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System Request Procedures:

The goal of the System Request Procedures is to control, track, and document all requested System Changes to MMIS or requests for support from MMIS staff from inception through incorporation into the Help Desk system.
1
Process Overview
A System Request is a request of a process (or a functionality) identified as required (or desired) to be incorporated in the MMIS system.  A System Request is simply defined as a new requirement or request that is not contained in the current system, a defect that must be analyzed and corrected or data related question that requires research.  

The user will trigger a System Request by submitting, hard copy or via email, a System Request Form to the Business Analyst responsible for the impacted subsystem.  In response the Business Analysts in MMIS IT will gather information to review and understand the request.  Then, if warranted, the MMIS IT Business Analyst (BA) will request a ticket be opened by the Help Desk.  The ticket number assigned is then used to track time spent on the request.    
The remainder of this section describes the steps and procedures that MMIS IT will follow to control changes
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System Request Steps and ProceduresPRIVATE 


tc "Approach"
MMIS IT will utilize the following process to control changes to the MMIS as well as requests for analysis.

Step 1: Initiate System Request 

Once a need for a system change or a question/problem that requires analysis is identified the user should generate a “completed” System Request Form and send it to the responsible MMIS IT BA.   In the event of an emergency, the user should generate the request indicating this is a “high priority” and send to the BA.  A sample form is shown in Exhibit A.

The System Request Form:

This document describes the requested change at a high level. Information captured on the form includes request date, the subsystem(s) impacted by the request, request initiator name, request initiator title, and request approval signature. 
Step 2: Review the System Request

In this Step, members of the MMIS IT BA team will review the System Request Form.  If it is an emergency they will request a Ticket immediately and start working with the Development team to debug the problem.  If not, they will do some initial research and/or requirements analysis and translate the request into language which the developers can use to do the technical analysis and estimate.  They put this language into the ticket request.
Step 3: Analyze the Ticket: 

Once the ticket is opened MMIS IT will review it in order to provide an estimate of scope. The team is comprised of members from MMIS IT and includes the assigned BA and a technical expert on an ‘as-needed’ basis.  A member of this team is designated to be the ‘facilitator’ for the System Request. The BA is responsible for coordinating all meetings and delivering the System Request Response.  At this point we determine if a system change is needed, if not the research or our analysis is sent back to the initiator by the BA.  If a change is needed the BA will meet with the user/initiator to clarify requirements.  The ticket will enter the queue for prioritization and once prioritized will be worked consistent with the SDLC presented in Chapter 1.0 of this document. 
SYSTEM REQUEST FORM

Date:
__________________



Total Number of Pages: __________

Priority (H/M/L):
________  


Response Due Date: _____________

SR Title:
 
____________​​____________________________________________

Type of Request: (Check all that are appropriate)

     Defect        Enhancement         Project    

     Research                    
   _________________________

     ___________________
   _________________________

Affected Subsystems: (Check all that are appropriate)

    Claims
Revs
  Managed Care

Member
  APAS


CST

    TPL

EPSDT
POPS
  
Dental TPA

Provider
  Other


System Request Description: (Please use extra pages if required or use this as cover page and attach document)                                   


         

____________________________________________________________________________

____________________________________________________________________________

________________________________________________________________________________________________________________________________________________________

____________________________________________________________________________

________________________________________________________________________________________________________________________________________________________

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Initiator Name:  __________________ 
SR Request Date: ________________________

Approved By:
____________________
Date:
_____________________
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