ENTERPRISE SERVICE REQUEST Instructions

BCCS Enterprise Shared Services 
As part of the continuing transition into a Shared Services environment, CMS BCCS has assembled an Enterprise Service Request (ESR) process to work as a common work management solution. 

The Enterprise Service Request process will work in conjunction with the following documentation:  
· The Enterprise Service Request form, and if applicable, 
· IT Service Modification Addendum
· Remedy System User Request Form
· Network Service Request Form (CMS Only)
· Modified Internet Access Request Form (CMS Only)
· Optional: Any internal Agency specific task tracking systems / forms currently used to document proper approvals and coordinate BCCS functions with other related local bureau functions not under BCCS control  

Locating the Enterprise Service Request Form
The Enterprise Service Request is an electronic form.  As such, users will fill in all applicable information on the MS Word version of the form.  The electronic copies of this form can be found at http://bccs.illinois.gov

Processing the Enterprise Service Request Form
Completed forms and any applicable attachments should be transferred via email, to the IT Service Desk at  Cms.ESR.AllAgencies@Illinois.gov.


Completing the Enterprise Service Request Form 
	Field Name  -  Entry Guidance

	Submitting Agency - Enter the acronym for your agency.

	Agency Tracking Number – If the approval for this request results from an existing internal agency tracking system, enter the applicable systems assigned reference number.

	Fiscal Year – Enter the four-digit year (YYYY) to which this request applies.  

	Date Submitted to CMS – Enter the date (MM/DD/YYYY) that this form is sent to the BCCS Service Desk.

	Urgency - Enter the level of importance of this request.  Your selection should be based on risk and impact to the affected business unit.  Please use the following as a reference guide when completing this item.
Low  -  The ESR is desirable but can wait until a convenient time.  The “Requested Completion Date” should be several weeks from the “Date Submitted to CMS”.
Medium  -  The ESR has no great urgency or major impact, but should not be deferred.  This level of urgency should be used as the “default” for normal or routine service requests. 
High  -  The ESR has significant impact to the Agency or business unit and requires a shorter completion date window.  This level of request is typically used when prior planning was not possible or the service request has a higher visibility within the organization.
Urgent  -  An immediate response is required to support essential services for the Agency or business unit.  Failure to complete the ESR in an expeditious manner will generally impact multiple users and/or applications.  The Agency believes the service request is more important than previously submitted ones.  A brief justification statement in the service details stating the urgent designation is preferred.

	Requested Completion Date - Enter the date (MM/DD/YYYY) that the required request should be completed.

	Name - Enter the first and last name of the person that is requiring the service.

	
Completing the Enterprise Service Request Form (Continued)

Phone - Enter the phone number (###-###-####) of the person that is requiring the service.  

	Region (Agency) - Enter the acronym of the person’s agency.

	Address - Enter the requester’s physical work location address.

	City - Enter the name of the city associated with the requester’s physical work location address.  

	Name – Enter the first and last name of the person at the requester’s agency that will be coordinating the activities required to complete this task.  

	Phone – Enter the phone number (###-###-####) of the Task Contact Person defined above. 

	

	Approved By - This field does NOT require a signature. Instead, please enter the first and last name of the person at the Agency that has approved the performance of this service.
 

	Date Approved - Enter the date (MM/DD/YYYY) that the ESR was approved within the agency.

	Summary/Description – If requesting any of the below services, enter a brief summary description (i.e. 10 PCs to be installed, Email Services requested, access requested for CMS Remedy Application) 

· E-mail (Mailbox, Shared Calendar, Resource Object, Distribution List, Rights-Mailbox Delegation, Rights-Shared Calendar, Rights-Resource Object)
· Security (User-Security Group, Internet Access, Remote Access, Security Group, Shared Folder, Application Access (excluding Mainframe), File or Drive Access, User Name Change, Network Account)
· Software (Standard and/or Non-Standard)
· Personal Computing (Desktop, Laptop, Printer, Peripherals, Desktop/Laptop Administrative Rights)
· CMS Remedy Application (all requested access) 
· Network Service Request (CMS Only)
· Modification to Internet Filtering (CMS Only)

If requesting services that are not listed above, enter a detailed description for services, including any information that will assist the IT Service Desk staff and BCCS staff in correctly defining the tasks that will be required to complete the requested service.  

Note: Additional files may be attached to the Enterprise Service Request to provide additional information for this field.  

	

	Does the request require a Cost Analysis prior to implementing? - Check ‘Yes’ if the Agency requires information on the cost of equipment or software related to this request before the request may proceed. 

Note: Performance of a Cost Analysis may delay the delivery of the service. 

	

	Does the request require movement, additions, or changes to E-mail, Security, Software, or Personal Computing related services? 

The IT Service Modification Addendum is applicable only to Service Requests affecting individually named end users for one of the following service categories:
· MOVE - Relocation (virtual or physical) of an existing resource or component.
· ADD - Addition (virtual or physical) of non-existing resource or component.
· CHANGE - Modification (virtual or physical) of existing resource or component.

Use of the IT Service Modification Addendum is not applicable to Project or Break/Fix related activities. 

When requesting software installation for non-CMS Managed software, the IT Coordinator must have secured software licensing prior to submission of the ESR.  If there are questions regarding software (CMS Managed or non-CMS Managed) please contact cms.psvm@illinois.gov or 217-557-2431 for assistance. 


	If you check ‘Yes’ to any APPLICABLE FORMS, you must complete and submit the forms with the ESR form.
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