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The Change Curve

= Development = Install and Roll Out $$ = Benefits Begin

 Project
Change Index:
Development

 /  Roll-Out

’98
Q1

Q2 Q3 Q4
’99
Q1

Q2 Q3 Q4
’00
Q1

Q2 Q3 Q4  Change Status  Risks

 Foundational Projects

 • AW End Vision 36 / 40 $$ Informed Pessimism Budget; Acceptance

 • Technical Architecture 37 / 37 Hopeful Realism Budget

 Completed Projects

 • WAN 33 / 35 Completion

 • MTMC 29 / 34 $$ Completion

 • Layers  (Release 1) 31 / 37 $$ Completion

 • Move Mgmt (Release 1) 29 / 36 $ Completion

 Active Development Projects

 • Move Mgmt (Release 1.5) 19 / 21 $ $$$ Uninformed Optimism Conv. conflicts with busy season

 • Bottom Line 16 / 15 $$ Hopeful Realism Benefits; Budget; Data Acquisition

 Active Technical Projects

 • EMS Replacement Uninformed Optimism Training; Change

 • Technical Infrastructure 36 / 31 Uninformed Optimism Budget

 Planned Projects

 • Layers (Release 2) 31 / 37 $$ Uninformed Optimism Budget

 • Move Mgmt (Release 2) 32 / 39 $$ Uninformed Optimism Budget; R& R Work

 • Data Capture: Rewrite 36 / 40 $$ Uninformed Optimism Benefits; Scope, Performance

 • Billing – PeopleSoft 37 / 38 Uninformed Optimism Agent Expectation (Not for them)

Fixed Factors 0 42 24 22 0 42 24 22 0 42 24 22 Fixed factors account for busy season, contract renewals & conventions

Totals, by quarter 93 166 209 232 277 360 339 299 224 227 132 22 Totals include project indexes and fixed factors

Warning   Change Index from “Predicting the Impact of Change”, © O. D. Resources

11



Initiation BCA Scheduling

Pipeline
Framework

Project
Requests

Clearly Defined & 
Prioritized Project Requests 

“1 List” for IS

Updated
Release Dashboard

Inputs Process Outputs

Updated Capacity Model
with Hard Bookings

Future Consulting
Needs Identified

Id
e
a
s
 f
o
r 

IS
 P

ro
je

ts

S
D

L
C
 F

ra
m

e
w

o
rk

A. Project Prioritization

B. Resource & Release Planning

Initiation BCA Scheduling

Request Processing:
• Documentation

• Assessment
• Categorization

• Workstream Routing

Estimation

Approvals

Resource Management:
• Capacity Planning
• Release Planning
• Budget Planning

Communication

Resource Booking

Release Dashboard Management

2 Key Functions of the Pipeline Framework:
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Non-IS Partners
• Requester

• Area Director / 
Project Sponsor

• SPOC

• EPM

• EPM BA

Approvers
• ESC

• ISLT

• SPOC Committee

IS Partners
• TGB

• IS PM

• IS Release Mgmt

• IS Portfolio Mgmt

• IS Budget Team

• IS BSA
(or Functional SME)

• IS BA

• Test Strategist

• Solution Integrator

• IS Resource Manager

• Infrastructure Engineer

Present Idea
to Director

Approve Idea 
& Request QQ 
from IS BSA

Develop QQ 
& Present to 
Sponsor * 

Prioritize IS
Categories

Update/Prioritize
IS’s “1 List”

Recommend 
to Start BCAs

Approve
to Start 
BCAs 

Create  PDD 
& Project 

Plan for IS

Develop 
L1TR and/or 

IS Biz Reqmts

Develop IS 
Input to B/C 

& E30

Prioritize
Enterprise

Strat Projects

Prioritize
Small Projects 

Recommend
to Start Projects 

Present IS 
Initiative to 

TGB

Move
Forward?

Move
Forward?

Above
the Line?

Present to 
Start BCAs 

Move
Forward?

Initiation BCA
Scheduling

Develop 
Biz Reqmts 

9

15

17

21

1

2

3

3A

6

5

7

6A

5A

7A

13A

Draft 
Test Strategy

Develop 
Project 

Architecture

Begin 
Vendor Mgmt 

16

19

18

13

Present B/C & 
Projects Start Dates

25

Resource 
& Release 
Planning

(Breakout
Step B5)

/10 B1

Present Strat 
Initiative to 

ESC

Present Small 
Project to 

SPOC Comm.

4

Complete
PIP

12

Provide
Estimates

Finish
B/C

24

20

Approve B/C & 
Approve to Start 

Projects 

Develop E50 in 
the “QQ/E50 

Summary” form 

8

*  Initiates the
“QQ/E50 
Summary” form

Approve
to Start 
BCAs 

• RPI  • RFP
• Vendor Selection
• etc.

