
[image: Screenshot IT Service Modification Addendum.bmp]
Table of Contents
Common Service Requests
Urgency Descriptions	1
New Employee (New Hardware, Software, Email and Security Required)	2
New Employee (Existing Hardware, Software, and New Email and Security Required)	6
Employee Transfer (Existing employee has taken a different position within the same State agency)	10
Employee Transfer (Existing employee has taken a different position at another State agency)	14
Employee Transfer (Existing employee has transferred into a position with your State agency)	18
Employee Termination	22
Change User Name	26
Add Shared Calendar	30
Add Shared Folder	32
Install Software	34
Install Existing Desktop	37
Move Desktop	40
Install Printer	43
E-Mail	46
Shared Calendar	46
Resource Object	46
Distribution List	46
Mailbox	46
E-Mail Mirror User	46
E-Mail Associated Rights	46
Security	47
Network Associated Rights	47
User-Security Group -	47
Internet Access	47
Remote Access	47
Security Group	47
Shared Folder	47
Application Access	47
File or Drive Access	48
User Name	48
Network Account	48
Network Mirror User	48
Software	49
Personal Computer Services	50
Desktop/Laptop	50
Printer	50
Peripherals	50
Desktop/Laptop Administrative Rights	50
IT Service Modification Addendum Business Rules	51
[bookmark: _Toc233684178][bookmark: _Toc233687018][bookmark: _Toc233687077][bookmark: _Toc233687293][bookmark: _Toc233687703][bookmark: _Toc233687950][bookmark: _Toc233688509][bookmark: _Toc233689793][bookmark: _Toc233690006][bookmark: _Toc233690083][bookmark: _Toc233690528][bookmark: _Toc233690892][bookmark: _Toc233691016][bookmark: _Toc233691282][bookmark: _Toc233691401][bookmark: _Toc233691518][bookmark: _Toc233691580][bookmark: _Toc233691693][bookmark: _Toc234035025][bookmark: _Toc234036828]


[bookmark: _Toc234288537]

[bookmark: _Toc251763815]Urgency Descriptions
Urgency – Your selection should be based on risk and impact to the affected business unit.  Please use the following as a reference guide when completing this item.
Low – The ESR is desirable but can wait until a convenient time.  The “Requested Completion Date” should be several weeks from the “Date Submitted to CMS”.
Medium – The ESR has no great urgency or major impact, but should not be deferred.  This level of urgency should be used as the “default” for normal or routine service requests. 
High – The ESR has significant impact to the Agency or business unit and requires a shorter completion date window.  This level of request is typically used when prior planning was not possible or the service request has a higher visibility within the organization.
Urgent – An immediate response is required to support essential services for the Agency or business unit.  Failure to complete the ESR in an expeditious manner will generally impact multiple users and/or applications.  The Agency believes the service request is more important than previously submitted ones.  A brief justification statement in the service details stating the urgent designation is preferred.








[bookmark: _Toc251763816]New Employee (New Hardware, Software, Email and Security Required)
Section A – Employee Status Modification
[image: New-Status]
Section B – Agency Information
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (New) 
[image: New Employee]
Section C – PIM (E-Mail) 
If email setup required, select 'Add' then 'Mailbox', select other service options (if applicable) in section C – additional instructions pertaining to section C are listed in the comments for requested service
[image: ]
Section D – Security  
Select 'Add' then 'Network Account', specify what type of account needs set-up (Novell, Microsoft (AD) or both), select other service options (if applicable) in section D - additional instructions pertaining to section D are listed in the comments for requested service
[image: ]

Section E – Software  
Select 'Install' then 'Software', list selection of software in section F - additional instructions pertaining to section E are listed in the comments for requested service
[image: New Employee-ReassignSectionE]



