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DEPARTMENT OF HEALTH AND SENIOR SERVICES (DHSS)

CUSTOMER SERVICE REQUEST COMMITTEE (CSR) AND

INFORMATION TECHNOLOGY ADVISORY COMMITTEE (ITAC)
I.
PURPOSE:

To institute a means to establish DHSS Information Technology (IT) project priorities, and establish policies and procedures that supports the achievement of the DHSS strategic direction. 
II.
SCOPE:
Departmentwide. All requests for ITSD support (CSR or Proposed Projects) will be reviewed by a joint committee prior to performance of IT work. This review is necessary for ensuring work requested is the correct focus for the Division and Department. 

III.
POLICY:

A.
Customer Service Request (CSR)
There will be a standing Customer Service Request (CSR) Committee composed of a representative from DHSS Divisions of Administration (DA), Community and Public Health (DCPH), Regulation and Licensure (DRL), Senior and Disability Services (DSDS), and the DHSS Director’s Office. The committee will meet not less than bi-weekly to review CSRs brought forward by Divisional Representatives, or as necessary at the call of the Chairperson. The ITSD Application Development Manager will serve as the Chair. 

CSRs will be submitted to CSRRequests@dhss.mo.gov. The Divisional Representative will present the request to the CSR Committee (see flow chart, Appendix 1). This procedure will assist the Divisions in seeing the IT requests from their respective programs and allow direct participation in screening and prioritizing the requests. CSRs that will require less than eighty (80) hours of work, are under $10,000, and not an enhancement to an existing project will be reviewed for validity and prioritization. CSRs determined by the CSR Committee to be greater than eighty (80) hours, and/or, more than $10,000, or an enhancement to an existing program application, will be presented to the Information Technology Advisory Committee (ITAC) for consideration.
The CSR Committee Divisional Representative will inform the respective submitting program manager of the decision of the CSR Committee. The ITAC process is shown on Appendix 2.
B.
Information Technology Advisory Committee (ITAC)

The Information Technology Advisory Committee (ITAC) will be comprised of the DHSS Deputy Department Director (Chairperson), the IT Director (Vice-Chair), Deputy Directors for DRL, DCPH, DSDS, Director and Deputy Director of the Division of Administration, Assistant Director of the Public Health Laboratory, and special staff as designated. There will be one vote for the Chair, Vice-Chair, DRL, DCPH, DSDS and Administration. IT Managers may attend in a non-voting advisory capacity. ITSD will provide automation support to the ITAC Committee. The committee will meet not less than monthly to review project submissions brought forward by Divisional Representatives, or as necessary at the call of the Chairperson.
New projects (including CSRs identified by the CSR Committee) being presented to the ITAC will be in the DHSS Project Submission Form (Appendix 3). The Divisional Representative will provide the IT Director with a copy of the Project Submission not later than the ten (10) days before the monthly ITAC meeting to have the proposed project included on the agenda; copies will be made by the IT Director and provided as an attachment to the agenda for the ITAC meeting. A Divisional Representative will present the proposed project to the ITAC Committee, and explain the submission. 

The ITAC will vote to have the proposed project further analyzed and costs defined or to not pursue. For approved projects ITSD personnel will work with designated divisional personnel in conducting the analysis. Once analyzed, the project will be presented at the next ITAC for discussion of findings, and the ITAC will vote on the project using the DHSS Criterion Scoresheet (Appendix 4). The scoring sheets will be entered on a spreadsheet, an average score calculated, and a prioritization established within the existing projects. 
1. If the project has identified funding, it will be placed in the queue for action. A project once started will be continued until the scope of work is completed. If the scope of work is changed, it must be presented to the ITAC for approval and a determination made to include the change in the original project, or as an additional project with new scoring. 
2. If the project is approved, but has no identified funding, the project will go into the queue for approved projects, awaiting funding. Once funding is secured the project will go into the action queue to be worked.
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