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Proposal of Project Scope and Timeline
for
Maricopa District Office, Technology Support Services
Introduction

This is a proposal for a multi-phased project to identify, document, and improve processes in the Technology Support Services department (also known as Helpdesk, Desktop Support, AV) at the Maricopa Community Colleges District Office.  This proposal introduces the project, describes the project scope and methodology, explains how the project timeframe is estimated, and provides details about the project documentation and presentation.

During Phase I of the project, the processes will be identified, documented, and improved for the first set of processes.  The Analyst from the TSS department along with the TSS staff will work as a team during facilitated sessions to collect, analyze, and document the processes as they are currently performed.  Once the existing processes have been documented, the processes will be analyzed for improvements by a cross functional team made up of departmental experts from TSS, other departments affected by the process, and customers. 
Purpose

The purpose of this project is to make sure we have current and efficient documentation of the processes identified for Phase I.  The team will document the existing processes, evaluate them, and provide improvements
Scope

During Phase I the team will examine the processes listed below.  They have been identified as the most vital in Technology Support Services to keep the department running smoothly and efficiently.  
1. Triage Phone Call

2. Triage Walk-in

3. Triage Help Desk Email

4. Triage Helpdesk Ticket

5. Troubleshoot Phone Call

6. Troubleshoot Walk-in

7. Troubleshoot Help Desk Email

8. Troubleshoot Helpdesk Ticket

9. Update Helpdesk Ticketing Information 

10. Close Helpdesk Ticket
Methodology
Subject matter experts will describe each process in detail and its steps will be documented in textual and visual formats.  The documentation will be validated at a subsequent session with changes added as necessary.  Next, the processes will be analyzed by cross-functional teams to identify any possible improvements.  The cross-functional teams include a process expert from each constituency that is impacted by the program.  Team composition is dependent upon the processes identified.  Last, the process documentation will be modified to reflect the improvements.

There will be two, 1 ½ to 2 ½ hour team sessions per week.  The process Analyst will facilitate these sessions.  The team members are expected to accept this project assignment as a high priority and will be counted upon to attend each session in its entirety without interruptions.

Deliverable

The project deliverable will include a final report consisting of an executive summary, process descriptions and diagrams, recommendations for process improvements identified by the cross-functional team, and miscellaneous improvements and possible next steps.  In addition, a presentation of the project findings will be provided to the project leadership.

Timeframe

The following schedule for Phase I has been projected based on the following characteristics:

· Approximately 10 processes

· 4 months (Total of 32 Sessions) 
· Total time frame of project duration is 3/27/07 – 7/12/07
· Existing Process (March 27th to May 17th) 

· Improved Process (May 22nd to July 12th)

· Tuesdays and Thursdays (1½ to 2½ hours) 
· Process sessions ending with “(1)” will last for 1.5 hours (see legend at the Bottom of the schedule for an explanation of process numbers)

· Process sessions ending with “ (2)” will last for 1 hour

· Process sessions ending with “ (3)” will last for 30 minutes
Depending on the nature of the processes of Phase 1, the schedule can be restructured to reflect the additional work.

A timeframe for Phase II will be developed after the conclusion of Phase I and will be dependent on similar characteristics.

Existing Process (Phase 1)

	Session
	Date/Time
	Processes
	Team Members

	Kickoff
	Thurs, 3/22/07 9 – 10

GB Room, 1 hour 
	Project Kickoff Event
	Everyone

	1
	Tues, 3/27/07 1:00-3:00 

Room 128, 2 hours
	Existing Process Documentation Overview

Triage Phone Call (1)
	Leisa, William, Mihael, Edgar, David, John H.
Leisa, William, Mihael, Edgar

	2
	Thurs, 3/29/07 1:00-3:30
Room 128, 2 ½ hours
	Triage Phone Call (2) 

Triage Walk-in (1)
	Leisa, William, Mihael, Edgar 

Leisa, William, Mihael, David

	3
	Tues, 4/03/07 1:00-2:30 

Room 128, 1 ½ hours
	Triage Phone Call (3)