Section F – Personal Computer Services
Select service options from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'Install' then 'Desktop' - select new equipment options
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[bookmark: _Toc234288538][bookmark: _Toc251763817]New Employee (Existing Hardware, Software, and New Email and Security Required)
Section A – Employee Status Modification
[image: New-Status]
Section B – Agency Information
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current) 
[image: New Employee]
Section C – PIM (E-Mail) 
If email setup required, select 'Add' then 'Mailbox', select other service options (if applicable) in section C – additional instructions pertaining to section C are listed in the comments for requested service
[image: ]
Section D – Security  
Select 'Add' then 'Network Account', specify what type of account needs set-up (Novell, Microsoft (AD) or both), select other service options (if applicable) in section D - additional instructions pertaining to section D are listed in the comments for requested service
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Section E – Software  
Select 'ReAssign' then 'Software', list selection of software in section F - additional instructions pertaining to section E are listed in the comments for requested service
[image: New Employee-ReassignSectionE]




Section F – Personal Computer Services
Select service options from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'ReAssign' then 'Desktop' – enter existing equipment
[image: New Employee-ReassignSectionf]
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Section A – Employee Status Modification
[image: Transfer-Status]
Section B – Agency Information
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)    -   Section B – Employee Information (New)
[image: Transfer-Employee]
Section C – PIM (E-Mail) 
Select 'Move' then 'Mailbox', additional instructions pertaining to section C are listed in the comments for requested service
[image: ]

Section D – Security  
If employee is transferring to another state agency, select 'Change' then 'Network Account', select other service options (if applicable) in section D - additional instructions pertaining to section D are listed in the comments for requested service
[image: ]
Section E – Software  
Select software to be transferred (if applicable) in section F - additional instructions pertaining to section E are listed in the comments for requested service 
[image: Transfer Employee-SectionE]




Section F – Personal Computer Services
Select service option from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'Move' then 'Desktop' - enter existing equipment

[image: Transfer Employee-SectionF]
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Section A – Employee Status Modification
[image: Transfer-Status]
Section B – Agency Information
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)    -   Section B – Employee Information (New)
[image: Transfer Employee-Employee Reassign]
Section C – PIM (E-Mail) 
Select 'Remove' then 'Mailbox', additional instructions pertaining to section C are listed in the comments for requested service
[image: Transfer Employee-Employee ReassignSectionC]

Section D – Security  
If employee is transferring to another state agency, select 'Delete' then 'Network Account', select other service options (if applicable) in section D - additional instructions pertaining to section D are listed in the comments for requested service
[image: Transfer Employee-Employee ReassignSectionD]
Section E – Software  
Select ‘ReAssign’ then ‘Software’ to be transferred (if applicable) in section F - additional instructions pertaining to section E are listed in the comments for requested service 
[image: Transfer Employee-Employee ReassignSectionE]




Section F – Personal Computer Services
Select service option from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'ReAssign' then 'Desktop' - enter existing equipment

[image: Transfer Employee-Employee ReassignSectionF]
[bookmark: _Toc251763820]Employee Transfer (Existing employee has transferred into a position with your State agency)
Section A – Employee Status Modification
[image: Transfer-Status]
Section B – Agency Information
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)    -   Section B – Employee Information (New)
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Section C – PIM (E-Mail) 
Select 'Move' then 'Mailbox', additional instructions pertaining to section C are listed in the comments for requested service
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Section D – Security  
If employee is transferring to another state agency, select 'Change' then 'Network Account', select other service options (if applicable) in section D - additional instructions pertaining to section D are listed in the comments for requested service
[image: ]
Section E – Software  
Select ‘Install’ then ‘Software’ to be transferred (if applicable) in section F - additional instructions pertaining to section E are listed in the comments for requested service 
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Section F – Personal Computer Services
Select service option from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'Install' then 'Desktop' - enter existing equipment
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[bookmark: _Toc251763821]Employee Termination
Section A – Employee Status Modification
[image: Termination-Status]
Section B – Agency Information  
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current) 
[image: Termination Employee]
Section C – PIM (E-Mail) 
Select 'Remove' then 'Mailbox' - additional instructions pertaining to section C are listed in the comments for requested service
[image: Termination Employee-Employee ReassignSectionC]

