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[bookmark: _Toc437521888]Introduction
The Work Request (WR) process is one of several VITA ordering processes which allows you, the customer, to order new IT services, modify existing IT services, or discontinue IT services. The purpose of this document is to explain the process and guide you through the process.
[bookmark: _Toc437521889]WR Process
[bookmark: _Toc437521890]Selection of the Right Process
There are multiple processes used to order or modify IT services. The services ordering guide is designed to assist you with identifying the correct process to use. The services ordering guide is found at the following location:
http://shop.vita.virginia.gov/Default.aspx?id=6442470342 
A partial view of the webpage is displayed in the below picture. The ordering process is identified in the row titled Service. The ordering processes are circled in red. The type of IT service is identified in the left side column.
[image: ]
To use the guide, find the desired IT service in the left side column and then identify the ordering process used to order the service. If you are unable to find the desired service in the left side column or have a question, please contact VITA at VITAOneStop@vita.virginia.gov or contact your Customer Account Manager (CAM).
The focus of this guide is only the WR process. This does not cover other ordering processes.
[bookmark: _Toc437521891]Eligible Customers
If your organization is a governmental entity within Virginia, you are eligible to request a service from VITA. All executive branch agencies can use the WR process. Non-executive branch agencies and other governmental entities (e.g., local governments, etc.) may need to complete additional steps before submitting a WR. Contact VITA at VITAOneStop@VITA.virginia.gov if you have questions.
[bookmark: _Toc437521892]Types of WRs
There are several types of WRs:
· Custom: for ordering services where specific business requirements must be provided and a proposal developed. In many cases, these requirements are not simple or standardized, may be complex, and/or have cost variables that must be determined.
· Standard: used when a standardized solution based on predefined conditions is available. A proposal does not need to be developed.
· Estimate: when there is a need for a high level cost to be used for budget planning.
Each process is detailed in the following sections.
[bookmark: _Toc437521893]Custom WR Process
The custom WR process is comprised of four phases
1. Initiation
2. Planning
3. Implementation
4. Close-out
Custom WR Initiation Phase
The initiation phase is comprised of two sub-phases. They are:
· Phase 1A – Customer Initiation: phase assigned in the WR database when a WR is first opened and while you develop the requirements.
· Phase 2A – Customer Account Team review: phase assigned in the WR database if VITA needs to conduct an internal review of the requirements. VITA will assign the WR to this phase if needed. If a WR is assigned to this phase, you will be notified regarding its status and the next steps to be taken.
Requirements: you provide business and functional requirements to VITA by completing the appropriate custom WR requirements document. The requirements documents can be found at the Service Catalog Form Library at the following link:
http://shop.vita.virginia.gov/Default.aspx?id=6442469325 
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Select the appropriate form based on your need. The forms are found at the bottom of the page as shown in the below view. If you have questions concerning which form to use, contact VITA at VITAOneStop@vita.virginia.gov or your CAM.
The requirements documents are standardized in appearance to allow you a level of familiarity and ease of use. Note the requirements document includes an orange banner at the top of each page so this family of requirements documents is not confused with the family of standard WR forms. Also note the requirements document number in the header starts with letters “RD” to identify it as a requirements documents.
[image: ]
Read and complete the fields in the requirements document to the best of your ability. Below is an example of the type of questions you will see on the document. Your answers are important and a complete document will help VITA quickly and more accurately prepare a proposal for you.
[image: ]
You will also be asked to provide a WR number with your document. This is a unique alpha-numeric number used for tracking your request in the WR database and preventing it from being confused with other requests.
WR Number: You may open your own WR number via the WR database or you may request a WR number by contacting VITA at VITAOneStop@vita.virginia.gov.  To learn how to open your own WR number, reference the Work Request Management System User Guide which is found at the top of the Service Catalog Form Library under User Guidance.
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Once a WR number is assigned, please include it in the header portion of the requirements document.
Submitting a Request: When ready to proceed to the solution development phase, you can either load the requirements directly to the WR database under the assigned WR number or you may send the requirements to VITAOneStop@vita.virginia.gov and VITA will load them for you.
· Each WR will appear in Phase 1A – Customer Initiation in the WR Database when it is opened. When VITA is notified you are ready to proceed, VITA will change the phase assignment to Phase 2A – Solution Development.
· Signed or electronic approval of the requirements document is not required as no funds are being committed at this time. 
· If you load the requirements documents to the WR database, please notify VITA at VITAOneStop@vita.virginia.gov so VITA can take the appropriate steps to begin the proposal development phase.
You do not have to submit requirements immediately following the creation of the WR. 
Custom WR Planning Phase
The planning phase is comprised of four sub-phases which are visible in the WR database to assist you with monitoring the status of your WR.
· Phase 2A – Solution Development: phase assigned while a proposal is being developed by VITA’s supplier.
· Phase 2B – VITA Review: phase assigned while VITA reviews the proposal from its supplier.
· Phase 2C – VITA Pricing: phase assigned while VITA converts the supplier’s price into a customer quote.
· Phase 2D – Customer Review: phase assigned while the customer reviews the customer quote.
Solution Development: You have minimal action during the above phases 2A through 2C. Questions may be returned to you in an effort to better understand and respond to the request.
VITA measures its performance during this phase and has the goal of providing a proposal to you within 55 calendar days of receipt of the final version of the requirements.
Customer Review: When your proposal is ready to be reviewed, you will:
· Receive an email from VITA containing the statement of work (SOW) and a cost proposal detailing the costs associated with this WR
· See the phase changed in the WR database to phase 2D – Customer Review. The documents will also be loaded to the WR database. Reference the Work Request Management System User Guide for more information regarding how to track the status of your WR and view documents.
The customer review phase is your opportunity to review the proposal and associated costs. 
· Please pay close attention to the details of the SOW, specifically the acceptance criteria, to verify they meet your needs and the requirements originally provided by you.
· You should raise any concerns or questions with the proposal during this review phase so that VITA can answer them. Please return any questions to VITAOneStop@vita.virginia.gov. Your CAM is also available to assist you.
· The customer review period is 30 calendar days but can be extended by an additional 30 calendar days if needed for a total of 60 calendar days. At the conclusion of this period, if the proposal has not been acted upon, it will be returned to the customer initiation phase. It can be reactivated by you, if desired. 
Customer Approval: If you decide to proceed with the WR, provide your approval to VITA. Approval may be given by either:
· Using the electronic approval function in the WR database. See the Work Request Management System User Guide for more information.
· Signing the customer quote and returning it to VITA either by fax, scanned copy, or sending the original. Please always provide the original to the CAM for recording keeping purposes.
Custom WR Implementation Phase
Upon receipt of your approval, the phase assignment for the WR will be changed to Phase 3A – Customer Approval Received. VITA will notify its supplier and the WR will then move to Phase 3B – Implementation.
Several key events occur during implementation
· A project manager is assigned by the supplier. This will be your implementation point of contact for issues. The name can be found in the stakeholders section of the WR database.
· The project manager will contact you within ten days of approval to schedule a kick-off meeting.
· The service supplier collaborates with you to develop an implementation plan. This includes setting a mutually agreed to schedule with a baseline completion date. This date will be listed in the project information section of the WR database. A forecasted completion date is also provided to inform you if implementation is proceeding ahead or behind schedule.
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If a change in the scope or quantity of services is needed following the entry of the WR into the implementation phase, use the change order process detailed section 2.3.1.5.
Custom WR Close-Out Phase
During this phase, you have the opportunity to review the WR and determine if the work is complete based on the acceptance criteria listed in the SOW. 
The close-out phase begins when the supplier sends you an email notification informing you that work is complete. The WR will be reassigned to phase 4A – Customer Acceptance in the WR database. 
If you are not satisfied with the implementation of the WR, please respond to the email. Provide the details of the issue so that it may be addressed. You have 30 calendar days to respond. If you need more time, please notify VITA so we do not close the WR. If no response is received, the WR will be marked as complete after 30 calendar days.


