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	Subject:
	Information Technology Projects Requests

	Authority:
	TCA 37-5-105 (3); 37-5-106

	Standards:
	COA: PA-RPM 5.01; 5.02; 5.03

	Application:
	To All Department of Children’s Services Employees

	Policy Statement:

	Proposed information technology projects will be reviewed, approved and monitored as appropriate by the Department’s Office of Information Technology (OIT), Program Review Committees (PRC’s), and Management Advisory Council (MAC). Information technology requests shall be properly initiated, approved and tracked.

	Purpose:

	To provide a standard method for requesting information technology projects  servicesand to ensure that customer requests are reviewed and approved by the appropriate entities. the Department’s information technology resources are appropriately allocated. 

	Procedures:

	A.	Project Requests

	The requesting Department of Children’s Services (DCS) division will complete form CS-0669 Information Services Customer Request for new information technology projects. OIT will provide assistance as needed to request:
· a new system, 
· an enhancement to an existing system, 
· technology infrastructure to support business operations, 
· a new report, 
· an enhancement to an existing report, or 
· a data extract.

	A. Submitting technology requests
	1. Customers submit requests for technology services to the Department of Children’s Services (DCS) Office of Information Technology (OIT).

a) Requests may be submitted via Remedy, the State’s information technology request tracking system. Click here to access the Remedy login screen.
 
i) The requestor logs in to Remedy by entering his or her user name            (ei number) and network password.
 ii)    The requestor selects the appropriate request type from the Available Requests menu, enters the necessary information and submits. 

b) Requests may also be submitted by calling OIT at 741-4636 in the Nashville area or toll free at 888-853-4636 and selecting the appropriate menu option. 

2. Available technology services include, but are not limited to: 

a) Resolving technology incidents, including password resets;

b) Adding, changing or deleting system access;

c) Acquiring computer and telecommunication hardware and standard desktop  software.

d) Correcting TFACTS data;

e) Enhancing TFACTS or other computer systems (a completed form CS-0669, Information Services Customer Request, is required).

f) Developing and/or acquiring new computer systems (a completed form CS-0669, Information Services Customer Request, is required).

g) Providing data and reports; and

h) Publishing web content.

	B.  Project review and approval

	1.  Completed customer request forms will be submitted via email to OIT Customer Care (TFACTSCustomerCareCenterEI-DCS@tn.gov).
 OIT Customer Care will ensure that the submitted request contains all of the necessary information to move the request to the next step.  If additional information is needed, a Customer Care representative will contact the requestor. When the request has been validated, a Customer Care representative will ensure that the request information is entered into Remedy and assigned to the appropriate group for tracking and resolution. 
a) Requests for minor application or report enhancements will be classified as system maintenance and assigned to the OIT Solutions Development Team to be developed and implemented as soon as time and resources permit.
b) Requests for new reports, significant report enhancements and data extracts will be submitted for preliminary approval by the appropriate PRC.  OIT will develop specifications for approved reports and present those specifications to the appropriate PRC for review, prioritization and approval.
Other project requests will be assigned to the OIT Project Management Team, which will present each request to the  appropriate review body (PRC or OIT) for review, prioritization and approval. 
1.  Project requests for new systems, significant enhancements to existing systems and technology infrastructure to support business operations, which are approved by the PRC’s, will be presented to the MAC.  
1.  The MAC will consider project costs and benefits and how it supports the Department’s business. Approved projects will be prioritized by the MAC and forwarded to the OIT Project Management Office, which will convene an OIT Project Review to assess pending work as well as resource availability in order to schedule the project.

 Requests for new projects may require OIT to work with the proposing division to develop a Project Proposal and Cost Benefit Analysis (if required) using the templates provided by the State’s Office for Information Resources (OIR).
6.  OIT will submit Project Proposals for approved projects to the State’s Information Technology Assessment and Budget Committee (IT-ABC) for review and approval as required.

	B. Processing technology requests 
	1.   OIT tracks all technology requests in Remedy.
2.   OIT is responsible for ensuring that any necessary authorizations are secured prior to request fulfillment.
3.   OIT routes technology requests to the applicable service provider.
4.   OIT closes the Remedy ticket upon request fulfillment and notifies the requestor. 

	C. Project initiation and monitoring 
	1.  The Project Sponsor and OIT will initiate an approved project at the appropriate time. 
 OIT will provide the MAC, PRC, project stakeholders and other interested parties with regular updates on the status of all approved technology projects.