Section D – Security  
Select 'Delete' then 'Network Account' – additional instructions pertaining to section D are listed in the comments for requested service
[image: ]
Section E – Software  
Select 'Remove' then 'Software', select existing software to be removed in section F - additional instructions pertaining to section E are listed in the comments for requested service
[image: Termination Employee-Employee ReassignSectionE]





Section F – Personal Computer Services
Select service option from below - additional instructions pertaining to section F are listed in the comments for requested service 
· Select 'Remove' then 'Desktop' - enter existing equipment
[image: Termination Employee-Employee ReassignSectionF]
[bookmark: _Toc233687707][bookmark: _Toc233687954][bookmark: _Toc233688513][bookmark: _Toc233689797][bookmark: _Toc233690010][bookmark: _Toc233690087][bookmark: _Toc233690532][bookmark: _Toc233690896][bookmark: _Toc233691020][bookmark: _Toc233691286][bookmark: _Toc233691405][bookmark: _Toc233691522][bookmark: _Toc233691584][bookmark: _Toc233691697][bookmark: _Toc233690012][bookmark: _Toc233690089][bookmark: _Toc233690534][bookmark: _Toc233690898][bookmark: _Toc233691022][bookmark: _Toc233691288][bookmark: _Toc233691407][bookmark: _Toc233691524][bookmark: _Toc233691586][bookmark: _Toc233691699][bookmark: _Toc234035029][bookmark: _Toc234036832][bookmark: _Toc234285637][bookmark: _Toc234288393][bookmark: _Toc234288541][bookmark: _Toc251763822]
Change User Name
Section A – Employee Status Modification
[image: No Change-Status]
Section B – Agency Information 
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
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Section B – Employee Information (Current)    -   Section B – Employee Information (New)
[image: No Change-Employee]
Section C – PIM (E-Mail) 
Select 'Change' then 'Mailbox' - additional instructions pertaining to section C are listed in the comments for requested service
[image: ]
Section D – Security  
Select 'Change' then 'Network Account' – additional instructions pertaining to section D are listed in the comments for requested service
[image: ]
Section E – Software  
Select software to be updated (if applicable) in section F - additional instructions pertaining to section E are listed in the comments for requested service 
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Section F – Personal Computer Services
Enter Desktop tag number associated with users name change – additional instructions pertaining to section F are listed in the comments for requested service 
[image: No Change-EmployeeSectionF]
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Section A – Employee Status Modification
[image: No Change-Status]
Section B – Agency Information 
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
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Section B – Employee Information (Current)    -   Section B – Employee Information (New)
[image: No Change - Employee]
Section C – PIM (E-Mail) 
Select 'Add' then 'Shared Calendar’ - additional instructions pertaining to section C are listed in the comments for requested service
[image: ]
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Section A – Employee Status Modification
[image: No Change-Status]
Section B – Agency Information  
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
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Section B – Employee Information (Current)    -   Section B – Employee Information (New)
[image: No Change - EmployeeMayham]
Section D – Security  
Select 'Add' then 'Shared Folder' – additional instructions pertaining to section D are listed in the comments for requested service[image: ]
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Section A – Employee Status Modification
[image: No Change-Status]
Section B – Agency Information  
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)
[image: Termination Employee]
Section E – Software  
Select 'Install' then 'Software', list selection of software in section F - additional instructions pertaining to section E are listed in the comments for requested service
[image: ]
Section F – Personal Computer Services
Enter the existing desktop that software will be installed on, then enter software under Software Description column in section F 
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Section A – Employee Status Modification
[image: No Change-Status]
Section B – Agency Information  
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)
[image: Termination Employee]
Section E – Software  
Select 'Install' then 'Software', list selection of software in section F - additional instructions pertaining to section E are listed in the comments for requested service
[image: ]
Section F – Personal Computer Services
Select service options from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'Install' then 'Desktop' – enter existing equipment
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Section A – Employee Status Modification