Change Order Process
The change order process should only be used for custom work requests and is comprised of three phases. 
1. Initiation
2. Planning
3. Approval and Close-Out
Change orders are only used if an existing WR currently in the implementation phase requires a change that will impact the scope or quantity of services originally approved. Significant additions to the scope of the WR are not allowed via a change order and will require a new WR. 
· If a WR is in a phase earlier than implementation, the customer may address the change by submitting revised requirements.
· If a WR is in the close-out phase or is complete, a change order is not allowed.
· While it is not common, multiple change orders on a single WR can occur.
Change Order Initiation Phase
The initiation phase is comprised of two sub-phases. They are:
· Phase 1A – Customer Initiation: phase assigned in the WR database when a change order is first opened and while you identify the needed changes to the “parent” WR already in implementation.
· Phase 2A – CAT review: phase assigned in the WR database if VITA needs to conduct an internal review of the requirements. VITA will assign the change order to this phase if needed.
Requirements: you provide the modified business and functional requirements to VITA by completing the change order section of the WR requirements document used for the original request. The change order section is at the end of the document. The last version of the requirements documents for the parent WR is found in the WR database.
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Change Order Number: A change order number is assigned in the same manner as a custom WR number. See the custom WR section for details.
· Change orders are linked to the parent WR in the WR database. You will not be able to open a change order unless the parent WR is in the implementation phase.
Submitting a Request: Submit the change order request in the same manner as a custom WR. See the custom WR section for details.
You do not have to submit requirements immediately following the creation of the change order but the completion of the parent WR will be delayed until the change order is processed. 
Change Order Planning Phase
The processing of a change order in this phase follows the same steps as a custom WR. See the custom WR process section for more details. 
To briefly summarize, you will receive a revised customer quote that includes the costs inclusive of the change order, the original WR, and any previously approved change orders. You will also receive a SOW which will detail the changes associated with this change order. Your approval is still required.
Change Order Approval and Close-Out Phase
Upon receipt of your approval, the phase assignment for the change order will be changed to Phase 3A – Customer Approval Received. VITA will notify its supplier and the change order will then be marked as complete. It is marked complete because your requested change to the WR via a change order has now been incorporated into the parent WR. Separate tracking of the change order is no longer necessary.


