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| _,||||I Turning Dreams into Reality

A template for strategic planning.

This template is organized around this “Implementation Equation”:
e  Our team starts with a collective DREAM.
o A DREAM + STRATEGIC PLANNING leads to an ACTIONABLE VISION.
e A VISION + COMMITMENT + EXECUTION leads to REALIZATION of the DREAM.

Inspirational dreams—by themselves—do not lead teams to make the full commitment they will need to carry the dream forward to realization,
especially when times get tough. Significant accomplishments need more than mere enthusiasm, good intentions, and heroic efforts, Rather, they
need to be well planned and flawlessly executed. Following are the components of a professionally-designed strategic plan.

While these steps represent a lot of work, it lays out a comprehensive framework for challenging people to go beyond themselves—that which we as
leaders are called to do. | would caution against removing any step until after we’ve carefully considered the risks in doing so.

Strategic Planning Process

Scoping. Determining what’s in and what’s out; fine-tuning the dream statement (as needed)

Cost-Benefit Analysis. Estimating the costs, both “to get to our dream” and “to live there” as well as the benefits, both quantifiable and intangible

Approval. Obtaining official approvals, funding & staffing

Staffing. Assessing/acquiring the requisite people and skills; and ensuring that work is effectively divided up based on backgrounds, qualifications,
skills and passions

Milestones. Planning what major objectives need to be done, and in what timeframe

Work Breakdown. For each milestone, especially the next one, what key tasks need to get done, and in what sequence

Status Reporting & Review. Establishing how progress will be measured, reviewed and corrections made

Values/Priorities. Agree on what principles will drive our decision making, especially in crisis situations

Change Control. How mid-course corrections may be suggested; how approvals are made & communicated

Decision Making. Defining who has what authority, and delegating specifically-defined decisions to the lowest level possible to facilitate
promptness

Contingency Planning. Backup plans for unpredictable events; plans for knowledge transfer of key skills

Quality Control. How we ensure delivered products meet our standards of acceptability

Project Planning. Detailed planning for each deliverable and milestone needs to be laid out (this task may be delegated to the individual team
leads)
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Responsibility & Assignment Matrix: [.S. Planning

Key Principles

» The PMO is responsible to
Personnel ensurethat 1S igaligned with the
Process / Step PMO. | clo. [ILT.SC. [ Is. | BU. business, andthat IS is
- communicating and functionin
PMO Foundations well with the bﬁsiness units. ’
1 Establish & maintain a business case for the FMO R - S . ) ]
2 Define the PMO's goals, roles & responsibilities, and key metrics R A A # The PMO serves as a Smgl,e point
3 Communicate the PMC message to Allied R c c of t_:ontat:t between the business
4 Provide a single point of contact between Allied & 1.5 R ) unitsand IS.
5 Communicate documentation & PMO results with users & 1.S. R [ [ # TheT Steering Committee is
& Prepare monthly PMO status reports; Run weekly status mestings R c c responsible to approve the plans
PMO Infrastruciure of IS andthe PMO, andfo
7 Defing & maintain the PMO methods and procedures R C C C coordinate the business unit
& Determine & document a standard set of tools & processes R C D ~ staffingand funding for projects.
8 Coordinate processes, tools & skill sets with 1.3 R C D # The Steering Committee also
maonitors the status of IS projects
1S Strategic Plan & Business Alignment including those of the PMO.
10 Identify potential projects capitalizing on technological opportunities R D
11 Identify projects needed for marketplace or competitive reasons R DA I
12 Assess broad-based programs needed by AVL (e.g. CAMIS sunset) R D D D RGSDDHSIbIhW Codes
13 Establish & maintain the IS Strategic Plan & Infrastructure Plan (See 23) R D C Copy (keep informed)
Develop the IS Tactical Plan A Agreeto
14 Analyze outstanding O3R’s (15 work backlog) R D R Primary Responsibility
15 Break broad programs into projects; Identify inter-project dependencies R D Discuss, Consult, Provide inputto
16 Prepare gross estimates for projects (order of magnitude) R D S Sign off or approve
17 Propose priorties & draft Tactical Plan R D C
18 Review, adjust and/or approve Tactical Plan R
19 Communicate approved Tactical Plan to Allied & 1S R C C PersonnelCodes
Monitor & Maintain the Tactical Plan .
20 Schedule & chair regular Steering Committee meetings R P.M.O. Program Management Office
21 Assess status of active projects: D R D D C.LO. ChiefInformation Officer
(a) Adjust user involvement, if necessary R - .
(b) Adjust project plans & schedules, if necessary R LT.8.C. The IT. Steering Commiftee
(c) Approve additional funds, if appropriate R LS. The IS Department
22 Review/Approve OSR’s & assess prionties of projects awaiting kickoff R B.U. Business Units
Assess Effectiveness
23 Re-package & re-present the IT Strategic Plan annually D R 5 D D
24 Assess the effectiveness of the PMO annually D D R
25 Prepare PMC's annual budget R A S
26 Assess guantifiable & financial results of all completed projects R D c D D




gommunfcarfon & Review* of Key IS Documents

Document/Contents ReviewedinMonth: |J F M A M J J A 8§ O N D
PMO Charter (see "PMO Handbook™).

Mission, Structure, Roles & Responsibilities, S
Operating Principles

IT Charter (see TIPS sections 3, 4, 5).

Mission, Vision, Values, Roles & Responsibilities, S
Key Metrics

IT Strategic Plan (see TIPS sections 2, 6, 7, 9).

Systems Migration Plan, Technology Selection, IS S

Organization, Communications Strategy

IT Annual Plan (see TIPS section 8).
Budget, Annual Goals, Target Metrics

IT Tactical Plan (see outstanding OSR’s).
Project Dependencies, New Project Pricrities
Sys. Dev. Active Projects Status Report (see
‘newlog”). Statuses, Personnel, Benefits, Issues, S § § §&§ § § € § § 5§ & g
Recommendations

5 5 § 5§ 5 5 5 5§ 5 5 &5 5

Allied Way Active Projects Status Report (see).
Budget Status, Schedules, Impacts, Change P PP P P P PP PP PP
Statuses, Risks

* To “review” means to assess the results of the previous period,
andto approve (or adjust) the plans for the next period.
Key  S=Reviewedby [T Steering Commitiee;
P=Repor reviewed monthly (projects weekly) by PMO sponsors & leads



Project RAM  (based on PMO Handbook, pages 14-16)
M# | BO | BM |PMO | BA MLE;" PL‘T [L:'fj' ISPM | ITSC