11A

11

Approve B/C & 
Approve to Start 

Projects 

23

24A

25A

Create PDD 
& Project 

Plan

14

E

LEGEND

E: Enterprise Strategic Project
S: Small Project (MTE)
I:  Internal IS Project

Externally-Defined
Process

E S I

E S I

E S I

E S I

E S I

S

I

E

S

I

E

S

I

E S I E S I

E S I

E E I

E

S I

E E E

E S I

E S I

E S I

E I  
S(opt)

E S I

E S I

E S I

E S I(opt)

E(opt) I(opt)

E

S I

Define PIP; 
Do QQ

3B I

Develop E50

I

Develop 
L1TR

17B
I

8B

Resource 
& Release 
Planning

(Breakout
Step B1)

/10 B1

Pending

Finish
B/C

I

/10 B1/22 B5

E S I
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ISSLC Stage 1

The Project Assessment & Review (PAR) Process
v 1.0

Gate 1Inputs

Request Types

Request Mechanism

✓ IS Request Central

Outputs

✓ Project Sponsor

✓ Funding Source

✓ Business Case

✓ Estimated Timeline

✓ Team Structure

✓ High-level Scope

✓ Tech Impact

✓ New system functionality
✓ Enhancement to existing 

system functionality

✓ Major system 
performance 

enhancements

Request Submission
✓ Any USC Associate

Gate 2 Gate 3 Gate 4 Gate 5 Gate 6

Objectives

✓ Define needs
✓ Socialize concepts
✓ Gather initial 

requirements

Participants

✓ Requester, 
BPO, BRD

Deliverables

Decision Makers

✓ Requester’s Manager
✓ BPO
✓ BRD

✓ Manager advances
✓ BPO advances
✓ BRD advances
✓ High level estimate

of benefits
✓ High level 

requirements 

Objectives

✓ BRD, Delivery

Participants

✓ Understand 
requirements

✓ Develop cost ROM
✓ Determine benefit

Objectives

✓ Prioritization Team

Participants

✓ Determine 
business priorities

✓ Define delivery 
needs

✓ Estimate schedule

Objectives

✓ Sponsor, 
Owner, BRD

Participants

✓ Build Business 
Case

✓ Define compelling
need

✓ Secure funding

Objectives

✓ BPO, BRD, ESC

Participants

✓ Assess business 
case

✓ Align request with 
business strategy

✓ Select best fit

Deliverables

Decision Makers

✓ Rough estimate of 
cost (ROM)

✓ Project Assessment 
Calculation

✓ IS Delivery Teams
✓ BPO
✓ BRD

Deliverables

Decision Makers

✓ Prioritization 
Committee

✓ IS Delivery Teams

✓ Project Inventory 
Ranking

✓ Estimated Delivery 
Schedule (top 
requests)

Deliverables

Decision Makers

✓ Sponsor, Champion
✓ IS Delivery Teams

- Short Form: >$250K
- Long Form: >$1MM

✓ Business Case:

✓ Enhancement Case:
<$250K

Deliverables

Decision Makers

✓ ESC, ISLC

✓ Formal Decision 
Communication

✓ Project Roadmap 
Update based on 
Estimated Delivery 

Schedule

Objectives

✓ PMO, Delivery,
Change Mgmt

Participants

✓ Evaluate release 
plan

✓ Align request with 
release schedule

✓ Select best fit

Deliverables

Decision Makers

✓ Project Office
✓ IS Delivery Teams
✓ Change Management

✓ Revised Release 
Schedule

✓ Formal Decision 
Communication

Phase 1

Concept

Phase 2

Insight

Phase 3

Prioritization

Phase 4

Business
Case

Phase 5

Project
Selection

Phase 6

Release
Planning

BPO : Business Process Owner
BRD : Business Relationship Director

ESC : Executive Steering Committee
ISLC : IS Leadership Council
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Business Factors Technical (or Project) Factors
ISR

/ ID Proj Title

Strat 

Align

Pay

back Risk

30123 Terribly bad idea projectLow Long High 1 1 1 3 12 Y N N Y Y N Y Y Y

30124 Wonderful projectHigh Short Low 1 2 2 3 2 1 1 3 2 3 2 22 1 Y Y Y Y Y Y Y Y Y

30125 So-so idea High Short High 2 2 2 2 2 10 5 Y Y Y N Y N Y Y Y

30126 So-so idea High Long High 2 2 2 3 2 1 12 4 Y Y Y Y N Y Y Y Y

30127 OK idea High Long Low 2 2 1 2 1 2 10 5 Y Y Y N N Y Y Y Y

30128 So-so idea High Short High 2 3 3 1 9 7 Y Y Y N N Y Y Y Y

30129 Other Low Short Low 2 2 3 3 3 1 3 17 2 Y Y Y N N Y Y Y Y

30130 Other Low Long High 1 1 3 1 1 7 8 Y Y Y Y Y Y N Y Y

30131 Other High Short Low 3 1 3 3 1 2 1 14 3 Y Y Y Y Y Y Y Y Y

30132 Other Low Short High 1 1 1 1 4 11 Y Y Y Y Y Y N Y Y

30133 Other Low Short Low 3 3 1 7 8 Y Y Y Y Y N N Y Y

30134 Other Low Long High 1 3 1 1 6 10 Y N Y N N Y Y Y Y

Business Factors Technical (or Project) Factors
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Technical (or Project) Factors
Summary

Y N N Y Y N Y Y Y

Y Y Y Y Y Y Y Y Y Possible Quick Hit!