[image: No Change-Status]
Section B – Agency Information  
[image: Agency Information]
Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)    -   Section B – Employee Information (New)
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Section F – Personal Computer Services
Select service options from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'Move' then 'Desktop' – enter existing equipment
[image: ]
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Install Printer
Section A – Employee Status Modification
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Section B – Agency Information  
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Section B – Contact Information (The person that technician will work with).
[image: Task Coordinator]
Section B – Employee Information (Current)    -   Section B – Employee Information (New)
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Section F – Personal Computer Services
Select service options from below, select other service options (if applicable) in section F - additional instructions pertaining to section F are listed in the comments for requested service
· Select 'Install' then 'Printer' – enter existing equipment
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[bookmark: _Toc233691025][bookmark: _Toc233691291][bookmark: _Toc233691410][bookmark: _Toc233691527][bookmark: _Toc233691589][bookmark: _Toc233691702][bookmark: _Toc234035035][bookmark: _Toc234036840][bookmark: _Toc234285646][bookmark: _Toc234288402][bookmark: _Toc234288550][bookmark: _Toc251763831]Resource Object - Add: specify name of owner
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[bookmark: _Toc233691027][bookmark: _Toc233691293][bookmark: _Toc233691412][bookmark: _Toc233691529][bookmark: _Toc233691591][bookmark: _Toc233691704][bookmark: _Toc234035037][bookmark: _Toc234036842][bookmark: _Toc234285648][bookmark: _Toc234288404][bookmark: _Toc234288552][bookmark: _Toc251763833]Mailbox
· Add: specify name of mailbox
· Remove: specify name of mailbox and the following information:
1) Retain or delete all email from specified mailbox 
2) Move contents of specified mailbox to another mailbox 
3) If move contents, specify mailbox to move contents to 
4) Copy specified mailbox to media (DVD/CD) 
5) If copied, who should receive the media
· Move: (Transfer) specify "From Agency" and "To Agency" (must seek approval from the departing Agency IT Coordinator if user is authorized to retain email account)
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Services: ‘Rights-Mailbox Delegation’, ‘Rights-Shared Calendar’, or ‘Rights-Resource Object’
The above Services must specify the associated rights of:  Read, Modify, Write, Delete, Create or ALL
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[bookmark: _Toc233690901][bookmark: _Toc233691031][bookmark: _Toc233691297][bookmark: _Toc233691416][bookmark: _Toc233691533][bookmark: _Toc233691595][bookmark: _Toc233691708][bookmark: _Toc234035041][bookmark: _Toc234036846][bookmark: _Toc234285652][bookmark: _Toc234288408][bookmark: _Toc234288556][bookmark: _Toc251763837]Network Associated Rights
Must be designated for any/all of the following services:
'Application Access', 'File/Drive Access', 'Security Group', or 'Shared Folder' 
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· Add - specify userid of user in section B, if Agency is utilizing SmartFilter (N2H2) which filter will user be placed in? 
· Change - specify userid of user in section B, if Agency is utilizing SmartFilter (N2H2) which filter will user be placed in? (CMS Only:  Modified Internet Access Request form must be submitted)
· Delete - specify userid of user in section B (CMS Only:  Modified Internet Access Request form must be submitted)                                 
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Add/Change - specify either VPN or Citrix (list application names), specify server name
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· Add/Change - specify name of security group, select associated rights, list members of the security group
· Delete - specify name of security group
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· Add - specify name of folder, select associated rights, enter userid of user in section B or list members of security group at initial creation of shared folder
· Delete - specify name of folder, disposition of contents
[bookmark: _Toc233690907][bookmark: _Toc233691037][bookmark: _Toc233691303][bookmark: _Toc233691422][bookmark: _Toc233691539][bookmark: _Toc233691601][bookmark: _Toc233691714][bookmark: _Toc234035047][bookmark: _Toc234036852][bookmark: _Toc234285658][bookmark: _Toc234288414][bookmark: _Toc234288562][bookmark: _Toc251763843]Application Access
· Add/Change - specify name of application, directory or folder location, select associated rights, enter userid of user section B
· Delete - specify name of application, directory or folder location



