

MassIT Services Definition – COMiT Service Desk Service		23-Aug-16

COMMONWEALTH OF MASSACHUSETTS
EXECUTIVE OFFICE OF ADMINISTRATION AND FINANCE 
INFORMATION TECHNOLOGY DIVISION





MassIT Services Definition

COMiT Service Desk

				



















Table of Contents

1.	Introduction	4
1.1	Purpose & Scope	4
1.2	Document Ownership	4
1.3	Background Information	4
2.	Service Offerings	5
2.1	Description of Service	5
2.2	Supported Versions of Service Components	5
2.3	Service Targets/Hours of Availability	6
2.4	Service Reporting	6
2.5	Service Requests	6
3. Customer vs MassIT Responsibilities	7
3.1 Summary Customer Responsibilities	7
3.2 Detail Customer Responsibilities	7
4. Chargeback Information	8
Chargeback Detail:	8
 
[bookmark: _Toc302637460]Introduction

[bookmark: _Toc302637461]Purpose & Scope
The purpose of this document is to describe MassIT’s Service offering for COMiT.

[bookmark: _Toc302637462]Document Ownership
This document is owned by the Product Manager for Integration Services:

Rich Wolverton
Richard.Wolverton@state.ma.us
Director of Integration Services


0. [bookmark: _Toc302637463]Background Information

In FY11 TD established COMiT Service Desk for use within MassIT.  In FY12 MassIT introduced COMiT as a service with standards and guidelines for Customers to implement their own Service Desk within the larger shared COMiT environment. 


[bookmark: _Toc302637464]Service Offerings
[bookmark: _Toc302637465]Description of Service

COMiT is a web based Service Management tool that conforms to ITIL standards to improve the service management process across the Commonwealth.  COMiT supports the service management lifecycle:

· Starting with a Service Request, throughout planning and implementation.
· Incident Management for any event which is not part of the standard operation of the service and which causes, or may cause, an interruption or a reduction of the quality of the service.
· Change Management to ensure that standardized methods and procedures are used for efficient and prompt handling of all Changes.

MassIT established a Service Desk via COMiT in FY11 and has developed standards and guidelines for Customers to implement their own Service Desk within the larger shared COMiT environment. 

Expected Outcomes of using COMiT as a customer include:
 
	
Improved Environment Stability
· Fewer incidents over time
· Faster service restoration
· Improved service availability

	
Improved Operational Efficiency
· Easier for staff to use
· Improved SLA performance on service requests
· Built-in automation
· Better direct control for managers
· Clear understanding of all processes and accountabilities
	
Improved Service Reporting 
· Customers able to track the workflow for service requests
· Customers can see their information aligned with Service Catalog and Lines of Business




Secretariats now have the option to migrate into COMiT per the goals of the Commonwealth's IT Consolidation plan. Each will have their own 'Service Desk' within the larger shared COMiT environment - allowing for enhanced allocation of resources and greater ability to avoid duplication.

MassIT has adopted reproducible processes for other Secretariats to adopt COMiT easily.

[bookmark: _Toc302637466]Supported Versions of Service Components

· Tivoli Service Request Management 7.2.0.1
· Tivoli Change Management 7.2.0.0
· Tivoli Incident Management 7.2.0.1
· Tivoli Service Desk Content - Best Practices 7.2.0.1
· Tivoli Service Catalog Base 7.2.0.1

[bookmark: _Toc302637467]Service Targets/Hours of Availability

	Service Requirement
	Description

	Service Availability
	Service availability hours are 24x7x52 excluding planned maintenance and unplanned outages.

	Maintenance
	Maintenance is performed bi-weekly on Thursdays from 6:00 pm – 7:00 pm.

	Incident Management*
	MassIT Service Management Office has standard processes to manage incident requests, change orders.

	Request Fulfillment*
	Staff will respond to service requests between 9:00 am - 5:00 pm excluding holidays. Emergency requests must be opened as incidents to ensure they are acted on immediately out of normal business hours. 



	*MassIT Service Management Office has standard processes to managing incidents, requests, change orders and 	problems. 


