AESD Service Request Form

Service Name:  SERVICE Name

SERVICE POINTS of CONTACT:
	Service Owner Organization Name
	Organization Lead 
	Organization Address

	     
	     
	     



	Points of Contact
	Name
	Office Address
	Phone
	Email

	Service Owner/Program POC
	     
	     
	     
	     

	Service Technical POC
	     
	     
	     
	     

	Current Support Group Lead
	     
	     
	     
	     

	Current SMS Technical POC
	     
	     
	     
	     

	POCs for Other Support Groups
	     
	     
	     
	     




SERVICE FUNCTIONAL Description:
	Describe what functionality the Service provides the End User:

	     




Service TECHNICAL Profile:
	Service MAC Level
	Service Sensitivity
	DoD Network

	
	
	[bookmark: Check1]|_| NIPRNet 
[bookmark: Check2]|_| SIPRNet
[bookmark: Check3]|_| Other:      

	1. Accreditation Status
	2. Accrediting Agency
	3. Accreditation Expiration

	
	     
	     

	4. Personal Identifiable Information (PII)
	5. Personal Health Information (PHI)
	6. JITC Certified Interoperable with the DoD PK-Infrastructure (PKI)

	|_| Yes
|_| No

	|_| Yes
|_| No

	|_| Yes
|_| No


	7. Service Hosting Locations
	8. Service Hosting Organization
	9. Service Hosting Point of Contact

	
	
	



END USer PROFILE:
	Describe how many end users the Service has by end user location:

	     

	Describe the top 10 reasons the end user contacts the current service support organization:

	     

	Describe the self-service capabilities the end user currently can access:

	     




SERVICE Support PROFILE:

	
	Average Per Day for Past 3 Months
	Highest Daily Peak within Past 3 Months
	Average Per Month for Past Year
	Projected Total Volume for the Next Year

	Calls
	     
	     
	     
	     

	Faxes
	     
	     
	     
	     

	Emails
	     
	     
	     
	     

	Other Contact Methods
	     
	     
	     
	     

	Tickets Generated
	     
	     
	     
	     

	Tickets Resolved by Tier 1 Support
	     
	     
	     
	     

	Describe the current Service Support organization structure and staffing levels:

	     

	Describe the Service Support Hours of Operation (including Saturdays, Sundays, and Holidays) and Activities by Shift:

	     

	Describe the current IVR and ACD queues (if used):

	     

	Describe the current Service Management System (SMS):

	     

	Describe the current number and types of scripts in the current SMS actively used by Tier 1 Agents in the Service Support organization:

	     

	Describe specialized skills or knowledge used by Tier 1 Agents in the Service Support organization:

	     

	Describe the amount and type of support material provided to the end user on the self-service portal (if a self-service portal is used):

	     

	Describe any interconnection from the Service Support organization with other support organizations or resolver groups:

	     




Service Support Required (Problem to be Solved)
	Describe what changes to the current service support as described above are requested:

	     



Implementation Requirements
	1. Milestones
	Dates

	Requested Project Start
	     

	Initial Operating Capability (IOC)
	     

	Final Operating Capability (FOC)
	     



	2. Cutover Requirements

	Describe the cutover window in terms of length and timing constraints:

	     

	Describe the resources available to support cutover:

	     

	Describe any post-cutover acceptance criteria:

	     




System, Network, and SUPPORT Organization Diagrams
Attach system, network, and support organization schematic diagrams if available

Reports
Attach ACD Data Dump in following format:

	Call ID
	Arrival Date
	Arrival Time
	Complete Time
	Handle Time
	Transfer?
	SLA?

	33901023
	10/1/10
	8:01:33
	8:03:53
	140
	N
	Y

	 
	 
	 
	 
	 
	 
	 




Attach Ticket Data Dump in following format:


	Ticket
#
	Incident Category
	Category/
Incident Code
	Assignee
	Group / Resolver / Queue
	Reported By
	Priority
	Status
	Ticket Source
	Open Date/Time
	Close Date/Time
	Summary Description of Issue/Resolution




SERVICE OWNER APPROVAL

	Prepared By:
	     

	Date:
	     

	Approved By:
	     

	Date:
	     





AESD Service Request Form