[bookmark: _Toc233690908][bookmark: _Toc233691038][bookmark: _Toc233691304][bookmark: _Toc233691423][bookmark: _Toc233691540][bookmark: _Toc233691602][bookmark: _Toc233691715][bookmark: _Toc234035048][bookmark: _Toc234036853][bookmark: _Toc234285659][bookmark: _Toc234288415][bookmark: _Toc234288563][bookmark: _Toc251763844]File or Drive Access
· Add/Change - specify name of file (fully qualified name), enter userid of user in section B or group name (if applicable), select associated rights, drive mappings (what drive letter is being assigned)
· Delete - specify name of file (fully qualified name), enter userid in section B or group name (if applicable)
[bookmark: _Toc233690909][bookmark: _Toc233691039][bookmark: _Toc233691305][bookmark: _Toc233691424][bookmark: _Toc233691541][bookmark: _Toc233691603][bookmark: _Toc233691716][bookmark: _Toc234035049][bookmark: _Toc234036854][bookmark: _Toc234285660][bookmark: _Toc234288416][bookmark: _Toc234288564][bookmark: _Toc251763845]User Name
· Change - enter (current) user name in section B, enter new (revised) user name in section B
[bookmark: _Toc233690910][bookmark: _Toc233691040][bookmark: _Toc233691306][bookmark: _Toc233691425][bookmark: _Toc233691542][bookmark: _Toc233691604][bookmark: _Toc233691717][bookmark: _Toc234035050][bookmark: _Toc234036855][bookmark: _Toc234285661][bookmark: _Toc234288417][bookmark: _Toc234288565][bookmark: _Toc251763846]Network Account  
· Add - if adding user to a Tech Account, must specify name of team individual is assigned to, select associated rights
· Change - to move a user's network account, enter current server name of user network account and enter new server location for user network account to be moved, enter previous agency if employee is transferring
· Delete - specify special retention instructions (if applicable), specify if account needs to be accessed by supervisor or others - specify name of these user(s)
· Disable - select Action only when user is on leave
· Enable - select Action only when user returns from leave
[bookmark: _Toc233690911][bookmark: _Toc233691041][bookmark: _Toc233691307][bookmark: _Toc233691426][bookmark: _Toc233691543][bookmark: _Toc233691605][bookmark: _Toc233691718][bookmark: _Toc234035051][bookmark: _Toc234036856][bookmark: _Toc234285662][bookmark: _Toc234288418][bookmark: _Toc234288566][bookmark: _Toc251763847]Network Mirror User - select if user is to be mirrored from another user's account for all requested services, specify name of mirrored user







[bookmark: _Toc233689802][bookmark: _Toc233690015][bookmark: _Toc233690092][bookmark: _Toc233690537][bookmark: _Toc233690912][bookmark: _Toc233691042][bookmark: _Toc233691308][bookmark: _Toc233691427][bookmark: _Toc233691544][bookmark: _Toc233691606][bookmark: _Toc233691719][bookmark: _Toc234035052][bookmark: _Toc234036857][bookmark: _Toc234285663][bookmark: _Toc234288419][bookmark: _Toc234288567][bookmark: _Toc251763848]Software
Select or enter product name in Section F ('Software Description')
Must specify the following information:
1) Software Version (if applicable) 
2) Software Ownership
When moving Software from one desktop/laptop to another desktop/laptop, select ReAssign as the Action - in the Detailed Description of Service section specify the inventory tag number for the desktop/laptop on which the software is currently located.  Proceed to Section F and enter the inventory tag number for the desktop/laptop to which software will be installed.









