objective
A major objective for the Service Center Implementation Project includes establishing the Service Center as the central point of contact for customers to request support services from Information Technology.  To accomplish this, project staff will support the Computer Associates team to complete the installation and configuration of the Service Center System in a quality assurance technical environment.  Staff will also build a proof-of-concept, web-services engine, reusable with other applications, to populate the LDAP and contact information in the Service Center System.  The proof-of-concept will be developed using the PeopleSoft HR system as the source for contact information.
Major Deliverables

· Installed and configured Service Center System in the quality assurance technical environment.  
· PeopleSoft, CLEMIS, and Access Oakland integration with the Service Center System.

· Service Desk integration with OakSource.

· Up to 20 customized Service Desk reports.

· Up to 20 default reports.

· Up to 10 screen adaptations of Service Desk self-service views.

· Up to 50 knowledge documents loaded into the Knowledge Tools component of the Service Center System.

· Documented Backup/Recovery and Disaster Recovery procedures.

· Tested Backup/Recovery and Disaster Recovery procedures.

· Service Center Handbook.
Approach

· Oakland County project manager to work closely with Computer Associates project manager to monitor project status using project governance documentation created in Design Analysis and Prototype phase.

· Oakland County to provide subject matter experts (SMEs) to work closely with Computer Associates consultants to provide, review and analyze system configuration settings, customized reports, screen adaptations, Service Center Handbook drafts, etc.

· Oakland County to provide infrastructure and administrator SMEs to work closely with Computer Associates consultants to install and configure quality assurance technical environment.

Business Objective
A major objective for the Service Center Implementation Project includes supporting the Computer Associates team to complete the installation and configuration of the Service Center System in a production technical environment.  The complete configuration of the production technical environment will mirror the quality assurance technical environment as agreed to and installed and configured in the first phase of this project.
The web-services engine, built in phase 1 of this project, will be adapted for other sources including CLEMIS, Access Oakland, and PeopleSoft Financial systems.  Account codes will be extracted for use with the change order (a.k.a., work orders) module in Service Desk and asset and asset classes will be extracted from the mainframe inventory system to Service Desk.  Future projects will include web-services real-time updates of account codes in Service Desk.
In addition, Oakland County Information Technology staff and Information Technology Liaisons will be trained in the in the use and conduct a user acceptance test of the new Service Center System.  After 45 days of production usage, the existing system, Quetzal, will be retired.
Major Deliverables

· Installed and configured Service Center System in the production technical environment.

· PeopleSoft Financial, CLEMIS, Access Oakland, and Self-Registration web-services integration with the Service Center System.

· Service Desk integration with OakSource.

· Up to 20 customized Service Desk reports.

· Up to 10 screen adaptations of Service Desk self-service views.

· Up to 50 knowledge documents loaded into the Knowledge Tools component of the Service Center System.

· Trained Oakland County Information Technology staff.

· Trained Information Technology Liaisons.

· Documented user acceptance test results.

Approach

· Oakland County project manager to work closely with Computer Associates project manager to monitor project status using project governance documentation created in Design Analysis and Prototype phase.

· Oakland County to provide technical resources to build web services for contact information loading.  CA will provide technical resource to help Oakland County team build web services that comply with Service Desk Web Services specifications.

· Oakland County to provide subject matter experts (SMEs) to work closely with Computer Associates consultants to conduct a user acceptance test.

· Computer Associates to provide technical consultants to work closely with Oakland County infrastructure and administrator SMEs to build the production technical environment. 

· Oakland County to coordinate the training schedule for Computer Associates staff responsible for end-user training of Information Technology staff.

Benefits
See Return on Investment (ROI) Analysis Document
Impact
Number of Users

175 Oakland County Information Technology Staff and Contractors and 70 IT Liaisons (primary and secondary contacts) will use analyst access.   





4,000 Oakland County employees, 300-400 CVT and CLEMIS users, and Access Oakland business customers will use self-service.
Divisions


Department of Information Technology, Internal Services Division
Leadership Groups

IT Steering Committee – Internal Services
Risk
Business Environment
HIGH - Project will dramatically change existing business processes or will negatively affect the business environment if implementation is unsuccessful.
Technical Environment
MEDIUM - Previously implemented technologies with new aspects and/or new requirements.

Assumptions
Staffing
IT Staffing: resources will be available for the hours indicated per the attached project plan.  


Other Staffing: additional staffing will be available as follows:
	Role:
	Name
	Hours per Day

	Sponsor
	                       Phil Bertolini
	    As Needed

	
	
	


Facilities
· The Service Center Implementation Project requires securing office space (desks, PCs, telephones) and computer equipment for team of two vendor staff.  Vendor team has ID badges and after hours building access to implement project and will use two, identified, eGovernment cubicles in the IT Building basement.
· The Service Center Implementation Project requires use of Information Technology training rooms to conduct software training for Information Technology staff and contractors.  
Technical
· None anticipated
Funding
· Information Technology

Other
· Coordination with the eGovernment Division will be required to ensure the design accuracy of the Service Center System integration with OakSource.  It is intended that the Service Center System will be web-enabled and secured through Netegrity as well as potentially accessible through OakSource.

· Coordination with the eGovernment, Application Services PeopleSoft, and CLEMIS divisions will be required to ensure the design accuracy of the Service Center web-services contact information integration.  It is intended that the Service Center System will obtain employee contact information from each of the source systems through the web-services engine that will be built.
Priority

2C in 2005/2006 Master Plan; 3 in 2006/2007 Master Plan
Constraints
· None Applicable


Exclusions
· Replacement and integration of the Help Desk (Incident and Problem Management) and Work Order (Request and Change Order Management) processes are included within scope of this project.  Inventory and Asset Management will be considered in the future as a different project.


PROJECT PHASE AUTHORIZATION

	Phase(s):  Additional Project Management, Production Implementation, and Post-Production Support

	Total Estimated Application Services                         Hours:  17.5

Cost: $   1,660    

	Total Estimated Technical Systems 

   Hours:
   5.75

Cost: $   1,645    

	Total Estimated eGovernment Services

   Hours:
  20 
               Cost: $     367  

	Total Estimated CLEMIS 

 

   Hours:   (-1) 

Cost:  ($ 1,037)

	Total Estimated Internal Services
 

   Hours: 1,011

Cost: $ 84,447

	IT Application Services Division Manager Approval:

	Date:

	IT Technical Systems Division Manager Approval:

	Date:

	IT eGovernment Services Division Manager Approval:

	Date:

	IT CLEMIS Division Manager Approval:

	Date:

	IT Internal Services Division Manager Approval:

	Date:

	IT Management Approval:

	Approved:

Yes

No
	Date:

	Reason:

	Project Sponsor Approval:

	Title:
	Date:


PROJECT SUMMARY

	Authorized Development  (see above)


Hours:
1,053

Cost: $  87,082

	Previously Approved
                                                         Hours:
5,473

Cost: $421,459


	Grand Total Estimated Development


Hours:
6,526

Cost: $508,541



PROJECT COMPLETION AUTHORIZATION

	Customer Acceptance of Product:

	Title:
	Date:

	Project Office Review:
	Date:
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