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I.
PURPOSE:

To establish policies and procedures that support the development, implementation and maintenance of Department of Health and Senior Services (DHSS) information technology projects. 
II.
SCOPE:
Department-wide. 
III.
POLICY:

A.
Customer Service Request (CSR)
The CSR form is completed for all projects that require Office of Administration Information Technology Services Division (OA-ITSD) support and services.  The form represents the project business case and should provide OA-ITSD with sufficient information to develop a bid estimate.  The CSR Process must be initiated for one of the following reasons:
· Requesting maintenance for an existing application;
· Requesting OA-ITSD assistance with a new project;
· Requesting OA-ITSD assistance with a current project requiring enhancements; or
· Requesting an OA-ITSD estimate needed for a grant application or program information.
The CSR form requires general contact information, timelines, funding information and project overview or business case information. Sections 1-4 are completed for all maintenance requests.  For all non-maintenance CSRs, additional information on the business necessity, benefits analysis and scope of impact is required.  The information on the CSR is utilized by the OA-ITSD Project Manager to complete an estimate of project requirements including scope of work, list of deliverables, acceptance criteria and project cost information. 
A CSR representative is appointed from the Divisions of Administration (DA), Community and Public Health (DCPH), Regulation and Licensure (DRL), Senior and Disability Services (DSDS), and the Department Director’s Office. Representatives are the contact point for their respective areas to receive and review CSRs submitted by division staff, and forward approved requests to OA-ITSD through designated channels.  CSR representatives coordinate the receipt of estimates from OA-ITSD to ensure projects either move forward or are declined.
CSR requests are to be submitted using the form in Attachment A of this policy.  

B.
Information Technology Advisory Committee (ITAC)

The Information Technology Advisory Committee (ITAC) will be comprised of the DHSS Deputy Department Director (Chairperson), Deputy Directors for DRL, DCPH, DSDS, and Administration, and other staff as designated. OA-ITSD staff may attend meetings as requested.  The committee will meet not less than quarterly or as necessary at the call of the Chairperson.  ITAC will provide guidance on information technology project priorities for the department and review project status reports provided by OA-ITSD.
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