[bookmark: _Toc437521894]Standard WR Process
Standard WRs provide a faster method for you to order services. A standard WR is a form with a predefined solution. There are multiple forms to select depending on the service needed. Because the solution is predefined, the planning phase found in the custom WR process is not needed. The standard WR can be completed by you and submitted directly for implementation.
The standard WR process is comprised of three phases.
1. Initiation
2. Implementation
3. Close-out
Standard WR Initiation Phase
The initiation phase is comprised of two sub-phases. They are:
· Phase 1A – Customer Initiation: phase assigned in the WR database when a WR is first opened and while you complete the standard form.
· Phase 2A – CAT review: phase assigned in the WR database if VITA needs to conduct an internal review of the standard WR. VITA will assign the standard WR to this phase if needed.
Standard WR Selection: There are multiple standard WR forms from which you can select. The standard WRs can be found at the Service Catalog Form Library at the following link:
http://shop.vita.virginia.gov/Default.aspx?id=6442469325 
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Select the appropriate standard WR based on your need. If you have questions concerning which form to use, contact VITA at VITAOneStop@vita.virginia.gov or your CAM.


The standard WRs are standardized in appearance to allow you a level of familiarity and ease of use. Note that unlike the requirements documents, the standard WR forms do not include an orange banner at the top of each page.
[image: ]
Each standard WRs has use conditions provided on the first page of the form. Below is an example. Please review these conditions to make sure your request can be submitted using this standard forms. In some cases, a custom WR is needed.
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Completion of a Standard Form: Complete all required fields found on a standard form before submitting it. Optional fields are marked as optional. 
Customer Approval: If you decide to submit the standard WR, provide your approval to VITA. Approval may be provided using the same methods allowed for a custom WR and detailed in that section. 
· Note that some standard forms require ISO approval and therefore are not eligible for electronic approvals.
Standard WR Implementation Phase
Upon receipt of your approval, the phase assignment for the standard WR will be changed to Phase 3A – Customer Approval Received. VITA will notify its supplier and the WR will then move to Phase 3B – Implementation.
Several key events occur during implementation
· A project manager may be assigned by the supplier depending on the complexity of the standard WR. Some simple standard forms do not have a project manager assigned.
· If a project manager is assigned, he/she will contact you within ten days of approval to schedule a kick-off meeting.
· As needed, the service supplier collaborates with you to develop an implementation plan or to coordinate delivery of the service.  
Standard WR Close-Out Phase
During this phase, you have the opportunity to review the standard WR and determine if the work is complete based on the acceptance criteria listed on the form. 
The close-out phase begins when the supplier sends you an email notification informing you that work is complete. The WR will be reassigned to phase 4A – Customer Acceptance in the WR database. 
If you are not satisfied with the implementation of the WR, please respond to the email. Provide the details of the issue so that it may be addressed. You have 30 calendar days to respond. If you need more time, please notify VITA so we do not close the WR. If no response is received, the WR will be marked as complete after 30 calendar days.