	C. Reviewing and authorizing technology requests 
	1. Requests for technology projects (such as TFACTS enhancements, new computer applications and desktop equipment replacement) and information    (such as TFACTS reports, report enhancements and ad hoc data requests) are approved by the associated Management Advisory Committee (MAC) member (usually the Deputy or Assistant Commissioner),  Central Office Executive Director or DCS Chief Information Officer (CIO) prior to submission.
2. OIT Triage Teams review and evaluate technology requests.
a) Report and data requests are reviewed, tracked and reported by the Reporting Triage Team, which is comprised of members of the Information Management Unit within OIT.  The Information Management Unit fulfills the request based on priority and resource availability.
b) TFACTS enhancement requests are reviewed by the TFACTS Triage Team, which is made up of members of the Customer Care and Solutions Development Units within OIT. 
i. If the enhancement cannot be completed, the Triage Team responds to the requestor and closes the request in Remedy.
ii. If the project is estimated to require more than 120 hours of development time, the request is forwarded for OIT Management Review (see Section E below) and the requestor is notified.
iii. If the project is estimated to require less than 120 hours of development time, the request is assigned to the OIT Solutions Development Unit to begin when resources are available.  Once the request has been fulfilled:
· A demonstration of the new functionality is conducted for the requestor(s).
· A description of the change is included in the associated TFACTS Release Notes.
· A Remedy notification is generated and sent to the requestor when the request has been fulfilled.

	D. Internal IT Project requests
	1. The DCS CIO can identify technology projects that, because of their minimal scope, impact, size, cost or complexity, do not require submission to the DCS MAC.
2. An internal IT project is reviewed by the OIT Management Team, which is made up of the CIO  and the OIT Directors.  Approved projects are entered and tracked using the State’s project portfolio management system (PPMS).
3. When the OIT Management Team is ready to initiate the project (i.e., funding and resources are available, project has received requisite approvals, etc.), a project manager is designated to develop and execute a project plan and report project status. 
4. Projects that cannot be funded within OIT’s budget or that will have significant impact on scheduled delivery of projects approved by the DCS MAC are presented to the MAC for review.

	E. Strategic Project requests
	1. Requests for strategic projects (such as major TFACTS enhancements, desktop equipment replacement and new applications) are reviewed by the OIT Management Team.  Requests are tracked and reported by a designated OIT Project Management Office (PMO) employee using the State’s PPMS.
2. If the project cannot be completed (due to technical or regulatory compliance issues, for example), OIT responds to the requestor and the PMO updates the request in the PPMS.
3. Otherwise, OIT assists the requestor in preparing the request for presentation to the MAC.
a) An OIT Project Manager is assigned to request identification of the Product Owner and to facilitate the completion of the Project Scorecard.
b) The Product Owner presents the completed scorecard to their MAC representative or Executive Director.
4. If the MAC representative or Executive Director confirms their approval of the request, they identify one or more of their staff to present the project to the MAC.  They also contact the CIO so that the request can be added to the agenda for the next MAC meeting.
5. The MAC considers project costs and benefits and how it supports the Department’s business.
a) If approved, the MAC either prioritizes the project or adds it to a “Pending” list to be prioritized as resources become available.
b) If not approved, the MAC member associated with the project notifies their staff.  The PMO closes the project in the PPMS.
6. Once approved, OIT:
a) Add the project to the MAC Priority Project Status Report.
b) Reviews the project each week to determine when resources are available for the project.
c) Ensures that project funding is identified and that costs can be tracked.
d) Facilitates any project acquisitions, exceptions to State technology standards and necessary State and/or Federal approvals.
e) Assigns a Project Manager and other project resources, which develop and execute the project plan.
f) Tracks and communicates the status of the project as well as any associated risks or issues.
g) Closes the project once Product Owner sign-off is secured.


	F. Other IT governance bodies
	1. Certain IT projects are subject to the oversight of other state entities as described in the State of Tennessee Information Technology Governance Model.
a) The State’s Information Technology Assessment and Budget Committee (IT-ABC) conducts a formal review of all agency IT projects that are submitted via the PPMS.
b) If the IT project cost is estimated to be between $5 million and $10 million, it is subject to review and monitoring by the State’s Enterprise Portfolio Investment Committee (EPIC).
c) If the IT project cost is estimated to exceed $10 million, the State’s Information Systems Council (ISC) reviews and monitors the project.
2. IT projects that impact TFACTS, the Statewide Automated Child Welfare Information System (SACWIS), are subject to oversight of the United States Department of Health and Human Services.  



	Forms:
	CS-0669, Information Services Customer Request 

	Collateral Documents:
	State of Tennessee Information Systems Planning Guidelines
State of Tennessee Information Technology Governance Model

	Glossary:
	

	Term
	Definition

	Information Technology Project:
	A project in which computer hardware, software, and/or telecommunications are used to support or enhance a business process.

	Technology Incident
	An issue with an area of technology, such as computer hardware, computer software, telecommunications, system access or TFACTS data, which inhibits the user’s utilization of the technology.

	Information Technology Request
	A request for computer hardware, software, data, reports, system access and/or telecommunications to be used to support or enhance a business process. 

	Project Scorecard
	An instrument intended to generate quantitative and consistent project prioritization information based on responses to a series of project-related questions. 

	Product Owner
	The key stakeholder for an IT project, representing the ultimate users of the resulting technology. 
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