Y Y Y N Y N Y Y Y

Y Y Y Y N Y Y Y N

N Y Y N N Y Y Y N

Y N Y N N Y N Y Y

Y N Y N N Y N Y N

Y N N Y Y Y N Y Y

Y Y Y Y Y Y Y Y Y Possible Quick Hit!

N Y N Y Y Y N Y N

N Y Y Y Y N N Y N

Y N Y N N Y Y Y N

Technical (or Project) Factors
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B. Supply ManagementB. Supply Management

A. Demand ManagementA. Demand Management

1. Discovery 2. Portfolio Management

Request Definition Request Screening Program Assessment

Alignment Initiation Control

• Requirements

• Scope

• etc.

• Impact Analysis

• Feasibility

• Estimation
• Cost/Benefit Analysis

• Program to project breakdown

• Project dependencies 

• Funding 

• Resource allocation

• Scheduling

• Approval 

• Prioritization 

• Change requests 

• Re-planning

• Re-funding
• Re-prioritization

• User Relationship Mgmt

• User Education
• IS Marketing

Business Needs

• IT Strategy

• Innovation

• IT R&D

Technological Opportunities

• Application Strategy

Application Needs

C. Results ManagementC. Results Management

D. Document ManagementD. Document Management

1. Process Engineering

(Process Definition)

2. Process Management

(Ongoing control)

3. Program Management

(Active program oversight)

4. Project Management

(Project liaison & support)

5. People Resource

Management

6. Deliverables Management

(App. development products)

Projects 1. Project Metrics Database Project Planning

Products 2. Product Quality Metrics Process Engineering

Services 3. Customer Satisfaction

4. Service Level Agreements 6. IT Value Report

Business Results 5. ROI & Financial Measures

1. Process

Documentation 

2. Business

Documentation 

4. Systems / Application

Documentation

3. Project

Documentation
21
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Context Diagram

Overview Diagram

Strategic
Planning

Architecture
Planning

Project
Portfolio Mgmt

Project
Initiation

Project
Execution

Annual
Budgeting

SLRFNeeds Directions

Delivered
Solutions

• User 
Require-
ments

• Budgetary
Estimate

• Request
Central
Tickets

• Priorities
List

• Generate
• Describe
• Prioritize
• Submit

C
H

E
C

K
P

O
I
N

T
S

  
  

 O
U

T
P

U
T

S
  
  
  

  
  
 A

C
T

I
V

I
T

I
E
S

  
  
  

  
  
  
  

S
T
E

P
S

• Evaluate
request

• Define scope

• Provide 
preliminary 
estimate

• Assess
capacity

• Develop user 
requirements

Concur      Fund     Sign-Off         Approve     Approve            Verify Accept           Sign-Off     Review 

Business

Request

Step 0

PM / Delivery 

Support / RM

Plan

4

App Support / 

Infrastructure

PM / 

Release Mgmt

Quality

Assurance

Development / 

Capability
Development

Business 

Analyst

Delivery 

Support

Solution 

Architecture

SupportImplementCertifyBuildDesignDefineBall-ParkScope

9876532Step 1

v.1.0

8/25/05, M. Dattoli

• Project
Definition

• Project Plan
• Release

Schedule
• ROM

• Plan project
• Estimate

delivery date
• Refine cost 

estimate

• Architectural
& Functional
Designs

• Prototype

• Developed 
System

• Support 
Materials

• Certification
Results

• Installed
System

• Lessons
Learned

• Service
Level 
Agreement
Reports

• Incident
Reports

• Design 
system

• Develop
or build 
system

• Demonstrate
functionality 

• Test system

• Certify    
system

• Assess
readiness

• Implement
system

• Support
transition

• Close project

• Support
system
operations

PM: Project Manager   RM: Release Management

• Scope
Statement

• Solution
Architecture
Document

• Assist • Assist • Test • Receive • Use
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A Model for Program Planning

Prepare for the future:
• Defensive

- Insure against risks
- Protect what we don’t want

to lose
• Offense

- Advance the program

Manage:
• 3M’s: Man, Machinery, Money 
• Activities: Plan, Organize, Staff, Direct & Control
Lead:
• Vision, Communication, Integrity

History of:
• Program
• Context
• Involved personnel
• Related elements

Secure the Future
- Futurist -

Manage the Present
- Manager -

Respect the Past
- Historian -

Analyze
Needs

Design
Solutions

Create
Programs

Sustain
Programs

Audit
Results

Adjust
As

Needed

•1•

•2••3•

PROGRAM
PLANNING
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January 12, 2005 9*** US Cellular - Confidential Information ***

Mission

Philosophies

Goals & Objectives

Standards, Tools & Templates

Process Governance (Communications, Measurement & Reporting, Governing Council, Operating Procedures, Change Control, etc.)