Identify business opportunity R
Assign business manager R A
Assign business analyst R A
Develop project spec 3 ] R
Determine if IS is needed (I15) 2 3 ] R
If (1S): Assign IS project manager R A
Develop business case (60%) 3 S R 5] D/A
Presentto ITSC R 5
Develop project plans R A
Create dashboards & scorecards R
Develop detailed business requirements 4 S 5] R
DCesign business application / process 3 S 5] R
Develop implementation plan 9 S R 5]
Revise business case (90%) B S R 5] D/A
[ If not within 153% ]: Re-present to ITSC R ]
If (1S): Develop & test system 7 R

Perform user acceptance test B 3 R ]

(If data needed): Acguire/Load data R
Execute implementation plan 10 R
iOngoing) Provide data for scorecards R

Legend Responsibility Codes
M# Miestone#as shownin PMO Handbook C Copy (keep informed)
BO Business Owner A Agreeto
BM Business Manager R Primary Responsibility
PMO Program Management Office D Discuss, Consult, Provide input to
BA Business Analyst S Signofforapprove
Meth Ld Methods & Standards Lead
PerfLd Performance Lead
DelLd Delivery Lead
ISPM IS Project Manager
ITSC [T Steering Committee
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m A B C D E F G |Gl | G2 | G2 | G4 |65 |66 |GT|GE|Go|GI0|GI1|GI12 | G123 |G14| G5
Threshold Values
Discretionary <13 =8 >0
* EDI Upload Filot 255 245 0.4 1.0 9.5 200 12| - . o | e e .
* SPD QualCom 3,808 2100)  340| 06| 122 1450 10 | . - .
* Iritl D)-TDM ED 127 32 0.9 0.3 2.3 50 13 .
» ANS Enhancemt 322 156 0.3 1.4 1.0 220 20| men [ e . . - R
s Crver & Trans 728 628 26| 08| 127 pxx] BRLIIE - . Uses
» Mew Financials 1,289) 2.598) 345.0| 2.0 6.9 3190 15 s | | e . e [ [ e a
* It Gallup 32 16 239.0] 0.5 1.0 4 [ - w | - 0-3
= WWINS Svstem 24| 109 0.2| 4.5 6.7 A6l 18 - RN o | e [ e dot
» Diata Warehouse 890 1,274 1.0] 14| 155 127 8 TR . . - scale
Sub-Totals 3,M2| 5113] 589.0 of
impact
Infrastructure NiA MiA NiA
=k 0| 2,178 0.4 53l 13| = s | o | O=None
» CICS Upgrade 1 28| 3313.0] 25 2.8 32 8 . - . . 1=Low
s Lavers 2357 3.409) 1200] 1.4 1.4 260 12| e | = [ s N w | . 2=Med
Sub-Totals 2,368 5615 453.4 3=High
Legal & Mandatory NA  NA N/A
= Tariff Increaze 255 45 0.4 0.2 58.1 145 12 = . D = o
* Spring Pricing 3,808 2100)  340| 06| 212 200 10 | . - .
Sub-Totals 063 2145 34.4 10




|:| = Development

|:| = Install and Roll Out

$$ = Benefits Begin

_ Change Index: 98 '99 100 _
Project D?vslopment 01 Q2 | Q3 | Q4 01 Q21 Q3 | Q4 01 Q2 | Q3 | Q4 | Change Status Risks
oll-Out
Foundational Projects
« AW End Vision 36/40 $$ Informed Pessimism Budget; Acceptance
* Technical Architecture 37137 Hopeful Realism Budget
Completed Projects
* WAN 33/35 | | Completion
« MTMC 29/ 34 | $$ 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 I $$ Hopeful Realism Benefits; Budget; Data Acquisition
Active Technical Projects
* EMS Replacement | | Uninformed Optimism  |Training; Change
* Technical Infrastructure 36/31 | Uninformed Optimism  |Budget
Planned Projects
» Layers (Release 2) 31/37 $$ 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 |[Totalsinclude projectindexes and fixed factors

The Change Curve

Informed
Pessimism

Uninformed
Optimism

Check Out

Warning

Hopeful Realism

Completion

Informed Optimism

0

0

Change Index from “Predicting the Impact of Change”, © O. D. Resources
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) Ve
Inputs Process Outputs
. Clearly Defined &
Project Prioritized Project Requests
Requests

Pipeline
Framework

Ideas for IS Projets
Il

)

“1 List’

" for IS

Updated
Release Dashboard

with Hard

Updated Capacity Model

Bookings

Future C

onsulting

Needs ldentified

. Key Functions of the Pipeline Framework:

A. Project Prioritization

Initiation BCA Scheduling
Request Processing:
» Documentation
+ Assessment
» Categorization
» Workstream Routing
| Estimation
| Approvals
I
B. Resource & Release Planning
Initiation BCA Scheduling

Resource Management: |

Resource Booking

+ Capacity Planning

* Release Planning
» Budget Planning |

Release Dashboard Management

Communication

SDLC Framework

12



Initiation Pendin L BCA
ESI <—( Scheduling )—)
Non-IS Partners Present Idea }
« Requester to Director EsT £ E EI E(opt) I(opt)
Approve Idea Present Strat i *RPI «RFP
« Area Director / Move ==l Complete Present to Begin "
Project Sponsor | | % <edetOQ| < Forward? P Initiative to PIP Start BCAs } Vendor Mgmt| : Vendor Selection
.SPOC Esl A Present Small
> Projectto e E E
SPOC Comm. 4 E
. s f?,‘;jpegDJ\ Il \\ p Fiish Present BIC &
Plan E 'S I(opt) Projects Start Dates
Develop
-EPMBA
v R 2 Biz Regmts \
Prioritize "Approve
Approvers Enterprise to Start
<ESC Strat Projects BCAs
"Approve Approve B/IC &
JISLT to Start Approve to Start
5 GA S BCAs ST Projects
. Prioritize q SIA
+ SPOC Committee Small Projects| ~ ESI
TA reg
IS Partners =7 Prioritize 1S Above o Recommend Recommend
-TGB Categories. the Line? to Start BCAs to Start Projects
ESI ESI I
1 I Create PDD Develop IS =
JISPM et \ & Project Input to B/C w Finish
Plan for IS &E30 BIC
A EISH
+ 1S Release Mgmt Resource
& Release
. Planning
+18 Portfolio Mgmt Resource
& Release
Planning Step B5)
+1S Budget Team (Breakout
s1V. 1 ESIY Step B1)
Develop QQ Present IS Develop E50 in
- IS BSA & Present to Lp Initiativeto  —1 the “QQ/E50
(or Functional SME) Sponsor * TGB Summary” form ESI
* Initiates the ESI Develoy @7
-ISBA "QQ/ES0 | L1TR and/or
Summary” form IS Biz Regmts

« Test Strategist

Draft
Test Strategy

EL .
+ Solution Integrator LEGEND S(opt) 1l Ez:il:;:g:s
E: Enterprise Strategic Project
SR e S: Small Project (MTE)
esource Manager I: Internal IS Project 1
— Externally-Defined I Devel
« Infrastructure Engineer Define PIP; Process Develop E50 N 0D

Do QQ L1TR | W,
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The PAR Process: Overview of its 6 Phases

-

> Concept > Insight > Prioritizatior>

Business .