[bookmark: _Toc233689803][bookmark: _Toc233690016][bookmark: _Toc233690093][bookmark: _Toc233690538][bookmark: _Toc233690913][bookmark: _Toc233691043][bookmark: _Toc233691309][bookmark: _Toc233691428][bookmark: _Toc233691545][bookmark: _Toc233691607][bookmark: _Toc233691720][bookmark: _Toc234035053][bookmark: _Toc234036858][bookmark: _Toc234285664][bookmark: _Toc234288420][bookmark: _Toc234288568][bookmark: _Toc251763849]Personal Computer Services
[bookmark: _Toc233691429][bookmark: _Toc233691546][bookmark: _Toc233691608][bookmark: _Toc233691721][bookmark: _Toc234035054][bookmark: _Toc234036859][bookmark: _Toc234285665][bookmark: _Toc234288421][bookmark: _Toc234288569][bookmark: _Toc251763850]Desktop/Laptop – Select the hardware description and supply the corresponding tag # (if existing) in Section F under ‘Description of Hardware’ and ‘Existing Hardware Tag #’ Columns
· If moving office, select 'Move' - 'Desktop' and list all hardware equipment (i.e. cpu, monitors, printer, etc.) separately with associated tag numbers in Section F
Multiple Equipment to be Removed/Surplused – Utilize the Additional Information tab Section I for detailed instructions
[bookmark: _Toc233691430][bookmark: _Toc233691547][bookmark: _Toc233691609][bookmark: _Toc233691722][bookmark: _Toc234035055][bookmark: _Toc234036860][bookmark: _Toc234285666][bookmark: _Toc234288422][bookmark: _Toc234288570][bookmark: _Toc251763851]Printer – Select Printer and supply the corresponding tag # (if existing) in Section F under ‘Description of Hardware’ and ‘Existing Hardware Tag #’ Columns
Must specify the following
1) Approximate number of staff utilizing the printer 
2) Approximate number of sheets printed monthly 
3) Percentage of color and black-white print (Example: Color 20%, B/W 80%) 
4) Confidential or sensitive document printing 
5) If multiple equipment is to be removed and/or surplused utilize the Additional Information tab Section I for detailed instructions
[bookmark: _Toc233691431][bookmark: _Toc233691548][bookmark: _Toc233691610][bookmark: _Toc233691723][bookmark: _Toc234035056][bookmark: _Toc234036861][bookmark: _Toc234285667][bookmark: _Toc234288423][bookmark: _Toc234288571][bookmark: _Toc251763852]Peripherals (printer, scanner, external hard drive, video card, memory, disk drive).  Select the hardware description pertaining to peripherals and supply the corresponding tag # (if existing) in Section F under ‘Description of Hardware’ and ‘Existing Hardware Tag #’ Columns
Must select Desktop or Laptop and enter the corresponding tag # in Section F under ‘Description of Hardware’ and ‘Existing Hardware Tag #’ Columns in which peripheral will be installed
Keyboard/Mouse, Docking Station and/or Monitors – Select the hardware description and supply the corresponding tag # (if existing) in Section F under ‘Description of Hardware’ and ‘Existing Hardware Tag #’ Columns
[bookmark: _Toc251763853]Desktop/Laptop Administrative Rights
1) Detailed description of the customer's requirements for acquiring administrative rights on the desktop/laptop