C. Delivery & SupportB. Acquisition & ImplementationA. Planning & Organization D. Monitoring

IT
Strategic

Plan

Process
Development
(Standards for
Standards)

IT Process
Areas

Process
Category

Process
Support

Risk Assessment

R&D     

Technical
Direction

Organizational
Development

IS Organization

Manage HR

IS/Business Communication

IT Results/Value

Measurment &
Reporting

Project Mgmt

IT Governance

Continuous Process Improvement

IS Budget

Make vs. Buy

Guidelines

• Vendor Mgmt

• Contract/

Contractor

Mgmt

System
Acquisition

Acquire & Maintain Infrastructure

Manage Changes

Manage Aging Applications

Manage Documents

Manage Knowledgebases

• Educate Users

• Application

Optimization

• Business

Relationship

Mgmt

Manage
Relationships

• Service Desk

• 3rd-Party Mgmt

• Performance Mgmt

• Capacity Mgmt

• Service Level Mgmt

Provide Service

• Configuration Mgmt

• Change Mgmt

• Release Mgmt

• Incident Mgmt

• Problem Mgmt

• Security Mgmt

Systems Mgmt

• Asset Mgmt

• Procure Equipment

• Maintain Equipment

• Facilities Mgmt

• Operations Mgmt

• Desktop Mgmt & Support

Equipment Mgmt

Monitoring

Monitor Processes

Assess Internal
Control Adequacy

Obtain Independent 
Assurance

Provide for
Independent Audit

• Tools & Templates

• Standards & Guidelines

• Best Practices

System Development:

• Project Initiation
• Architecture Planning

• Requirements Mgmt

• Build & Test

• Implementation

SDLC: 

Portfolio Mgmt

Quality Mgmt
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T

e
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Timing
Threshold

Exceeded?

Assess 
Incident

N

Building
Safe to
Enter?

Provide
Onsite
Update

Wait 4 Hours 
& Request 

Update
from Site

N

Notify CM 
Team & 

Leadership

Y

Go on 
Standby

N

Is
Computer

Room
Usable?

Recommend 
D/R

Go/No-Go 

Inspect 
Building

Review 
Options, 
Risks & 
Costs Declare

Disaster
Yes

 

Confirm 
Location 

of Hot 
Site

Meet at 
Command 

Center

Activate 
Recovery 
Command 

Center 

Review 
Current 
DR Plan

U
n

p
la

n
n

e
d

  
E

v
e

n
t

Go on 
Standby

Go on 
Standby

Go on 
Standby

Go on 
Standby

Implement 
D/R?

Stand 
Down 

Recovery 
teams

No

Y

• UNIX/Oracle 
• Tuxedo
• Cares
• Cares Apps
• Batch Jobs
• 3

rd
-Parties

• Stores
• Agents
• Call Ctrs

Perform 
Recovery 
& Validate

Commun-
icate 

Decision

Receive 
D/R 

Decision

Confirm 
RPO & 
RTO

Commun-
icate 

Status
to Biz 

Liaison

Forward 
Status
to Biz

Receive 
Commun-

ication

Forward 
Status
to Biz

Receive 
Commun-

ication

Commun-
icate 

Recovery
Status

 

Restart
Business

Functionality

 

Work with 
Recovery 

Teams

Normal 
Incident 
mgmt

Stand 
Down

Stand 
Down

Receive 
D/R 

Decision

Receive 
D/R 

Decision

Receive 
D/R 

Decision

Receive 
D/R 

Decision

Stand 
Down

Stand 
Down

Confirm 
Location 

of Hot 
Site

Meet at 
Command 

Center
 

Assemble 
at 

Recovery 
Site

Receive 
Commun-

ication

 

Disaster Recovery Swim Lane
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3rd Party Solicitation,
Evaluation, Selection

Require-
ments

Solution
Architecture

(Design)

Develop
(Code/Test)

AQM
Test

Delivery
(Deployment)

Project
Close

3rd Party Solicitation,
Evaluation, Selection

Project
Launch

Project
Initiation

Project Planning and Project Control

Resource Capacity Planning

Project Performance Metrics and Earned Value 

Contract Negotiation

3rd Party/USC Source Code Control 
& Configuration Management

Environments Management
(USC Look-Alike)

3rd Party Communication Process

3rd Party Issue Resolution Process 

3rd Party Change Management Process

3rd Party
Planning

3rd Party Deliverables
Inspections/Review

3rd Party
Acceptance

3rd Party Performance Management Process (VM)
Detailed

Work Plan

3rd Party
Turnover

3rd Party
Feedback

Contract (VM)
3rd Party Accounting and Payment Process (VM)

3rd Party Contract Management (VM)

Joint SDLC 
Approach Plan

On / Off Site
Considerations

2-Way
SLA’s

Vendor
Proposal

Vendor
Selection

RFP 
(or RFI / RFQ)

SOW
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IS
Solutions
Life Cycle

Initiation

Design

Project
Assess-
ment &
Review

Build
& Test

Implement

Support
&

Operations

Retire /
Renew

Approved
Requests

Approved,
Detailed    

Requirements

Approved, 
Feasible
Design

Certified 
System or
Upgrade

Solution in
Production

Aging
Solutions 

Sunset    
& Replace-
ment Plans

Analysis/
Business
Req’ts

Scoped &  
Resourced  

Project

EXAMPLES:
• Service Requests
• Break/Fix Repair
• Maintenance

EXAMPLES:
• New Functionality Requests
• Strategic Initiatives
• Enhancements
• Quick Hits