Project
Case / Selection

Release
Planning

ISSLC Stage 1

The Project Assessment & Review (PAR) Procesls0

Phase 1

Phase 2

Phase 3

Phase 4 Phase 5
Business Project
Case Selection

Phase 6

=,

Project Sponsor
Funding Source
Business Case
Estimated Timeline
Team Structure
High-level Scope
Tech Impact

f A Release
Concept Insight Prioritization .
Planning
Objectives Objectives Objectives Objectives Objectives Objectives
v Define needs v Understand v Determine v Build Business v Assess business v Evaluate release v
v Socialize concepts requirements business priorities Case case Plfin .
v Gather initial v Develop cost ROM v Define delivery v Define compelling v Align request with v Align request with v
requirements v Determine benefit needs need business strategy release sche.dule v
v Estimate schedule v Secure funding v Select best fit v Select best fit v
Participants Participants Participants Participants Participants Participants v
v Requester, v' BRD, Delivery v’ Prioritization Team v Sponsor, v' BPO, BRD, ESC v' PMO, Delivery, v
BPO, BRD Owneri BRD v
m Gate 1 Gate 2 Gate 3 Gate 4 Gate 5 Gate 6
Deliverables Deliverables Deliverables Deliverables Deliverables Deliverables
Request Types )
v N tem functionalit v Manager advances v Rough estimate of v Project Inventory v Business Case: v Formal Decision v Revised Release
CUsystemyiinetionality v BPO advances cost (ROM) Ranking - Short Form: >$250K Communication Schedule
v Enhancement to existing v BRD advances v Project Assessment v Estimated Delivery - Long Form: >$1MM [I| v Project Roadmap v Formal Decision
system functionality v High level estimate Calculation Schedule (top Update based on Communication
v Major system of benefits requests) v Enhancement Case: Estimated Delivery
i i A, v High level <$250K Schedule
p i requirements
enhancements
. Decision Makers Decision Makers Decision Makers Decision Makers Decision Makers Decision Makers
Request Mechanism , ) o . ) )
v' Requester’s Manager v IS Delivery Teams v’ Prioritization v' Sponsor, Champion v ESC, ISLC v Project Office
v IS Request Central v BPO v BPO Committee v IS Delivery Teams v IS Delivery Teams
v BRD v BRD v IS Delivery Teams v' Change Management
Request Submission
v  Any Associate BPO : Business Process Owner ESC : Executive Steering Committee
BRD : Business Relationship Director ISLC : IS Leadership Council

14



Phase 2: Insight — Process Flow VS
L vl
S
22 2.3
Deli- Progrddeefg?gh Identfy if Quick Hit Implement the
very Magnitude requestisa & = = request
Toun (ROM] Estim ate Quick Hit
N
4 .
SEVETER
2.4-2.5
T If still wish to
BPO Or Project Request proceed,
calculate a
Project
Assessment
2.1 2.6
Present request Communicate
BRD for Insight Results
15 5.7
Project Prgﬁare gor
Office ase
(PPM)

‘ Type Step

% s
& e 2%
RO g S 2 e’ 0
o F R RS S
Role: “es® Feele®” © © <2 q%zz@‘o ©

2.1. Present request
g for Insight R F
g]]/z.z. Provide ROM estimate R F
2>/ 2.3. 1dentify Quick Hit A | o |Rs F
@/2.4. Decide to proceed D D R,S

2.5. Rate Project Assess- D D R E

ment Calculation

;/2.6. Communicate results C C C R C C F C
E}/;Z.?. Prep for Phase 3 D D R

15



Insight — Worksheet as of 11/4/03

ISR R St-rat Pay - Technical (or Project) Factors

/ ID Proj Title Align back Risk Summary
30123 Terribly bad idea Low |Long High Y N N|J]Y Y NJ|J]Y Y Y

30124 Wonderful projeciHigh |Short Low 1 2 2 3 2 1f 1 3 2 3 2122 Y|lY Y Y|[Y|Y|Y|[Y]| Y Y]]|PossibleQuick Hit!
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|1Y Y Y|IY N Y|Y Y N

30127 OK idea High Long Low 2 21 2 1 2 10 5| N|Y Y|IN N Y[Y Y N

30128 So-so idea High | Short High 2 3 3 1 9 71|l Y N YN N Y[N Y Y

30129 |Other Low Short Low 2 2l 3 3 3 1 3117 21|Y N YN N| Y|N Y N

30130 Other Low |Long High 1 1 3 1 1 7 8]Y N N|[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|[]|Possible Quick Hit!
30132 Other Low Short |High 1 1 1 1f 4 1| N Y N|fY Y Y|N Y N

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

30134 Other Low |Long High 1 8 1 1 6 100l Y N YN N Y[Y Y N

| M % Workbook Cwverview / Endorse Cverview 4 Endorse Workshest / Insight Overview ' Insight Worksheet / Prioritization [/ |« | »

16



« Monitor:
» Business direction & needs
« Application utilization
« Customer satisfaction
BRDs « Educate the business
« Make suggestions
« Coordinate business request submission

» Define processes:
* Project initiation
« Prioritization
« Service level

« Estimate benefits
» Plan solutions
* Document project
needs & alternatives

management - Define high-level Business
IT Strategy - Measurement requirements
& Planning * Reporting

« |dentify project inter-
dependencies

« Obtain executive direction

« Plan preliminary schedules

» Define roles &
responsibilities

« Plan strategy
« |ldentify needs
+ Make requests
« Manage budget
« Sponsor projects
« Provide project

« Coordinate
proces develop-
ment & maitenance

« Coordinate prioritization

: funds
meetings - Provide
« Communicate priorities resources

+ Coordinate measurement
« Monitor status reporting

17
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Address @ http://celltest/is/business_home/PMO-Home-Page-Version2.htm

Home Page
USC Program Management Office

Planning

FYI

The PMO is managed
by Randall

Forester. Contact
him by:

- Email or

-Phone: 773 399-
4390

Associates

PMO team members
indude:

- Armando Reyes

- Jannifer Temple

Programs Framework Reference

Welcome to the Program Management Office

You are atthe home page of the Program Management Office, also called the PMO. The mission of
the PMO is to ensure success in all project management achvities within

The links above will take you to various PMO-related sites and documents:

PMO

The PMO handbook, raining materials, and current status reports.
Planning
Strateqgic & Tactical planning process doaumentation, ISR & AWG documentation, and the IS
Resource Management home page.
Programs
Alist of the currently active programs, and their status reports.
Projects

Alist of the planned and active projects, and their status reports. Also, the Project Management
standards home page, and the project Time Reporting standards.
Framework

A description of the project ramework followed in IS.
SDLC

Information on the Systems Development Life Cycles followed by IS, and related standards.
Reference

The Repository of Best Practices followed by IS, including all technical standards.