[bookmark: _Toc251763854]IT Service Modification Addendum Business Rules
ESR-BR01 - Agency Requested By must obtain Agency approval for order/delivery of Service Request related product or services prior to submittal to BCCS.  Said approval should encompass audit, fiscal, and policy constraints as prescribed by the Agency.   
Agency Requested By must submit an IT Service Modification Addendum for requesting service.
IT Service Modification Addendum must be submitted by designated Agency Requested By.
ESR-BR02 - Agency Requested By must verify any existing asset/inventory tag(s) related to the Service Request.  Said asset/inventory tag(s) must be entered on the IT Service Modification Addendum.
ESR-BR03 - Agency Requested By must record the Agency Task Coordinator name and telephone number within the ESR form.
ESR-BR04 - Agency must populate the following fields on the IT Service Modification Addendum; Employee Status Modification option, # of Users Affected, Approved By, Date Approved, Submitting Agency Name, Accounting Unit (AU) code, Employee Information and Address, and Contact Information.
ESR-BR05 - IT Service Modification Addendum addressing multiple users must specify the same “Requested Service”.  (e.g. Equipment Install Request for User A cannot share an addendum with 'Add User Security Permissions' for User B)
ESR-BR06 - IT Service Modification Addendum addressing multiple users must specify one (1) deployment address.
ESR-BR07 - Agency Requested For or Task Coordinator must be available at an agreed upon date and time when the Shared Services Technician would be onsite to complete the work (when applicable).
ESR-BR08 - IT Service Desk Agent will verify the IT Service Modification Addendum is the current form version (as posted on the CMS/BCCS Shared Service IT Catalog) prior to accepting the ESR.  If the form version is not current, IT Service Desk Agent will return the request to the IT Coordinator and inform that the current form is required for acceptance and processing of the request.  IT Coordinator should be directed to the Shared Service IT Catalog site to obtain a copy of the current version.
ESR-BR09 - IT Service Desk Agent will verify that Service Request contains only one (1) IT Service Modification Addendum.  If multiple IT Service Modification Addendums are included with the request, IT Service Desk Agent will return request to the IT Coordinator and inform them that extraneous IT Service Modification Addendums must be removed prior to acceptance and processing of the request.

ESR-BR10 - IT Service Desk Agent will reference the AU Code list posted on the IT Service Desk SharePoint Site and/or in Remedy to verify the Accounting Unit Code on the IT Service Modification Addendum in the following manner:
· The IT Service Modification Addendum “Accounting Unit Code” field has been populated
· The IT Service Modification Addendum specifies only one (1) “Accounting Unit Code”
· The first three (3) digits correspond with the submitting Agency designated on the ESR
· The complete seven (7) digit code appears on the reference list
If any of the above criteria are not met, the IT Service Desk Agent will return the request to the IT Coordinator and inform them that the erroneous or missing code must be corrected prior to acceptance and processing of the request.  IT Coordinator should be directed to contact their Fiscal Officer for additional direction.

ESR-BR11 - IT Service Desk Agent will verify all IT Service Modification Addendum's in the following manner:
· The IT Service Modification Addendum is submitted to the appropriate designated email account for the requesting Agency
· The name contained within the IT Service Modification Addendum “requested by” field is contained within the BCCS contact list
· The name contained within the IT Service Modification Addendum “requested by” field is the authorized IT Coordinator for the requesting Agency
If any of the above criteria are not met, the IT Service Desk Agent will inform their immediate Supervisor.

ESR-BR21 - In the event modification to the original Request "Planned Start/End Date" is required by the Agency Requested By or Task Coordinator:
The request for modification must be communicated to the IT Service Desk.  Said communication must include:
· Remedy Service Request number
· Reason for modification
· Proposed revisions to "Planned Start/End Date"
IT Service Desk must enter modification details into Remedy record work log and notify the Service Request Owner via email of request for modification.
Service Request Owner must review request for modification, consult with Shared Services Team Work Coordinator(s), apprise Agency Requested By/Task Coordinator of ability to accommodate proposed revision to "Planned Start/End Date" or an alternative, and enter final outcome in Remedy record work log.    
Agency Requested By/Task Coordinator, Service Request Owner, and/or Shared Services Team Work Coordinator(s) must agree on revisions to "Planned Start/End Date"






ESR-BR22 - In the event modification to the original Request "Planned Start/End Date" is required by BCCS:
The proposal for modification must be communicated person-to-person by the Service Request Owner to the Agency Requested By/Task Coordinator.  Said communication must include:
· Remedy Service Request number
· Reason for modification
· Proposed revisions to "Planned Start/End Date"
Agency Requested By/Task Coordinator, Service Request Owner, and/or Shared Services Team Work Coordinator(s) must agree on revisions to "Planned Start/End Date"
 Service Request Owner must enter details into Remedy record work log.