Request Central

Non-Routine Requests Routine Requests CompleteWork
Queues
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STAGE 2
Initiation

STAGE 4
Design

STAGE 1
PAR

STAGE 5
Build

STAGE 6
Implement

STAGE 7
Support
& Ops

STAGE 8
Retire

STAGE 3
Require-
ments

• Cost of Getting There (Stages 2-6): +/- 50%
• Cost of Living There (Stage 7): +/- 50%
• Cost of Stage 2: +/- 10%
• Management Decision: Go/No-Go

ISSLC: Gates & Accuracy of Estimates

Gate

Gate

Gate

Gate

Gate

• Cost of Getting There: +/- 30%
• Cost of Living There: +/- 30%
• Cost of Stage 3: +/- 10%
• Management Decision: Go/No-Go

• Cost of Getting There: +/- 20%
• Cost of Living There: +/- 20%
• Cost of Stage 4: +/- 10%
• Business Unit Decision: Go/No-Go

• Business Unit Decision: Go/No-Go

• Operations
Decision:
Ready for 

Acceptance 
or Not

Cost of 
Living
There Cost of 

Getting 
There

Gate

• Cost of Getting There: +/- 10%
• Cost of Living There: +/- 10%
• Cost of Stage 5: +/- 10%
• Business Unit Decision: Go/No-Go
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Stage 7

Support/Ops

Stage 6

Implement

Stage 5

Build/Test

Stage 4

Design

Stage 3

Analysis/BR

Stage 2

Intiation

Stage 1

PAR

ISSLC Gates: Avoiding Unnecessary Work
Each gate is a decision point where requests deemed unworthy to proceed are weeded out.
Shown here are the reasons at each Stage why a request might be turned back, and 
who would make that decision. At any of these gates, it may be appropriate to cycle 
the request to an earlier point in the ISSLC process. [Stage 8 is not applicable.]

BPO
------------
Request not 
a good idea 
or proves 
too costly

BPO
------------
Funding for 
project or 
original 

business need 
changes

BPO
------------
Failure to 

converge on 
an acceptable 

Design

BPO
------------

Unacceptable 
schedule 
slippage;

Uncontrolled 
“scope creep”;

Failed “user 
acceptance 

test”

BPO
------------

Failed 
project 

implemen-
tation

BPO
------------
Excessive 
outages;

Unacceptable 
error levels

ESC/ISLC
------------
Request not 

deemed 
important 
enough

BPO
------------
Failure to 
agree on 
Scope or 

Requirements;

Requirement 
discovered 

that cannot be 
implemented

Release 
Planning

Project 
Selection

Business Case
Prioriti-

ation
InsightConcept

PAR Gates: Avoiding Unnecessary Work
Each gate is a decision point where requests deemed unworthy to proceed are weeded out.
Shown here are the reasons at each Phase why a request might be turned back, and 
who would make that decision. At any of these gates, it may be appropriate to cycle 
the request to an earlier point in the PAR process.

Requester’s 
Manager or 

BPO
------------
Request is 
not a good 

idea

BPO
------------
Request 
would be 
too costly

BPO
------------
Delivery 
would be 
too late

Prioriti-
zation

Committee
------------

Project 
deemed not 
important 
enough

BPO
------------

ROI not 
significant 
enough

BPO
------------
Unforeseen 

requirements 
or project 

factors

Executive
Steering

Committee
------------

Project 
deemed not 
important 
enough

BPO
------------
Proposed 
schedule 

would be too 
late
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People Process Technology

IS Capability Initiative Brief:

Dream Statement

Statement of Opportunity

▪ Imagine the business agility that could result if IS could deliver robust business services in a matter of days or weeks instead of months. Imagine further, if some 
business solutions could be built and implemented by our business partners without any IS involvement. And imagine business interruptions no longer occurring, as 
self-healing networks and systems resolve incidents transparently to our customers and business partners through automated monitoring and recovery processes. 
Finally, imagine the cost of IT decreasing 20% (per Gartner Group). SOA promises faster, cheaper, better, more business-aligned, and more customer-focused IT.

▪ These capabilities would give USCC a significant competitive advantage in the wireless telecom space.

▪ One of the key leading practices in the IT industry is the concept of Service-Oriented Architecture (SOA). 
• The primary value proposition of SOA lies in business agility – “increasing the reuse of services and business rules, by allowing internal processes to be driven from 
established and trusted business data, resulting in nimble response to changing conditions” (Corp Exec Board). 
• USCC IS has embarked upon the SOA journey with a number of initiatives by various IS groups. We can benefit by ensuring that all these efforts are aligned and 
building in concert toward a mature IS SOA capability.