19




Address |$§| http://celltest/is/business_home/Reference/BP-Index.htm

Index

Best Practices Repository

PMO

+ General Information

+* Program Management
+ Project Management

CONTENTS

+ General Information
+ Practices & Techniques

» Iterative Development

Systems Development Life Cycle

IT Measurement & Metrics
« TBD

« General Project Management
+ Resource Capacity Planning
« Vendor Management

» Requirements

+ Testing

+ The UML, Use Cases, etc.
+ Life Cycle Variants

» RAD

+« RUP, Agile Development

PMO

General Information
+* The Program Management Handbook [.doc]
+ Gartner Group on the Project Office [.doc]
+ AscendantOne on PMO Principles [.pdf]
+ Teratec on the PMO [.pdf]

Program Management

+ MetaGroup on Portfolio Management [.pdf]
+ PlanView on Portfolio Management [.pdf]
+ Portfolio Management & Stabilizing Risk [.doc]

Project Management

FYI

PMO stands for the
Program Management
Office, an IT industry
best practice for
ensuring success in
large and small
projects.

Gartner & Meta

The GartnerGroup, who
is referred to often in
this repository is a
consulting firm
specializing in analyzing
IT industry trends.
MetaGroup is a similar
company.

General Project Management
PMI PM-BOK (PM Body of Knowledge, 1996 edition) [.pdf]
GartnerGroup on Reducing Project Risk }.pdf
GartnerGroup on Project Mgmt for Small/Medium Businesses (SMB) [.pdf]
Change Management [.pdf
Yourdon on Extreme Project Management [.pdf]

Resource Capacity Planning
= TBD

Vendor Management
Vendor Management at USC [.doaél
Managing Qutsourced Projects [.doc]
ney Maturity Model [.pdf]

Software Acquisition Capabili
Dutsourc:mg Trends 2003
OQutsourcing IS Functions doc

Outsourcing Strategies {from the State of Texas) [.pdf]

~ Top

Systems Development Life Cycle
SEI CMMI

o General Information
The SEI CMMI, which is

+ IT Industrv Best Practices for SDLC [.doc]



A. Demand Management

1. Discovery

2. Portfolio Management

Business Needs

« User Relationship Mgmt
« User Education
« IS Marketing

Technological Opportunities

« IT Strategy
* Innovation
*IT R&D

Application Needs

« Application Strategy

| Request Definition | | Request Screening | |Program Assessment|

* Requirements * Impact Analysis
* Scope « Feasibility

: * etc. « Estimation

« Cost/Benefit Analysis

* Program to project breakdown
« Project dependencies

| Alignment | | Initiation

| | Control
* Approval * Funding » Change requests
* Prioritization * Resource allocation * Re-planning
* Scheduling * Re-funding

* Re-prioritization

1. Process Engineering
(Process Definition)

B. Supply Management

2. Process Management

(Ongoing control)

3. Program Management

5. People Resource

(Active program oversight)

4. Project Management

Management

6. Deliverables Management

(Project liaison & support)

(App. development products)

C. Results Management

Projects

Y

1. Project Metrics Database

Products

Services

L ]

2. Product Quality Metrics

L Project Planning

3. Customer Satisfaction

4. Service Level Agreements

Business Results

A

5. ROI & Financial Measures

\

Process Engineering

6. IT Value Report

D. Document Management

1. Process
Documentation

2. Business 3. Project
Documentation Documentation

4. Systems / Application
Documentation

21



A

Project Request

-Preliminary Scope ‘

Charter

-Approval

to Proceed

Business Initiative Definition

Scope Statement

:-WBS
:-Objectives / Requirements

/ Product Description
i-Deliverables ... ...
-Scope Mgt Plan (Change

--------

-High Level
Requirements ‘

-ROM Benefits |

k 4

Control Process)

Business Case

Benefits

-ROM Costs |

* See:

Business Initiative
Definition and PMBOK
© 2000, especially p. 45

Activity Costs

-Revenues
-Cost Savings

Project Pricing

-Costs

Scope
Baseline

----------------

---------------

Cost Baseline

» -Pricing

Ongoing Expenses

-Expenses

Standard Financial Model

-Income Stmt & Valuation
-Impact to Key Drivers

Other Schedule / Cost Related

| -Milestones & Target Dates ‘

Process Related
| -Approvals ‘

» - -RuUnN Rate
i "S" Curve :

-----------------

Schedule Baseline

| -Staff Requirements & $ Effort ‘ ...........................

Subsidiary Management Plans

-Risk Mgt Plan; Risk Response Plan
-Schedule, Cost, Staffing, Communi-
cations, Procurement Mgt Plans

Other

-Open Issues and Pending Decisions

22



Context Diagram

4 N\ 4 N\
Strategic | -~ . .
Needs —» Planning > SLRF <+—— Directions
. J . J
A A
v v
4 N\ 4 N\
Architecture | -~ Annual
Planning |~ "| Budgeting
. ) \ J
Pro;ect Project Project Delivered
Portfolio Mgmt Initiation Execution Solutions

Overview Diagram

Step O A 9
Request Scope Ball-Park Define Plan Design Build Certify Implement Support

Development / Quality PM/ App Support /
Capability Assurance Release Mgmt | Infrastructure

Solution Delivery Business PM / Delivery

Business Architecture Support Analyst Support/ RM

Development

ide . e Develop
minary Y © Plan|projeee or build o Certjfy
r \ * Egtiriat e Design system system
system e Demonstrate * Assess
functionality readiness
o Test system

e Implement
system e Support
e Support system
transition erations
¢ Close project