Triage Walk-in (2) 
	Leisa, William, Mihael, Edgar

Leisa, William, Mihael, David

	4
	Thurs, 4/05/07 1:00-3:00
Room 128, 2 hours
	Triage Walk-in (3)

Triage Help Desk Email (1) 
	Leisa, William, Mihael, David 

Leisa, William, Edgar, David 

	5
	Tues, 4/10/07 1:00-3:30
Room 128, 2 ½ hours
	Triage Help Desk Email (2)

Triage Helpdesk Ticket (1)
	Leisa, William, Edgar, David  

Leisa, Mihael, William, David 

	6
	Thurs, 4/12/07 1:00-2:30
Room 128, 1 ½ hours
	Triage Help Desk Email (3) 

Triage Helpdesk Ticket (2)
	Leisa, William, Edgar, David 

Leisa, Mihael, William, David 

	7
	Tues, 4/17/07 1:00-3:00
Room 128, 2 hours
	Triage Helpdesk Ticket (3)

Troubleshoot Phone Call (1)
	Leisa, Mihael, William, David

Leisa, William, Mihael, Edgar

	8
	Thurs, 4/19/07 1:00-3:30
Hopper Room, 2 ½ hours
	Troubleshoot Phone Call (2) 

Troubleshoot Walk-in (1) 
	Leisa, William, Mihael, Edgar

Leisa, William, Mihael, David

	9
	Tues, 4/24/07 1:00-2:30
Hopper Room, 1 ½ hours
	Troubleshoot Phone Call (3)


Troubleshoot Walk-in (2)
	Leisa, William, Mihael, Edgar

Leisa, William, Mihael, David

	10
	Thurs, 4/26/07 1:00-3:00
Room 128, 2 hours
	Troubleshoot Walk-in (3)

Troubleshoot Help Desk Email (1)
	Leisa, William, Mihael, David 

Leisa, William, Edgar, David

	11
	Tues, 5/01/07 1:00-3:30
Hopper Room, 2 ½ hours
	Troubleshoot Help Desk Email (2)

Troubleshoot Helpdesk Ticket (1)
	Leisa, William, Edgar, David

Leisa, Mihael, William, David 

	12
	Thurs, 5/03/07 1:00-2:30
Room 128, 1 ½ hours
	Troubleshoot Help Desk Email (3) 

Troubleshoot Helpdesk Ticket (2)
	Leisa, William, Edgar, David 

Leisa, Mihael, William, David 

	13
	Tues, 5/08/07 1:00-3:00
Room 128, 2 hours
	Troubleshoot Helpdesk Ticket (3) 

Update Helpdesk Ticketing Information (1)
	Leisa, Mihael, William, David

Leisa, William, Mihael, Edgar

	14
	Thurs, 5/10/07 1:00-3:30
Room 128, 2 ½ hours
	Update Helpdesk Ticketing Information (2) 

Close Helpdesk Ticket (1)
	Leisa, William, Mihael, Edgar

Leisa, William, Mihael, David

	15
	Tues, 5/15/07 1:00-2:30
Room 128, 1 ½ hours
	Update Helpdesk Ticketing Information (3)

Close Helpdesk Ticket (2)
	Leisa, William, Mihael, Edgar

Leisa, William, Mihael, David

	16
	Thurs, 5/17/07 1:00-1:30
Room 128, ½ hour
	Close Helpdesk Ticket (3)
	Leisa, William, Mihael, David


(1) Development of a process, 1.5 hrs – (2) Verification and/or modification of existing process, 1 hr – (3) Validation of the final existing process documentation, .5 hr

Improved Process (Phase 1)

	Session
	Day
	Processes
	Team Members

	17
	   Tues, 5/22/07 1:00-3:00
Room 128, 2 hours
	Improved Process Documentation Overview

Triage Phone Call (1)
	Leisa, William, Mihael, Edgar, David, John H.
Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

	18
	   Thurs, 5/24/07 1:00-3:30
Room 128, 2 ½ hours
	Triage Phone Call (2) 

Triage Walk-in (1)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David, Robert, Rhonda, Chris

	19
	Tues, 5/29/07 1:00-2:30
Room 128, 1 ½ hours
	Triage Phone Call (3)

Triage Walk-in (2)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David, Robert, Rhonda, Chris

	20
	Thurs, 5/31/07 1:00-3:00
Room 128, 2 hours
	Triage Walk-in (3)

Triage Help Desk Email (1) 
	Leisa, William, Mihael, David, Robert, Rhonda, Chris

Leisa, William, Edgar, David, Robert, Rhonda, Chris

	21
	Tues, 6/05/07 1:00-3:30
Room 128, 2 ½ hours
	Triage Help Desk Email (2)

Triage Helpdesk Ticket (1)
	Leisa, William, Edgar, David, Robert, Rhonda, Chris

Leisa, Mihael, William, David, Robert, Rhonda, Chris

	22
	Thurs, 6/07/07 1:00-2:30
Hopper Room, 1 ½ hours
	Triage Help Desk Email (3) 

Triage Helpdesk Ticket (2)
	Leisa, William, Edgar, David, Robert, Rhonda, Chris

Leisa, Mihael, William, David, Robert, Rhonda, Chris

	23
	Tues, 6/12/07 1:00-3:00
Room 128, 2 hours
	Triage Helpdesk Ticket (3)

Troubleshoot Phone Call (1)
	Leisa, Mihael, William, David, Robert, Rhonda, Chris

Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

	24
	Thurs, 6/14/07 1:00-3:30
Room 128, 2 ½ hours
	Troubleshoot Phone Call (2) 

Troubleshoot Walk-in (1) 
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David , Robert, Rhonda, Chris

	25
	Tues, 6/19/07 1:00-2:30
Room 128, 1 ½ hours
	Troubleshoot Phone Call (3)

Troubleshoot Walk-in (2)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David, Robert, Rhonda, Chris

	26
	Thurs, 6/21/07 1:00-3:00
Room 128, 2 hours
	Troubleshoot Walk-in (3)

Troubleshoot Help Desk Email (1)
	Leisa, William, Mihael, David, Robert, Rhonda, Chris

Leisa, William, Edgar, David, Robert, Rhonda, Chris

	27
	Tues, 6/26/07 1:00-3:30
Room 128, 2 ½ hours
	Troubleshoot Help Desk Email (2)

Troubleshoot Helpdesk Ticket (1)
	Leisa, William, Edgar, David, Robert, Rhonda, Chris

Leisa, Mihael, William, David, Robert, Rhonda, Chris

	28
	Thurs, 6/28/07 1:00-2:30
Room 128, 1 ½ hours
	Troubleshoot Help Desk Email (3) 

Troubleshoot Helpdesk Ticket (2)
	Leisa, William, Edgar, David, Robert, Rhonda, Chris

Leisa, Mihael, William, David, Robert, Rhonda, Chris

	29
	Tues, 7/03/07 1:00-3:00
Hopper Room, 2 hours
	Troubleshoot Helpdesk Ticket (3) 

Update Helpdesk Ticketing Information (1)
	Leisa, Mihael, William, David, Robert, Rhonda, Chris

Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

	30
	Thurs, 7/05/07 1:00-3:30
Room 128, 2 ½ hours
	Update Helpdesk Ticketing Information (2) 

Close Helpdesk Ticket (1)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David , Robert, Rhonda, Chris

	31
	Tues, 7/10/07 1:00-2:30
Room 128, 1 ½ hours
	Update Helpdesk Ticketing Information (3)

Close Helpdesk Ticket (2)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David, Robert, Rhonda, Chris

	32
	Thurs, 7/12/07 1:00-1:30
Room 128, ½ hours
	Close Helpdesk Ticket (3)
	Leisa, William, Mihael, David, Robert, Rhonda, Chris


(1) Development of a process, 1.5 hrs – (2) Verification and/or modification of improved process, 1 hr – (3) Validation of the final improved process documentation, .5 hr
Conclusion

This proposal provides an introduction to the project, a description of the project scope and methodology, an explanation of how the timeframe is estimated, and details about the project documentation and presentation.  It is anticipated that the process documentation will provide a basis for implementation of the identified process improvements.

It is anticipated there will be additional phases as more processes are identified for analysis.

Appendix

Service Level 1.0

Documentation of Existing Process(es)

This service level creates a step-by-step description of the process by which the work is accomplished.  Usually working in a team setting, employees representing the identified area are questioned about the content and sequence of their work activities.  The findings are used to build the Process Description document.  This is the base level of service offered by the Organizational Process Analysis Team, thus it does not include a listing of data requirements, rules, policies, or any further analysis of the relative quality of the process(es).  

These simple process descriptions can be useful as the foundation for further analysis, or as the basis for continuous improvement efforts.  Additionally, the activity of developing these documents can improve staff understanding of the work that is done and greater consensus on best practices can be developed if the process descriptions are shared and discussed with all employees involved.

Service Level 2.0

Documentation of Future Process(es)

This service level creates a step-by-step description of improved process(es) which will be implemented.  Usually working in a team setting, employees representing the identified area are questioned about the content and sequence of their work activities.  The findings are used to build the Process Description document.  This service is only the identification of the desired process(es).  It does not include listing of data requirements, functional requirements, rules, policies, or job and organization analysis.

These process descriptions are primarily useful as the foundation for further analysis and improvement.  Since they are future processes, much more understanding of supporting technology and organization is needed before implementation is possible.
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