IS

 is leading the business in the governance of SOA 

 is promptly developing robust services

 is effectively deploying services

 is efficiently monitoring services & resolving issues

Business partners

 are trained on the concept and impact of SOA

 are providing leadership and governance

 are acting as SMEs for new service definitions

 are thinking with a service mindset and envisioning 
new solutions that capitalize on SOA opportunities

 The links and interfaces among SOA, eTom, BPM, 
ITIL and other disciplines are defined *

 Leading practices for service development are 
implemented throughout IS 

 Service Repository processes are in place

 Technical training resources are finalized for IS 
associates, and made available as needed

 Training processes and materials are identified for 
business partner training

 All related process documentation is updated and 
communicated appropriately

* Abbreviations
eTom: Enhanced Telecom Operations Map (TMForum)
BPM:   Business Process Mgmt/Modeling
ITIL:     IT Infrastructure Library

 After analysis of SOA approaches and alternatives 
(such as WOA) our near-term architectural 
approach is adjusted to enhance results and 
minimize risk

 A long-range Roadmap for SOA implementation, 
integration, and adoption is created and placed 
under change control

 Existing templates used in the IS SDLC are tweaked 
to support service development

 Appropriate tools will be selected and rolled out

 The Services Catalog is updated and rolled out

 The Services Repository is updated and rolled out

 Appropriate metrics are defined, collected, 
reported and operated on

✓ ✓

Implementing SOA as an IS Capability
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Infrastructure Governance: EIS

Process Governance: CobiT

BSS/OSS

Major IS

Initiatives

Major

Enterprise

Initiatives

Frameworks

Enabling

Technologies

Governance

Enterprise Governance

IT Governance: ISLT

Architecture Governance: EA

SOA Governance

Data Governance

Project Governance: SDRB

CRM - EDW

SOA Vision:  • What   • Why  SOA Roadmap:  • Who  • When

IS’s “One List”

EAI EII EII EII

IAM USCC.Com

Business Process Mgmt  (BPM)

• PAID Diagrams • Prospect-to-Collections

Service Orchestration

Business Activity Monitoring (BAM)

Service Portfolio Processes: Change Management

ITIL

SDLC: Waterfall à  Agile, with Scrum Techniques

SOA Reference Architecture   • How

Service Catalog

ESB: Proof of Concept

Enterprise Product Catalog

ESB in Production

Ring-Back Tones

S:\Information Services\IS Planning\IS Capabilities\Capability Development\SOA\SOA-Big-Picture.vsd

SOA Big Picture

Other Service Development Projects

Lessons

Learned

68



69



eSCM Model: Tailored for IS SVM         Part 1: Ongoing (Foundational) Processes 

9.

Threat

Mgmt

8. 

Technology 

Mgmt

7. 

Knowledge 

Mgmt

6.

People 

Mgmt

 5. 

Organiza-

tional 

Control 

Mgmt

4.

Value Mgmt

3.

Relation-

ship Mgmt

2. 

Governance 

Mgmt

1.

Sourcing 

Strategy 

Mgmt

Acquire
Sponsorship (1) Identify Potential 

Applications (3)

Identify Constraints (2)

Define Objectives (4) Define Strategy (5)

Define  Vendor Mgmt
Procedures (7) Define SVM & Organizational 

Processes (9)
Define Policy (6)

Define Internal Stakeholder 
Procedures (8)

Define Issue Mgmt
Procedures (16)

Define Vendor Interaction
Procedures (13)

Define Stakeholder
Involvement (28)

Plan Organizational Change 
(29)

Assign Sourcing 
Responsibilities (33)

Build Personnel Competencies 
(34)

Build Organizational 
Competency & Structures (35)

Define Roles (36)

Provide Required Information 
(37)

Define Asset Mgmt
Procedures (42)

Define License Mgmt
Procedures (43)

Plan & Implement Technology 
Integration (44)

Plan for
Business Continuity (50)

Plan Measurement of Sourcing 
Performance (20)

Define Organizational
Risk Mgmt (46)

Define Sourcing
Risk Mgmt (45)

Define Security & Privacy 
Requirements/Procedures (48)

Define Compliance 
Requirements/Procedures (49)

Design, Build & Populate 
Required Repositories (37a)

Embed SVM into the Project 
Lifecycle & SDLC (11.1)

Link SVM into 
Biz & EA Strategies (10-11)
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    eSCM Model: Tailored for IS SVM       Part 2: Phased Processes 

11.

Sourcing

Approach

13.

Service

Provider

Evaluation

17.

Sourcing

Completion

16.

Sourced 

Service

Mgmt

15.

Service

Transfer

12.

Sourcing

Planning

14.

Sourcing

Agreements

10.
Sourcing

Opportunity 
Analysis

Analyze &
Prioritize Needs (52)

Organizational
Needs

Vendor
Marketplace

Analyze &
Identify Options (53)

Write Biz Case for
High-Priority Project (56) 

Analyze & Select 
Sourcing Approach (55)

Make Decision to 
Initiate Sourcing (59)

Document the Project 
Governance Charter (57)

Plan Vendor Selection 
Procedures (62)

Define Evaluation 
Criteria (63)

Define Services & 
Conditions (61)

Establish Project Teams 
(60)

Write RFx’s (64)

Solicit Vendors (65) Evaluate Vendors (66) Select Vendor (67)

Customize Project
Negotiating Guidelines (68)

Confirm Conditions (69)

Define SLAs and Measures 
(72)

Define all Roles and 
Responsibilities (71)

Plan & Track Negotiations 
(70)