* Generate aluate A
e Describe mate e Develop us

o Prioritize quest requUitEERE delivery date

* Refine cost
estimate

e Submit city

ACTIVITIES

Project * Service
i %Z%Ltlfaslt i Ssigz:ment o U Definition ¢ Architectural * Developed * Installed Level
Tickets « Sollltien ¢ Budgetary RealiieE Project Plan & Functional System  Certification System Agreement
S " Estimate q Release Designs e Support Results * Lessons Reports
e Priorities Architecture ments Schedul P M ial L d InGident
e Doet chedule ¢ Prototype aterials earne e Inciden
ROM Reports

OUTPUTS

o Assist o Assist * Receive e Use

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

CHECKPOINTS

PM: Project Manager RM: Release Management 8/25/05, M. Dattoli



Potential
Gain

High

Low ¢

Heavy
Hitters

Improve
Project Status
Visibility

Train on
Financial

Processes &
Control

Model

Centralize and
Index Project
_ —~Deliverables

| Create a Web
' Site for Project

Define the
Governance

Coordinate PM
Certification

Mgmt

Define Release
Management
Process

Define the
Project Initiation
Process

Define the
Portfolio
Management

Define Risk

Process

Define Scope &
Requirements
Mgmt Process

Implement an
Executive
~ Dashboard

Create Projec
Plan Templates

Define PM
Career Path

—D'é;‘me PM '
Training
_ Curriculum

Practices
Repository

Define the
RFI/RFP Procg;s,

Define Third-Party

Little Effort/Cost/ _

Build a Project
Estimates Archive

Improve Project
Estimation Skills

Management

Build a Project
___Metrics Database

Integration Process

Resource Capacity
Planning Tool

~Implement
Portfolio Mgmt
Tool

~ Implement Budget
Tracking Tool

Implement a Requirements
Mgmt Tool

Extend PMO to
Enterprise

Business Ownership of N
Portfolio Management:;

= ; =
Business Ownership
Roadm

Waste
of Time

Large Effort/Cost/

Risk/Complexity

»  Risk/Complexity



Respect the Past Manage the Present Secure the Future
- Historian - - Manager - - Futurist -

History of: Manage: Prepare for the future:

e Program e 3M’s: Man, Machinery, Money e Defensive

e Context e Activities: Plan, Organize, Staff, Direct & Control - Insure against risks

e Involved personnel Lead: - Protect what we don't want
¢ Related elements ¢ Vision, Communication, Integrity to lose

e Offense

- Advance the program

Design
Solutions

PROGRAM
PLANNING

Create
Programs
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1a. The IS Solutions Life Cycle: Overview Diagram

L 4 T
E . Work
Non-Routine Requests Routine Requests E SIS
EXAMPLES: EXAMPLES: Scope &
* New Functionality Requests » Service Requests P
. Str;]ategl'c Initiatives 9 « Break/Fix Repair Schedule Status
Enhancements TN Maintenance : .
. Quick Hits ./pmject\\ ' Stage 1. PAR (Project Assessment & Review)
| ment & | concest gt > prorization > 2SI PoEt s Rexe s — “Preliminary”
S Sunset ‘\\Review -’;“ippl’oved —
/" CaReplace- — Requests, Stage 2. Initiation
|:\ Fé{eetrg;ewl ;I ment Plans (\ Initiation ;l Planning Resourcing H“a“’rﬁtmsnté'ge
t— S~ S Stage 3. Analysis / Business Requirements
: w "
Aging Scoped & R nents > Solutioning > AnESEE, Ploming > "Ta rg eted
Solutions I S Resourced
v d Project ¥ _ Stage 4. Design
/- ™ /- ™ I iled i n . ”
lamoty SOIULIONS  /avayss Sz S BT proneing > Do > “Committed
| & | - | Business |
‘Operations/ L Ife C C I e \ Reqts | Stage 5. Build & Test
~—__ ~—_ Code & Systems Integration Performance o Mext Stage
X . Approved Unit Test Test Test & PET Test Planning
Solution in Detailed '
Production Requirements Stage 6. Implement
7 - \\\\ .’// A \ Introduction Eﬁe%\ovment Deployment Turnover E]rgéﬁc;te gé);tmsnhége
[ | f \
| Implement]| | Design | !
\ | Certified Approved,\ J Stage 7. Support & Operations
S / System or _—. ! /

——"® Upgrade ,'/, \\\.\ Eias?étél © — Z100TE SIEEE
[ Builld |
& Test

\ ) Stage 8. Retire / Renew

AN S Sunset
— Planning
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2a. IT Budget & Portfolio Planning: Overview Diagram

Needs for
Current PR%ACRE;S
Year
* Project
Assessment
& Review

Needs for
Future
Years

BUDGET
PROCESS

SLRF*
PROCESS

* Strategic
Long-Range
Forecast

= PROJECTLIST:
* Scrubbed
* Merged

+ Approved
* Funded
* Prioritized

= PRELIMINARY
TIMEFRAMES

PORTFOLIO
MANAGEMENT

UPDATED
ROADMAPS

RELEASE
MANAGEMENT

PROJECT
MANAGEMENT

SN—

MANAGEMENT

REPORTS

UPDATED
RELEASE
SCHEDULES

SUPPORT &
OPERATIONS

L

-H\\

RETIRE/
RENEW

STATUS
REPORTS.
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2b. IT Budget & Portfolio Planning: Concept Diagram

Needs for Current Year

% : : Portfolio Management
w Project Assessment & Review (PAR)
C - * Release Change Controls
- s 7 7 7 Update 0 [ "
[ Concept t Insight { Prioritization LBusinessCase tProjectSelection{ Rrelreas.eF’Ianning1 Release Pé'elr:ménalry
) Schedule e
Needs for Future Years
SLRF | Annual Budget Cycle : ¥
Project Management
Preliminary o o %0 o
; Release 2 3% 240 A 59
Business p » >
Strategic Road Planning CELO*’ %C/" (Q,\ w
Initiatives Map — Detailed . _
F - Merged Initiation b—) Require- Design Build & Test
Project High-Level Strategi rove ments
Descrip- |— Require- | .rta. ?_glc PPF? ¢
tions ments leiasltve rojects =
IS's -ESC . ROM Eclimats
Strategic *ISLC Pacing Eraincd o, v
Initiatives E,nallze rffs o | Implement
Eﬁ‘:t “Targeted” “Committed” o J
SLRF Budgetary - Budget Guidelines Schedule Schedule
BOMs, Projections +1S KTLO Estimates
+IS KTLO Projects
+ IS Discretionary Projects

S

Support/Ops

00
~ O
o°

(i_“)
he)

Ce

Retire/Renew

Lo
oS
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2c. IT Budget & Portfolio Planning: Initiative Fund Concept Diagram