[bookmark: _Toc437521895]Estimate Process
The estimate process varies depending upon the type of estimate requested by the customer. There are three types.
1. Self-serve estimates: Request is simple and you are able to determine the cost by referencing the IT service catalog 
2. VITA-prepared estimates: Request is complex but VITA is able to determine the cost based on past requests and/or using resource unit rates
3. Supplier-prepared estimates: Request is complex and contains items that VITA is not able to estimate
The process for requesting either VITA or supplier prepared estimate is defined in the below section.
Estimate Scope: The purpose of an estimate is to provide an approximate cost for the requested infrastructure service. This includes both a one-time and monthly recurring cost. It does not include detailed costs or a technical solution. The estimate is non-binding and is used solely for the budgetary purposes, not for full technical solutions. The estimate variance goal is 5-10 percent. It is assumed this is for a service currently being offered by VITA and not a request for a new service offering.
The estimate process is comprised of three phases.
1. Initiation
2. Planning
3. Close-Out
Estimate Initiation Phase
The initiation phase is comprised of two sub-phases. They are:
· Phase 1A – Customer Initiation: phase assigned in the WR database when an estimate is first opened and while you develop the requirements. This assumes there is a need to assign a WR number. Some requests can be quickly handled without the need for a WR number to be assigned.
· Phase 2A – CAT review: phase assigned in the WR database if VITA needs to conduct an internal review of the requirements. VITA will assign the estimate to this phase if needed.
Requirements: you provide business and functional requirements to VITA. If needed, complete the appropriate custom WR requirements document. The requirements documents can be found at the Service Catalog Form Library at the following link:
http://shop.vita.virginia.gov/Default.aspx?id=6442469325 
In some cases, VITA can provide an estimate without the need to assign a WR number or contact their supplier. If you need an estimate, provide high level requirements to either your CAM or send them to the VITA One-Stop email. We will contact you and determine the best process to take to respond to your request. Depending on your needs, this may even result in a request for a full solution.
Estimate Planning Phase
The planning phase is comprised of four sub-phases which are visible in the WR database to assist you with monitoring the status of your WR.
· Phase 1C – Estimate Development: phase assigned while a proposal is being developed by VITA or VITA’s supplier.
· Phase 1D – VITA Review and Pricing: phase assigned while VITA reviews and prices the proposal from its supplier.
· Phase 1E – Customer Review: phase assigned while the customer reviews the estimate. 
Estimate Close-Out Phase
Estimates are automatically closed 30 calendar days after their delivery to you for review. If a WR number was assigned during the estimate development process, it is marked complete. If you wish to proceed with development of a full solution, a new WR number is assigned to avoid confusion.


[bookmark: _Toc437521896]Cancellation of a Work Request
You may cancel a WR (custom, change order, standard, or estimate) at any point in the process unless the completion notice has already been issued. Cancellation of a WR that is in implementation may result in some charges being incurred by you based on work already performed or close-out activities.
To cancel a WR, send the request to either the VITA OneStop email at VITAOneStop@vita.virginia.gov or to your CAM.
[bookmark: _Toc437521897]Work Request Process Timeframes
The successful delivery of a WR is dependent upon multiple stakeholders performing their functions within set timeframes. The below chart provides time frames for each step of the process so the proper expectations can be set.
	Activity
	Custom WR
	Standard WR
	Change Order
	Estimate
	Responsible Party
	Time