Create Agreements (73)
Amend Agreements 
as Necessary (74)

Plan for Transition of 
Service to Vendor (75)

Transfer Resources (77)

Transfer Personnel (78)

Transfer Knowledge (79)

Contracts (83)

Plan for Managing of 
Vendor (80) Financial Details (82)

Performance (81)

Service Chg Mgmt (86)

Problems/Incidents (84)

Delivery Chg Mgmt (85)

Monitor: Periodically Review 
Service Performance (87)

Collect Stakeholder 
Feedback (88)

Analyze Value (89) 

Decide on Continued 
Service (90)

Transfer Personnel (94)

Transfer Knowledge (95)

Transfer Resources (93)
Plan for Transition Back 

from Vendor (91)

C
O

M
P

L
E

T
IO

N
A

N
A

L
Y

S
IS

D
E

L
IV

E
R

Y
IN

IT
IA

T
IO

N

TI

BFTIBFBBF

BF BF

BFTI

BFL

EPM Guidelines

BFTI

BFL BFL

BFT

BFTI

BFT

BFT

Define Current
State (51)

Identify High-Priority
Sourcing Needs (54)

Verify Sourced
Service Design (76)

Impact & Risk 
Assessment (58)

Ensure Service Continuity 
during Completion (92)
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Vendor

Service

Manager

Vendor

Service

Owner

Project

Manager

Functional 
Manager

Negotiator

Contract

Administrator

Authorized

Executive 

Approver

 

Strategic

Sourcing

Manager

Vendor

Manager

TGB

 

Identify Need / 
Opportunity

Identify Potential
New Vendor

Invite New Vendor 
to Submit Data

Assess Vendor’s
Suitability

Perform 
Initial

Need & 
Vendor 

Assessment

Identify Other 
Potential
IS Needs

Develop Plan 
for

Due Diligence

Approve
Hi-$

Contract

Manage
Engagement

or Service

Coordinate 
Vendor 

Scoring & 
Snapshot

Report

• Checklist
• Dun & Brad.
• GartnerGroup
• Forester
• Financials
• NDA
• Threat Asmt
• Tech Asmt

Ensure 
Funds

are 
Secured

  VENDOR PIPELINE  .   ENGAGEMENT  .   PERFORMANCE & VALUE REVIEW  .

Approve
New

Vendor

Monitor
SLA Mgmt

• Per Matrix of 
  Authority Levels

Provide
Input

Provide
Input

• RFx
• Requirements
• References
• Site Visits

• Minutes

Coordinate
Onboarding

Profile
Database

(BSS)

Vendor
Shelf

Vendor
Repository

Preferred
Vendor

List

Coordinate
Offboarding

Log All
Transactions

Meet with 
Vendors

Coordinate 
Vendor

Meetings

Meet with 
Vendors

• Include 
  CTO &
  others as
  needed

Develop 
Plan for 
Vendor

Selection

Provide
Input

Identify PM, 
VSO, VSMs

Form Official
Due Diligence 

Team

Provide
Input

• MSA
• SOW
• Work Plan
• Contract
• Pricing
• Terms & 
  Conditions

Vendor Lifecycle       v.0.9 Draft

Develop & 
Maintain 
Sourcing 
Strategy, 
& SLRF

Coordinate
AAR

Provide
Input

Provide
Input

Provide
Input

Vendor 
Qualification

Vendor Se-
lection/RFP Contracting

Contract
RenewalEngagement Mgmt

Vendor Identification

Performance Mgmt

Relationship
Mgmt

Value
Mgmt

Provide
Input

Provide
Input

Provide
Input

Provide
Input

Update 
Preferred 

Vendor List

Provide
Input

• Incidents, Interactions & Agreements Log

Provide
Input

Provide
Input

Provide
Input

Provide
Input

Meet with 
Vendors

Provide
Input

Coordinate 
Due

Diligence

Evaluate & 
Select Vendor

Contract with
Vendor

Provide
Input

Coordinate
Renewal
Decision

Facilitate 
Vendor

Meetings

Identify 
Strategic 
Partners

Identify New
Sourcing 

Opportunities

Manage
Value

Provide
Input

Manage 
Technology 
& Threats

  ESTABLISH FOUNDATIONS  .

Prepare & 
Support IS & 

the Biz

Track Pulse 
of Current & 

Potential 
Vendors

Align 
Sourcing 

with Biz & IS 
Architecture

Develop & 
Maintain 
Sourcing 

Databases

Provide
Input

Categorize & 
Tier All 

Vendors

Develop
Multi-Year 
Calendar 

for Summits

Provide
Input
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Mind Maps
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C7. Secured Data

