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o Depanman(s) Sponsormg the Pro;ect' o
D .Oﬁ‘ice ofanformataon Technology (Ol‘f“} and User Semces -

. n allgnment wrth O!T’score prmczples and the, PmkSl‘AN Assessment . Report recently conducted threughout OtT the purpose e
. ofthe Encxdent Management process i5 to restore norrnal T {mforma'aon technology} service operatron as quickly as possrbie
: ::after dlsmp’nve |nccdents occur mmxm:zmg the adverse lmpact oh student success and business operat:ons, ensuring agreed

o ievels of service qualaty are malrrta ined. The resultmg lncuient Management process should caprl:allze on reiated im provements ' o
L lidellwered wrth the Senr:ce Catalog process ST Lo s : : )

"'Project Delmerabtes

| ncrde i pnorrtres in Eme wrth best practices from the ITIL f:amework Lo
: uppart Center asthe Smgie Point of Contact (SPOC) for a!l OET_ usersfcustomers for productmn semces _' ‘ _ :
_SupportMatnces for alt productlon services } - : e S
~ Ingident cat:egorues ahgned wrth Serwce Catalog R
* Escalation procedures inthe current service management apphcation B
“.Sta ndard incident management process ‘used across all OIT departments '
'Establrsh roles and responsrbilltles within all functional groups
; Estahllsh CSFs and KPis for Im:|dent Management Process - ; AN RS Sl T
- Aninternal Imowledge base and knawn error database wzf!be utilized by the currentservme management R
application, HP Sérvice Manager AT § - L
.g::dent h&anagement Prea:ess dacu mentattan to anclude workﬂow dsagram :
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Major Mllestones
. Support Matnces forall productmn services
# - (SFs and KPIs esta bi:shed ’ :
. _.:;RACIMamx S
- ‘e Link HPSM to Knawiedge Management

.i'.;:Procedurai Documentatmn, warkﬂowandtralnmg plan S AT A
“All DIT departrrents tralned and using the ncident- Management Prm:ess e

' '_'-'Performa neg wﬂi be measured bythe orgamzatlon [3 ahilrty te meet estabhshed cntena The pro;ect team w:I! formahze the " f :
" ériteria by |dentrfymg a set of Crmcal Success Factors {CSFs) and Key Performance tndicators (KPis}). In geaerai the criteria may
mc[ude . - ) . .
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Resolve incidents within established service times while minirmizing impacts to the business
Maintain quality of IT services

Maintain high customer satisfaction

Increase wsnb:!:ty and communication of incidents to husiness and IT support staff

: | Ensure standardlzed methods and procedures are usedto mamiain conf‘dence infr capabah‘aes

The !ncrdent Management Pro;ect wull produce a set of documented and approved cntena mc!udmg the means ta collect daw
and ensure success. :

Whtch MAU's of mral campuses will participate/be impacted?

This project will primarily impact Statewide and UAF as they are the mmed‘ate beneficiaries of services prowded by the Office
of Information Technology.

Key Project Roles

Executive Project Champion - Martha Mason, User Services

Functional Project Champion ~-Kermy Coon, User Services -

’Functlonai iject Lead Shannon Telﬁng, User Services

Project Manager Tom Abbey, Technoiogy Ovemght Services

Project Team Members:
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Phil Jacobs

Tom Langdon

Tom Munson
Jarkko Tdiva_n_en .
Colfin Lichtenberger
Shannon Telling :

“Kenny Coon - -

Jamas Milhurn
Dave Hill

10) Anthony Shaw

Team Member: Works toward project success, accepts respons:bllnty for project completion.
Responsnbltrctes mclude

® Accept tasks and curnp[ete them — alone or w1th a team

Interact cnnstructwely to help map a solution that will work for you and for other departments
Understand the work to be completed {ask questions — the more questions the better the result ot the
end of the process — often people assume things differently)

Complete research, data gathering, and analysis as needed ‘

Inform the project manager of issues, scope changes, risk and quality concerns

Pro-actively communicate status

Manage expectations

ITSM Program Stgeﬁng ,_Committee Members:

Karl Kowalski
James Durkee
Martha Mason
Rory O'Neil
David DeWolfa
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The SIgnatures below mdlcate the underSIgned have read and agreed to the contents of thIS Program
Charter and haye ' n approval for thzs prugram to. be mrtlated
g /3 / /3

Ex;zﬂtive Projgc{ Champlon ' I : Date /

Executive Project Champion: Provide overall business direction for the project.

Responsibilities inchude:

+  Approve the project charter and plan {confirm the goals)

* Secure resources for the project |

*  Keep abreast of major project deveiopments and actwrues
-»

<

¢ Make decisions about project changes {scope {:reep) with steermg commlttee

Funéional Project Champion : Daté
Functional Project Cliampion: Participates in the entire préject lifecycle ensuring completion

Responsibilities include:

. Provide or secu re functional expertise for the project - subject matter expert(s)

L. T Mi/%f/f;

Functional Project Lead

' Functlonai Prolect t.ead Leadership in the planning and deve!opment of the pro;ect managmg the scope

Responsnblht:es mclude workmg with team members to:

Deve[op.the project plan and identify project dehverahles
Identify risks and develop risk management plan
Direct the project resources {team members)
Scope control and change management )
Oversee quality assurance of the project management process
Maintain all documentation including the project plan
Report and forecast project status _

. 'Resolve conflicts within the project or between cross-functional teams
Ensure that the project’s final product meets the busmess objectwes
Commumcate project status to stakeholders :
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