[bookmark: _Toc302637468]Service Reporting 
	The following reporting information is provided to customers as part of this service:

	Report
	Description
	Reporting Interval

	406
	406 On Demand Reports can be made available through the COMiT System. Requests for data access should be made to the COMiT team.
	Ad Hoc

	Real-time Reports
	Real-time Ad-Hoc reports are provided via Start Centers.
	Ad Hoc
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	COMiT
Service Request
	Description
	Lead Time-Business Days

	COMiT Access
	Request Access to COMiT Service Desk/Catalog
	2 business days

	Change or Modify COMiT Access
	Remove COMiT Service Desk/Catalog Access
	5 business days

	Create New/Update COMiT Groups
	Create or Revise COMiT Group Information
	5 business days

	New COMiT Service
	Request New COMiT Service Desk/Catalog Service
	5 business days

	Modify COMiT Service
	Request Modification to COMiT Service Desk/Catalog Service
	5 business days

	COMiT Issues
	Submit an Issue with Current COMiT Service
	Depends on Priority
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	Performance
	Description
	Measurements 

	 <5 sec response time
	 Screen refresh is expected to be less than 5 seconds except during session initiation (logon).
	 Tivoli Enterprise Monitoring






	Availability
	Description
	Measurements

	 95% Availability
	 COMiT is available 24 x 7 except for bimonthly scheduled maintenance windows. There is on-call support to return COMiT to service if there is an outage.
	Tivoli Enterprise Monitoring
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This section describes scope of responsibility for both customers and MassIT in relation to providing the defined service.

Service Management Responsibilities that are common across many MassIT Services e.g. Facilities Management, Incident Management,  Change Control, are described in the “Service Management Services Guide” (to be defined). 

[bookmark: _Toc302637471]3.1 Summary Customer Responsibilities
Customers are responsible for the development of a list of classifications that will be used by MassIT to develop the customer’s individual service desk.

[bookmark: _Toc302637472]3.2 Detail Customer Responsibilities

3.2.1	COMiT Administration
COMiT Administration provides support for the all installed vendor software; log files, problem determination, problem resolution, administration tools, utilities and security.


	Responsibilities
	Customer  
	MassIT

	Manage the infrastructure configuration via Change Management process:
Modify configuration files
Document system configuration
Control access to system configuration files
	
	X

	Support and install major COMiT software upgrades as required by customer in a mutually agreeable time frame 
	
	X

	Monitor critical log files for utilization reporting and troubleshooting purposes
	
	X

	Report service unavailability or performance degradation
	X
	X

	Request vendor technical support for all vendor provided software
	
	X

	Maintain COMiT software configuration information
	
	X




3.2.2	COMiT Operations
COMiT Operations provide on-site system monitoring and second level incident determination and resolution for COMiT software.

	Responsibilities
	Customer
	MassIT

	Provide second  level support for shared services software and system management software
	
	X

	Monitor status of system processes
	
	X



3.2.3	COMiT Performance and Capacity Management
COMiT Performance Management includes monitoring, measuring, analyzing and reporting systems performance.  Server Capacity Management includes the development and maintenance of tactical and strategic plans to verify that the computing environments meet CUSTOMERS’ growing or changing business requirements.


	Responsibilities
	Customer  
	MassIT

	Recommend corrective action to resolve system performance and capacity problems
	
	X

	Implement corrective actions approved by the Change Management process
	
	X

	Provide analysis of server capacity trends (CPU, Memory, Disk)
	
	X

	Review alternative means to provide functionality and conduct feasibility studies if necessary
	X
	X






[bookmark: _Toc302637473]4. Chargeback Information
[bookmark: _Toc302637474]Chargeback Detail:
For more information on current Chargeback costs and for an overview of the program as well as current and previous fiscal year rates, please visit our Chargeback Services webpage.
	  
	The document that outlines that cost model can be viewed here:
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		COMIT Operational Cost Models



				Scope of Model				COMIT Activities

								Service Request

								Incidents

								Changes

								Work Orders

				Scaling Model				Multipliers to use with 1000 user as base

								1k Users		10k Users		60k Users

						Hosting		1		1.25		2

						Ops Support		1		2		3

						Development		1		1.5		2

						SW Lic.		1		1.25		1.5

						Overhead		1		1		1

				Cost Model				Est. Annual Costs of Operations with 1kUsers as base

								1k Users		10k Users		60k Users

						Hosting		$72,350.00		$90,437.50		$144,700.00

						Ops Support*		$130,000.00		$260,000.00		$390,000.00

						Development**		$150,000.00		$225,000.00		$300,000.00

						SW Maintenance		$50,000.00		$62,500.00		$75,000.00

						Overhead***		$120,705.00		$191,381.25		$272,910.00

						Annual Totals		$523,055.00		$829,318.75		$1,182,610.00

								* Assumes 2 @ $65k per Operations Support resourcs for 1000 user level

								** Assumes 2 @ $75k per Developer resource for 1000 user level

								*** Overhead is calculated as 30% of the other costs

				Cost per User Model				Submit tickets		vs		Manage work

								# Users		Est. Annual Cost per user		Est. Monthly Cost per user

								1000		$523.06		$43.59

								10000		$82.93		$6.91

								60000		$19.71		$1.64



Est. Annual Cost per user	1000	10000	60000	523.05499999999995	82.931875000000005	19.710166666666666	Total Number of Users

$
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