C8. Protected
Intellectual Property

Data C5. Accessible
Data

C6. Data Trustees

C1. Information 
Mgmt –

Everyone’s 
Responsibility

C3. Single Point
of Data Entry

C2. Common 
Vocabulary
C4. Shared

Data

D5. Enhanced Monitoring

D6. Compliance to
Law & Regulation

D4. Business Continuity

Security
D1. Balanced Level of Security

D3. No Single Point
of VulnerabilityD2. Defense in Depth

A2. IT Responsibility

A1. Primacy of Principle
General

Principles

F11. Enhanced Monitoring

Architectural Principles

Categories Principles Results

A3. Maximized
Enterprise Contribution

Change
Management

E2. Interoperable
ComponentsE1. Proven Technologies

Managed
Technologies

E5. Standardized Platforms

E6. Adaptive Architectures

B8. Common UseApplications

B7. Single Business Owner

B4. Design for PerformanceB3. Integration Friendly 

B6. Diversity of VendorsB5. Minimal
Package Customization

B2. Ease of UseB1. Technology Independence

E4. Controlled
Technological DiversityE3. Proof of Concept

F2. Responsive Changes

F4. No Wholesale
Turnkey Solutions

F1. Requirements-based Changes

F3. Minimized
Business Disruption

F6. 80/20 RuleF5. Marketplace Decision Logic

F8. Fewer ComponentsF7. Think Big; 
Execute Incrementally

F10. Build CompetenciesF9. Stick to the Roadmap
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Strength Comments Weakness Comments

Projects kept small & consistently
done per plan (this is outstanding
compared to industry benchmarks)

No mgmt philosophy; No mgmt
development process; Little skills
management or career support. Project management

We take appropriate risks in project-
related matters, e.g. InterTrans

 People management

We sometimes avoid reasonable
people risks, letting problems fester

 Recognition & reward systems
Limited management ability or
encouragement to recognize
outstanding performance Hard working &

dedicated personnel

When needed, staff puts in long hours,
works through weekends, etc.

 Productivity is not measured or
improving

Productivity is not achieved by
osmosis; it must be engineered in

 Tools training & support
Quality technical training available
just-in-time in today’s IT world requires
more attention than we give it

 Tools acquisition process
Need to finalize & agree to the (pro-
posed) standard so point-solution tools
do not become de facto IS standards

 Excessive periods of time
to implement upgrades

I had to support staff using Word 6.0
for over 2 years after I got Word 97

Inputs

 Good development tools
MS Office, Visual Studio, NT
workstations, Endevor, etc.

 Tools sunset process
Pulling the plug sometimes done
without valid cost/benefit analysis

 Implementation of vision
No one appears responsible to
monitor the progress toward the goals
we’ve set, e.g. CBD skills

 Personnel factors appear
under-addressed

Where are the plans for re-tooling, and
what will we do with those who cannot
learn new skills? What’s our overall
philosophy?

 Communication of vision & its
implications to IS staff

Suggest a regular agenda item at IS
meetings be an update on this

 Lack of actionable plan,
with visible progress charts

Need more visionary leadership on an
ongoing basis, for people issues as
well as technical

 Capacity planning
Peoplesoft database decision;
Supra/DB2 backout

 Good strategic direction

Assisting AVL in defining its business
values, its network roles, and web
enabling AVL systems are major
contributions

 IS security & disaster recovery
plans

A number of gaps were identified in a
1996 study

 PMO & Business Analyst Role Strengthens user/IS ties  Agreement on user R&R Should be addressed soon

Processes

 Appropriate use of promotion
from within

 Limited promotion
opportunities

We’re a small shop; let’s proactively
address how we can ameliorate the
downsides of this
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 Improvement of software
engineering and tools slighted

Progress in this area is too slow,
especially in regard to OO/CBD

 Need stronger commitment to
quality by managers

Managers need to take ownership of
standards enforcement

 A visible commitment to QA &
Standards

 Insufficient attention on
organizational development

Suggest key personnel work through
the OD binder I’ve drafted

 Teamwork
Has improved some
(but gains have plateaud)

 Teamwork
Can improve yet, especially as it
relates to internal support groups

Processes
(continued)

 Communication

Project boards, staff meetings,
Outlook email, PMO status report are
items that are helping

 Communication

Need a standard IS group distribution
list maintained on Outlook; project
boards for all areas; PMO & other
director’s reports posted or made
available

 Availability of user-oriented
systems overviews

We need to step up to the plate &
create easy-to-access-and-use
systems documentation for users

 Quality of systems
documentation

We need better documentation tools,
and a long-term commitment to
maintaining documentation

 Help Desk documentation

We need to develop doc to
standardize responses to help desk
calls; Also a FAQ facility to let users
look up their own answers

 Little peer-review and
cross-training

Instituting walkthroughs is a
“low-hanging fruit” option

 Testing process Needs to be re-engineered

 Quality of delivered systems
Generally low failure
& defect rates

 Need a formal defect analysis
process

We don’t know which processes to
improve if we don’t know where & how
bugs originate

 Responsibility for innovation
in system processes

No one seems to be given time &
responsibility to sit back and think of
creative process changes New network systems;

proactive technology solutions

IS is gaining a new level
of confidence from the agents

 Little formal research of
enabling technologies

No one seems to have much time for
monitoring the industry for promising
new technology

 AVL bragging rights “Family”-feel; casual dress; etc.  IS bragging rights

Do have reference library & skills
database (in SD), but less so for new
technology, training, opportunities, etc.

Outputs

 Generally low turnover

Proves we’re doing more good than
bad; Krohn’s longevity brings a much-
needed stability
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