“Preliminary”
Schedule

Year
Month Month Month Month Month Month Month Month Month Month
' “Targeted’ ' “Committed”!
Scope & Scope &
Schedule Schedule
Detailed ' '
Rel. X.1 Requirements Design Build Sys Test UAT Install
Require- “Target” ‘Commit” )
ments Release Release r‘gaé;:“
Planning - Scoping Scoping X 1-
Cancel
or Defer
Project
' “Targeted” ' “Committed”!
Scope & Scope &
Schedule Schedule
Det'd Design Build Sys Test UAT  Install
+ Rel. X2 Reqs “Target’ “‘Commit”
Port- | Require- Release Release Mai
folio | ments --J—'—r Scoping Scoping RaJFr
.| Re- |Planning | & é )(62-

view f

& = Initiative Fund Draw Down

Install

Indep.
Release
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Project Inventory List: Overview Diagram

Current
Release
Schedule
// v
;):{%CESS Concept > Insight > Prioritization > (B:usiness > grcl)je%'t > E)Rlelease >
ase election anning
\ \
Approver: Requesfe_r’s Manager BFPO /BRD Prioritization Committee ESC/ISLC ESC/ISLC /Change Mgmt
\ N _ Preliminary
New New \ PAC Prioriti Selection Dates for
Request \ Project; \ Data Zat'ggta Data New Projects

Project

Updated

Request
Central

Rankings List &
Resource Allocation

Inventory

BUDGET
PROCESS

Release
Schedule

Updated
Roadmap
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Summary: 8/13/04

Strategy & Planning
BRD

PMO
Service Delivery & Operations

Commentary
* Red Alerts: Internet Upgrade, Do Not Call, and Cares Infrastructure Upgrade projects
* Yellow Warnings:

®* (Green: Budget tracking

New Data this Report

* PMO Project Statuses

* Budget Forecast

 Sev 1 Report for July

s |Updated Executive Status Report (not vet finalized by Scott Eadon)
» |pdated Executive Release Report

* Time Entry Analysis

+ Weekly Flash Report

Suggested Actions

Commitment Summary
Commitments Met
Commitments Missed
Commitments in Jeopardy
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<iO DASHBOARD

J STOPLIGHT ASSESSMENT TREND SINCE LAST REPORT FREQUENCY
In serious trouble or risk Trend is better than last reported [w] Weekly
Y | MNeeds close attention Trend is worse than last reported [m] Monthly
G | Tracking as expected Mo change
Strategy & Planning
G Financials: Actuals 2004 YTD & Forecast [m:Jul
Item Metric Trend | ! | ltem Metric Trend | ! |
2004 YTD Budget $59.5 - | 2004 Budget $117.4 - =
YTD Expenses $55.3 - [G] Forecasted Spend 81125 - |G|
Variance {$M) $42 - |G| Variance (SM) 548 - |G|
Variance (%) 7.1% - G Variance (%) 4.1% - G
Y Contract Status [m:July] G Asset Mgmt Status [m:July]
Item Metric Trend | ! | Item Metric Avg/Mo| ! |
Total # contracts working 11 - Y] MNew purchase requests 146 147 — |
#in pre-legal 6 - |G| MNew goods receipts 153 151] -
#in legal review I - |G
# pending executive review 2 — G | Y Vendor Relations Status [m:July]
ltem Metric Trend | ! |
LY Consultant Status [m:June Total # activities - - |
Project Metric Change| ! | # RFP's active - - =
SEIP 12 -22 | -] # research requests - - =
MMS 19 -2 | -] Vendor scorecard — - -
WHNP 8 -2 |-
CVM 13 -5 |-] | G | Headcount Report (detailed report offline) [m:May]
ICR 1" +5 |- | ltem Metric Trend | ! |
Infrastructure Upgrade 7 -1 | ] 2004 budgeted headcount 440 - =
ISPA 1 -1 - Current headcount 420 - ]
PM Team 2 - | Positions in process 30 - =
Market Transition 1 - = Approved & posted positions 16 - =
KTLO 107 +8 = Adjusted headcount 466 - -
Sarbanes 1 - | Voluntary turnover this maonth - - -
{Other roll offs) - -12 Involuntary turnover this month - - -
TOTAL 75 -32 |-
[Y Associate Time Reporting [per:July 16-31]

Item Metric YTD
% of associates reporting time 91%  94%
% of expected hours reported 95%  97%

.<‘.<|._
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<iO DA

OARLD

| STOPLIGHT ASSESSMENT
;¥ In serious trouble or risk
Needs close attention

TREND SINCE LAST REPORT
Trend is better than last reported
Trend is worse than last reported

FREQUENCY
[w] Weekly
[m] Monthly

Tracking as expected No change
PMO Summary
|G| IS Project Budget Report [m:July] |
Y Portfolio $ Summary (All Projects) [m:June] | G| Portfolio $ Summary (Strat Initiatives) [m:June]
Item (2004 YTD) Metric Trend | ! | ltem (2004 YTD) Metric Trend | ! |
Total # projects 47 - | Total # projects 8 - =
# tracking within 10% 3 W Y # tracking within 10% & A |G|
# over budget = 10% ] 3 Y] # over budget = 10% 3 - LY
# not applicable 0 - |G| # not applicable 0 - G|
2004 Budget $40.0 - |- 2004 Budget $22.2 - |-
Estimated at Completion $371 A |G| Estimated at Completion $20.9 A |G|
Variance ($M) $29 A |G| Variance ($M) $1.3 A |G|
Variance (%) -7.2% A G Variance (%) -5.9% A G
Y Project Status Reports (All) [w:8/6] LY Exec Status Report (Strat Inits only) [w:8/6]
Item Metric Trend | ! | Project GIYIR® Trend |! |
Total # projects reporting 20 - |- SEIP (On haold) - =
Scope (#G2Y #R) 16, 3,1 - |G| VKPP Enhancements G|Y[Y|G|G - Y|
Schedule 15,2, 3 ¥ Y] Content Billing G|G|G|G|G - G|
Budget 16,2, 1 - |G MMS G|G|GIG|G - |G|
Resources 17, 2,1 ¥ Y] CVI YIYTY]YY - Y|
Risk 15, 4,1 ¥ Y] AWS Texas GIG|IGIG|IG - |G|
Total # Green 79 A |G| PTT G|G|GIG|G - G
Total # Yellow 13 A |G| Exec Release Overview [w:8/6]
Total # Red T b Y Release GIYIR* Trend | ! |
R28 (10/17/04) G|G|GIG|G - |G|
m Projects with Red Statuses [w:8/6] R281 (1/23/05) GY|GIR[Y - Y|
Project GIYIR® Trend |! R29 (4/3/05) Y|G|G|G|G - G|
Cares Infrastructure Upgrade G|R|GIR|R R3.0 (718/05) - -
Do Mot Call RIRIG|IG|G * Legend: Scope | Schedule | Budget | Resources | Risk
Internet Upgrade YIRIR|G|Y
* Legend: Scope | Schedule | Budget | Resources | Risk Project Roadmap [m:July] | 35