ESR-BR25 - Revisions and/or variances from the original IT Service Modification Addendum must be confirmed by the IT Coordinator prior to service delivery.  The Shared Services Team Work Coordinator must request/receive said confirmation via email.  The Shared Services Team Work Coordinator must store a copy of the confirmation email in the Remedy work-log.

ESR-BR32 - In the event escalation of an existing Service Request is required by the Agency Requested By or Task Coordinator:
The request for escalation must be communicated to the IT Service Desk Supervisor.  
Said communication must include:
· Remedy Service Request number
· Reason for modification
· Proposed revisions to "Planned Start/End Date"
IT Service Desk Supervisor must enter details into Remedy record work log and notify the Service Request Owner via email of request for escalation.  
Service Request Owner must review request for escalation, consult with Shared Services Team Work Coordinator(s) expedited actions/activities related to fulfillment, and apprise Agency Requested By or Task Coordinator.

ESR-BR47 - Agency Requested By (IT Coordinator) must list software assets and specify the ownership of each asset related to the Service Request on the IT Service Modification Addendum under the Software Asset Description and Software Ownership columns.  
 
ESR-BR48 - Only one (1) Accounting Unit Code and Billing Code is allowed per IT Service Modification Addendum.
All requested services and assets (hardware/software) on the IT Service Modification Addendum must be associated to the Accounting Unit Code and Billing Code.

ESR-BR49 - Only one (1) Move FROM address and only one (1) Move TO address is allowed per IT Service Modification Addendum.
When requesting services for multiple users located at more than one (1) Move FROM or Move To address, then separate IT Service Modification Addendum must be submitted per each location.
ESR-BR50 - When selecting Employee Status Modification of "NEW", "TRANSFER", OR "TERMINATION" only one (1) individual per addendum can be submitted to IT Service Desk.
When selecting Employee Status Modification of "NO CHANGE", more than one (1) individual can be listed on the addendum to receive the same specified Requested Service.
ESR-BR51 - When selecting Employee Status Modification of "TRANSFER", the IT Coordinator is authorized to request services that fall under their Accounting Unit Code authorization.
AIM-BR36 - In the event the IT Service Modification Addendum form is found to contain the name of an employee (at execution of the Asset Record Update task) which doesn’t have a Remedy profile, the IT Service Desk Agent must create a profile in Remedy for the individual.  The IT Service Desk Agent will contact the Task Coordinator or IT Coordinator in order to obtain the necessary information required to create the Remedy profile.  The profile shall contain the following:
· Contact fields:  
· Login
· Status
· Last Name
· First Name
· Full Name
· Type
· Region
· Phone Number
· Notification Method
· Address fields:
· Street
· City
· Postal Code
· State/Prov.

AIM-BR37 - Agency must provide on the IT Service Modification Addendum the name of employee(s) to which equipment and/or software will be deployed.  In the event the employee is not available due to a position vacancy, the employee is not a permanent State of Illinois employee, or the equipment is to be installed in a common area (i.e. training room, test laboratory, etc…) the Agency must substitute either the name of the vacant position’s immediate Supervisor or the name of the IT Coordinator submitting the request.
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IT Service Modification Addendum

Examples and Additional Information

This documentis to assist the IT Coordinators in properly fillng out the IT Service Modification Addendum for certain
Common Service Requests and additional information concerning specific types of Service Requests

GaryWasilewski g c CS
January20,2010

Keeping You Connected