	Identification of need and development of requirements
	
	
	
	
	Customer
	Varies

	Development of a proposal
	
	
	
	
	Supplier
	Goal of <45 calendar days

	Review and pricing of the proposal
	
	
	
	
	VITA
	Goal of <10 calendar days

	Customer review of the proposal
	
	
	
	
	Customer
	Up to 30 calendar days (an additional 30 days can be requested)


	Notice to proceed issued to Service Supplier
	
	
	
	
	VITA
	Goal of <48 hours from receipt of signed customer quote

	Implementation of Request
	
	
	
	
	Supplier
	Varies (schedule to be provided by service supplier)

	Agency acceptance of work or review of estimate
	
	
	
	
	Customer
	Up to 30 calendar days to identify issues






[bookmark: _Toc437521898]Work Request Status and Tools
You can find the status of your WR and associated documents by using the WR Database. This includes both active and closed WRs.
· The link to the WR database is: https://ssl01.apps.vita.virginia.gov/WorkOrderRequest/Search.aspx 
· Access to the WR database can be requested by sending a message to the VITA One-Stop email account at VITAOneStop@vita.virginia.gov. 
· Instructions regarding how to use the WR database are found on the left side menu.
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[bookmark: _Toc283902947][bookmark: _Toc283903144][bookmark: _Toc283903173][bookmark: _Toc283906577]Contact VITA at the VITA OneStop email with any questions regarding the status of the WR.


[bookmark: _Toc437521899]Definition of Terms
	Terms
	Definitions

	Customer Account Manager (CAM)
	VITA’s customer facing representative

	Change order
	The change order process allows the customer to modify a work request that has already been approved by the customer and is currently in the implementation phase.  During implementation, additional requirements may be identified that require the original solution to be altered.  The change order is designed to address these modifications but is limited to the scope of the original work request.  New service requests outside of the scope of the original work request must be addressed via a new work request. 

	Design and Build Work Request (aka: Custom) 
	This is one of two work request processes currently available for the delivery of services.  It is often referred to as the custom work request process.  It should be used only if the customer cannot address their service needs via the standard work request process, eVA, or a service ticket.  The design and build work request process allows the customer to order complex solutions that require requirements gathering and the development of a detailed solution. 

	Estimate only
	This type of request can be used if the customer simply needs an estimate as to what a work request may cost but is not ready to proceed with the development of a full solution.  Typically, the estimate contains only a top level one-time cost and a monthly recurring cost.

	IT Service Catalog
	Listing of services offered, including pricing and specifications for each service.

	Standard Work Request
	This is one of two work request processes currently available for the delivery of services.  The standard work request process allows the customer to order predefined services using a form.  If the conditions noted on the form can be met, the customer can order services without waiting for the development of a customized solution. 

	Work request
	The work request is the process in which a customer can request additional services that are not already provided and cannot be addressed via a service ticket or eVA request.

	Work Request Number
	A unique alpha-numeric identifier assigned to your request for tracking and identification purposes

	Work package
	The work package is a means to identify multiple work requests related to the same effort. 
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Summary

This requirements form enables eligible customers, “Customer,” to request a custom work
request solution for relocation, reconnection, and disconnection services. This requirements
form is limited to requesting a proposal for this service (move or new location) only.
Proposal requests for other services should be made usina one of the other requirements
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Date:
Agency Name:
Request Number:

Summary

This documentis a standard form for an Eligible Customer, “Customer,” to request
Workplace Collaboration Services (WCS) featuring SharePoint provided by VITA in
coniunction with Northroo Grumman’s. “Vendor ” Enterprise SharePoint Service. The
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The following conditions must be met for
1. Customer currently must be receiving services under the CIA.
2.
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is form to be used:

This requestis not part of incident resolution (i.e.: to resolve and close an incident
ticket).

requestis not being processed through a VCCC service ticket.

Customer’s network must be supported and managed by the Vendor.

End-Users mustbe members of the COV or AUTH Active Directory domains and will
use windows authentication to gain access to the Enterprise SharePoint Service.
Data Migration Services are not includedas part of the solution (Separate Custom
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