IT Dashboard, FY 2000

Project Workload

Telecommunications Costs

#Unsized Projects = 29 (NAVL reporting only)
10000 200
Othe: 1 C 1= -
" 2000 —1 OtherPend'g ETC 8 BWireless
% e App'd Pendg ETC ®=
£ 6000 _4‘_|' 3 Active ETC 00 1 WVoice
f=]
E 4000 A ctive YT (i OQualComm
£ 2000 4 Annusl Capscty £ 04 ————
o
0 2 J M M J 5 N
-100 JFMAMIJ ASOND
Toak o 3 B o
Completed Projects: Budget Completed Projects: Timeliness Batch Job Failure Rate (Ft W)
March - December only (Goal not yet defined; Online metrics not ready yet)
70 - 0.50
10,000 2 I 0.40
1 [m} i B
e 8,000 —sComp 40 L {l | #onTime E - O# Incidents
& 6000 30 1 W#Late ¢ 0.30 0 —Goal
4,000 —— 20 E N[ g 020 A HH
BT c
2,000 AT o4l = 010 ~ HH
a 4=t
‘K'!\ ¢. 5 Eg, é J F M A M J J A S 0 N D U-DU Ll B | T T T T T T T T
R A SR T T
Scheduled Availability: Mainframe Scheduled Availability: All Servers Systems Response Times
Awveraged across production regions {Data to be collected beginning in July)
100.0%
100.2% gy | 1.0
99.5% 0.8
100.0% - 99 0% AVL (NIA) st +— AL
—E—HAVL ' £0.6 —B— NAVL
¢ . —8— NAVL
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99.6% 98.0% Serv b Eg5
994% +— 97.5% 0.0 - —————————
JFMAMUJJASOND dFEMAMY S ASOND JFMAMI I ASOND
Supportto Agent on Applications IS Staff Training Days Staff Turnover
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1000 4+ 4 &0 1] B
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e oo LTI — o I ALalbd
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Quality of Service Audit: User Satisfaction with IT Service

10 Highest
9 Rating
: | .
79 REN »=1Goal
6 1 .
;| Middle
4] 80% of
3 Ratings
2
1
0 Lowest
%, ) X = d X a < i
c»é;’ & & <"E-‘°°) & 'a*(’ é"é Qé \"‘«*"!'tﬁ é&? & P Rating
< &5, & & i@? R & & ol N &
N @ X Q- & > Q R (<3 e >
&2 (6\ & ) (o 2 o o N <& SN
PO N - ? g Q¥ ® AR
Y <3 o J J NS O
é'vQQ e 40\@ & & & 6\5\0 @g“ & &Q“’\ \\)-E.\é\ 6{& See Appendix for the
2 R M A origin of these categories.
< SNE R 4
G T P
C‘-S' @ &
¥ &
Q(O Q(
g =
EEEEEEEN Goal
8
Overall Average .
Trend line
6
5 = . . : . . ; : . . : . . : =
Jan%8 Feb98 Mar98 Apr9 May98 Jun98 Jul-98 Aug98 Sep98 Oct98 MNov98 Dec98 Jan99 Feb99
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RELATIVE I.S. SPENDING RELATIVE I1.S. RESULTS

Less Spending is Toward the Center Worse Results are Toward the Center
Staff Size Projects Within Budget
160% T 140% 1
140% 1 120% 1
Product Rework 120% T Salary & Benefits Process Maturity Level 100 Projects on Time
100
80
80%
60% T+
=1)
o L 40% +
%
Tools + 4 + ——8% + + + + 1 + 1 Consulting Productivity + ; + + ; a5 + ¢ ; + Defect Remowval
Process Improvement i Training 1.S. Skill Growth User Satis. Index

New Technology LS. Turnover

~—Industry Norm -—=—AVL |.S. Expenditures | ‘—Industry Norm —=—AVL |.S. Results \
This Period Compared to Last Period
Score Change from Last Period Score Change from Last Period
Staff Size 90% Projects Within Budget 110%
Salary & Benefits 80% Projects on Time 130%
Consulting 130% up 20% Defects 120% down 10%
Training 50% User Satisfaction Index 80%
New Technology 60% up 30% I.S. Turnover 110% up 10%
Process Improvement 60% 1.S. Skill Growth 50%
Tools 150% down 10% Productivity 90%
Product Rework 40% Process Matrurity Level 40%
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Premise: T and business units share responsibility for:
* (at start)  Alignment Ensuring IT & goals

Ensuring business unit &
*(atend) Measuring IT Value Certifying results of alignment; Adjusting as needed.

Without metrics, alignment efforts are merely good intentions.

Industry & IT Industry

Competitive Benchmark Technical
Metrics Metrics Opportunities
ldeas Input
Business Alternatives Formally Aligned IT IS
Business Assessed [ Steering Portfolio )
Units | PMO =g Sunviving ™\ Committee > Develop
OSR with Project List
$ Cost & $ Value
- Technical .
Strategic Plan Alternafites IS Effort E[géiite
Estimate
- Document
Aligned: IS 1S
* Business priorities Business Estimating Proiect
+IT goals (e.g. building Analysts Function A;Oajﬁvsis
inhouse OO ability by 1/01) Data
i -

Reward System

IT Metrics

Historical Database

Results




Departmental Effectiveness Metrics
Develop an ability to measure I/S cntical success factors, how we're doing,
where we can improve, & where we need better balance or alignment

Customer Metrics | || Quality Metrics Personnel Metrics Innovation
Measure satisfaction levels Measure I/S product Measure staff performance, Metrics
for all customer types quality skill growth & cultural factors Measure innovation levels
Portfolio Productivi
s Service . 4 Automation of SDLC Management Metrics
Optimization ) Metrics N
. Metrics L Automate the critical parts of the Measure how well
Maximize the order , ' Measure existing _
" : Monitor SLA's Systems Development Life Cycle We manage resources
of critical projects processes |}
v
Strategic Software Definition R&D Management
Planning Define SLA's Metrics of SDLC Build I/S’s Standards
Determine the most Agree upon Sl's Determine & collect Define how we research Define how we want to
critical projects appropriate measurements y want to do SD capability manage resources

