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PROJECT.
1.1
Purpose of Project:  The Desktop Support Program (DSP) has an immediate need for a call tracking/customer information software solution. Currently, Computing Services utilizes Remedy for the use of tracking help desk calls and retaining user information and DSP utilizes a FileMaker Pro database for customer information. Remedy’s current design does not meet the needs of the DSP program and the use of a separate FileMaker Pro database lends to duplication and a synchronization problem with data. DSP needs a solution to meet the requirements set forth below. 
1.2 Drivers: The Remedy and File Maker Pro has limitations in the current design that prevents the DSP program from using the software for its business needs. The following are limitations that require the DSP program to evaluate other solutions
1.2.1 Customer Needs
· The ability to enter issues via a web interface. This is available via Quick Remedy which is currently not implemented for the DSP customers. 
· Ability to view status of their department’s issues currently open and closed. The customer should be able to view issue number, summary, assigned consultant, and current status. 
· Ability to easily identify issues in need of escalation following DSP escalation procedures.

1.2.2 Consultant Needs

· Ability to quickly and easily enter/update issues which currently is difficult due to performance issues with Remedy

· Ability to view current open issues by customer. Currently only available with a custom query that needs to be configured and loaded on each consultants computer or any computer they will be using to view Remedy issues. 

· Ability to easily identify new issues from customers 
· Ability to easily view updates to issues from customers

· Ability to update/build knowledge base

· Ability to create custom views of open issues

· Ability to track project items separately from service issues 
· Ability to track/monitor escalated issues to Tier II, Hardware, or other areas

· Ensure users are covered under SLA

1.2.3 Management Needs
· Ability to quickly monitor open calls.
· New calls without response
· Existing calls without follow up
· Grouped by customer
· All issues entered “Today”, “Yesterday”, “This Week”, “This Month”
· All Open Issues including DSP customer issues escalated to other departments
· Ability to run standard reports
· Closed issues by consultant by day/week/month/year
· Open issues by consultant by day 
· Time spent on customer issues
· Run Monthly/Quarterly/Yearly Billing reports
· Closed issues by customer by day/week/month/year
· Open issues by customer by day
· Issue detail reports with actions and resolutions
· Issues by category and/or item 
· Average resolution time 
· Average response time
· Customer Listing
· Customer Contact Listing
· Ability to have issues escalated to manager if specific actions are not performed as scheduled. 
· Ability to create custom fields based upon DSP work
· Status fields (Open, Closed, Scheduled, Resolved) 
· Billing Codes (Time Slice, Hourly, Part-Time, Full Time, Platinum) 
· Priority (Urgent, High, Medium, Low) 
· Category (Hardware, Software, General, Service Request) 
· Item (OS, Office, CMU Apps, Other) 
· Other User Defined Fields 
· Ability to quickly monitor project issues by consultant and project 
· Ability to centrally store customer information
· Billing information
· Customer Contact Information by department
· Customer Notes
· Support Information pertaining to customer (How to connect? IP Addresses? Types of CPU?)
· Ability to create and view custom queues
· Project Queues
· Consultant Queues
· Other Custom Queues
1.3
Benefits: The implementation of a new call tracking/customer information database software will give the DSP group the following benefits.
· The ability to provide DSP customers easy access to enter new issues via the web. 
· The ability to provide DSP customers with easy access to view issues via the web. 
· The ability for DSP consultants to easily enter/update issues
· The ability for DSP consultants to easily view open issues and prioritize them based upon need.
· The ability for DSP consultants to update and view knowledge base articles.
· Ability to view issues by customer without custom queries
· Ability to report time spent on customer issues quickly. 
· Ability to eliminate use of File Maker Pro database and eliminate duplication of entry into both call system and customer database. 
· Ability to produce customer reports for better accountability
· Ability to track projects issues separately from service issues. 
· Ability to produce reliable management reports for performance of consultants and overall group performance.
· Ability to monitor escalated issues
· Ability to route new issues more effectively 
1.3 Stakeholders: 
· Joel Smith – Overall responsibility of DSP group and performance
· Meena Lakhavani – Monitoring of project and results
· Thomas Dugas – Project Manager and lead implementation coordinator and designer
· DSP Customers – Use of system
· DSP Consultants – Design and Use of System
· ISAM – Installation of software 


2.
DISCOVERY PROPOSAL 
2.1
Goals of Discovery:  
· To decide how to implement the needs of the DSP consultants and their customers pertaining to the call tracking and customer information database within 30 days. The DSP group can not move forward with its plans with new work flows, new customer communication, customer and consultant reporting, and accountability until this solution is made available. 
2.2
Scope Definition: 
In scope: We are looking specifically at one product from Kemma Software called Bridgetrak. Bridgetrak has the ability to provide a low cost solution to call tracking and customer information that will meet all of the needs listed above and provide benefits specific to the needs of the DSP program. This product can be Active Directory integrated and Tom Dugas, Manager of Desktop Support has extensive experience in installing, configuring, and using the system. DSP will be responsible for manually entering issues into new system that are escalated from help desk. The Help Desk issue will show resolved with a reference to new system issue number. DSP will also enter Remedy tickets for any issue escalated to Tier II and will be referenced in new system issue until resolved. This will function identically to any issue that may be escalated to a manufacturer, CMG, or Computer Education. 
2.3
Desired Outcome: A delivery proposal to implement a new call tracking and customer information database software solution for the DSP group and its customers. 
2.4
Contingency Approach:  The DSP group will continue to function as it does currently without these tools. We will continue to utilize Remedy the best possible.
2.5
Discovery Work Plan
	Task
	Resource
	Date

	1. Evaluate Ability for Remedy to serve the needs of DSP.
	Discovery Team
	ASAP

	2. Evaluate time frame to implement changes to remedy if possible. 
	Discovery Team
	ASAP

	3. Determine if Bridgetrak will meet the needs of DSP.
	Discovery Team
	ASAP

	4. Determine if there is a need to research other software and can be done in timeframe necessary.
	Discovery Team
	ASAP

	5. Determine if there is any other way to accomplish goals of DSP without implementing new solution
	Discovery Team
	ASAP


2.6 People, Roles, Timeline: 
	Task
	Group 
	Time Estimate

	Install/Configure Software
	ISAM/DSP
	12 hrs

	Setup of Software for DSP
	DSP
	20 hrs

	Testing of Setup for DSP
	DSP
	4 hrs

	Training of DSP Staff
	DSP
	8 hrs

	Training of DSP Customers
	DSP
	12 hrs


2.7
Architect Opinion:.
1.0, TJD, 10/18/04
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