Early Disclosure: Request for Guidance (in form of Discovery Report)
Project Name:  DSP Call Tracking and Customer Information Solution
Discovery Sponsor:  Meena Lakhavani
Discovery Leader:  Tom Dugas
Architect:  Karen Van Dusen

Purpose of Project: DSP’s current call tracking solution [Remedy] does not meet the business needs of the program.  There is an immediate need to deploy a system that can track effort in line with the new financial model and improve customer communications.
Findings:  

Current systems in place are Remedy for call-tracking and Filemaker Pro for customer information and billing.  The current implementation is untenable for consultant management, billing, and customer communications.  Immediate needs include the abilities:
For customers to enter and track their requests in a structured way


To view and manage requests by customer workgroup


To centrally store customer information by workgroup


To track and report time spent on customer issues

Modifications to the current implementation would take a great deal of resources and cannot be completed in the timeframe needed for this fiscal year.  There is a solution available that we believe would meet the immediate needs while having minimal impact on current interfaces and processes outside of DSP.  DSP expects that this solution would be used on an interim basis and expects to fully participate in a broader re-engineering effort currently slated for Remedy.
The solution being investigated by DSP could be installed and maintained entirely within the group, and could optionally use our Active Directory for user login.  Tom Dugas is familiar with the product (Bridgetrak from Kemma Software) and its capabilities. ISAM is comfortable with using Active Directory for login as long as the use would require no schema changes [Joe Kern].
Recommendations:  
We believe there are six options available to us in the short term:

1) Deploy Bridgetrak to be used by DSP consultants/management only, with no client component.  In this case, we would be requesting some ISAM resources to do some minimal work for implementing a problem submission webform, and workgroup-based reporting.
2) Deploy Bridgetrack to be used by DSP consultants and clients, with links into Active Directory for client login

3) Deploy Bridgetrak to be used by DSP consultants and clients, with Bridgetrak-specific accounts/pws created for each DSP client.
Deployment costs for Bridgetrak: 

The software by costs between $4,500 - $5,500 for 10

concurrent licenses. We estimate a total of 56 hours of installation time of

which 44 hours will be DSP staff only. The remaining 12 would consist of

ISAM assistance. The software would will be installed on an existing database server or on one of DSP's internal use systems utilizing the campus license for Windows and Oracle.

4) Investigate whether Pinnacle is adoptable for DSP business purposes.
5) Evaluate whether or not DSP can join the IT database reengineering effort
6) Further evaluate whether or not Remedy can be modified to meet our business needs in the short term (it is clear that DSP DOES expect to participate in the long term effort)
Solutions 4, 5, and 6 would take longer than is probably feasible given the current needs.  Some short-term assistance in developing improved management reports for Remedy (from ISAM?) would help to reduce the criticality of the needs somewhat, but not entirely.
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