Departmental Vision
Define I/S’s role in the organization, its core values, & its operating principles (such as control & support of user computing; level of outsourcing; when
to buy versus build; skill management & retooling; performance measurement; commitment to QA/metrics/documentation, etc.)
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Executive Summary

ENGINEERING

Projects: In Quick Quote, Initiation or Active Phase

Pricrities
= pevee ) = E o Keay Flayers Dates Status
LHrp]q.Lh.pq- Themes: E # 5 Q Start Implem. 4 Red Timeline
_ Cust g E B 12»:’ Sponsor; 15 PM; T:Target |T: Target relow 2008 | 2010
- P roject Name D escription impact, ete. |0 O © O Workstream | Owner Biz PM/ Contact | A: Actuasl  |A Actusl | ®: Green  |Trend Comment o1lodo3o4o]oos]q
L |Quick Quote
< Create 3 new Bulk Updste utility to ) . (Created QQ 35 SMALL efort.
WS gy MDN Ressnd  resynch the switches with datz fiom |- o | |s|e |Enterprise Sman G2oras Fitsoulskis: . —  |Will need to be prioritized by
CARES. Lawrence Grumboski the SFOC.
In Initiation
Active
. . X T: 080372008, First Draft of Design
MEID to NDC ."Tiﬁﬂp‘u':lgmf'“'m“esw Cust Impsct |s | |s | |Complisnce | Marothum Saxens :m":“";.H:;a’d'l. A ;'_ 'T'E“:E,m . —  |completed; Buik is
InC el ue ankes uw aiha 08032009 N Llnderway.
Femto helps improwe the in-building
y coverage. Itis one of the proof Enterprise _ I
Femte Cell Trial paints for Human Co'ersge and the - Strategic .
focus in on residential play.
— Submitted RFF to endors;
LTE Technical Trisl  |4G Technical Trial RN i ® — [ will b2gin mesting with =
rategic wendors in September
N y "W aiting for approwsl to sign
Schaumburg NOC Moving of Schaumburg NOC Enterprise : . _ r——
Mow personnel to 3 new Ecility: - . Strategic Lenard Boggs T. TBD T: 01/31/2010 L ] the lzass befors we procurs
|contractors .
Business-as-Usual (BAU) Initiatives
Dates Status
fﬂ' 4+ Red
( > Yellow
¢@ Name Description Requester Owner Priority Requested | Target |Complete ®: Green Comment
Micros oft Project Serner John Carson Jeff Mander [ ]
Capacity Planning Project Sheri Casas L ]
Migration from the Movius Glenayre platforms to the ALY . Friendly Associate migration completed
AnyPath VI o F Mid Se
e Anypsth asen Franz P ot July 14th.
Mortel MTX18 Upgrade Upgrade of Mortel switches to MTX18 Scott Dougald [ ] In progress
Lucent Switch ECF 31.0 Retrofits | Providing s upport for ECF retrofits Scott Dougald L ] In progress
To ensure all records are collected, add Record Sequence On held waiting for feedback from
SMSC Record 5. Scott Dol Id
= equence Number Field to the SMS Billing Recerd. Hgs ® Motorola.
Call Forward Defsult Modification of provis ioning for VIA Scott Dougald Mid S=pt Y Ezﬁo‘:’" in conjunction with Anypath
. Modification of provis ioning to Nortel switches for post paid . Code completed. Awaiting production
Least Cost Routi Kirk Conl 8/28/09 TI2T09
ot Routing |5 ubs cricers to determine LCR e onley et deployment.
Clinten SMU WM Migration Suppert for mowe of Clinton WM off of the Knowille SMU. Scott Dougald [ ] Testing Support
Alter provis ioning for the Lombard 2 prepaid s ubs cribers to help
BCGI Cleanup balance the s ubs criber count through the two SCPs. Seott Dougsald ®
MMS Flatform Upgrade Froviding Testing s upport for the Hardware, 05, and Software Kirk Conley ® Test s upport for MPS, Mediation, and
changes NDC
ALU 5MS Upgrade 10.1 Provide s upport for the ALY SMS Upgrade. Julie Wick Stewe Purcell 8/8/09 |B/E8/0D [ ] Completed in Production
SMS Market Migrations ALU SMS Migrations for MO2 & MO4 Julie Wick Stewe Purcell 10/14/09 L ]
Meortel 5 changing how to provis ion the switches going fom EIU
Meortel EIU Replacement < to = Unix system interface. Steve Purcell [ ]
" R Lisa Paarfusser, . L
Cell Trunk Traffic Report CARES report for Cell Trunk originations John McClusk =y Scoft Robinson TBD [ ] Design & in progress.
Mcbile Terminated Calls Report CARES report for mokbile terminations . Carsy Wing Dawd Smith 8/10/09 TBD & Design & in progress.
Replacement of the existing mailbox provis icner with updated
USCC Geoc-Redundant Mix
Frowis ioner unes SUN T2000 hardwars and adding ancther T2000 serverin Bala Muthu Scott Dougald 8/22/09 TBD & On held due to AnyPath migration
Knomxville.
Oregon Cnerlay The NP A of 841 will add 458 as an owerlay in January 2010. Kyle Scarbrough Scott Dougald 5/26/08 [ ] AN
L VA




Area Summary

Area Avg 2007  Avg 2006 Change
Ease of Doing Bus 4.68 4.45 0.23
Focus on Bus Partner 4.80 4.59 0.21
Reporting/Bus Anyls 4.66 4.48 0.18
Service Quality 4.87 4.74 0.13
Project Mgmt 4.57 4.41 0.10
Overall Satisfaction 4.85 4.77 0.08
Mgmt Services 4.67 4.60 0.07
EUS 4.92 4.85 0.07
CARES 4.69 4.64 0.05
Other Supp Systems 4.67 4.66 0.01
Overall Average 4.729 4.62 0.109
Rating Change
5.00 0.25
4.90
4.80 T 020
4.70 1N = Avg 2007
4.60 T == Avg 2006
4.50 1 010
4.40 —&— Change
4.30 +— 0.05
420
410 I I I I 0.00
& P ° &
O <? & 0?‘3'@ ﬁé@&
P P
& \% QQQ
Q':’@ & QO d‘*%
(</ é_}) Q_@ 0“6\ 43



IS Mid-Term Survey

Access to operational information needed

6.00 -
- 5004 . 458 458 oo 487 457 . L 4.82 4.55

Responses by Division 400 4 — i =80

3.00

2.00 4

1.00 -
7 A 0.00 T T T T T ]

L RS, BSS  CustSve Engg  EPMO  Finance HR Mktg ol Other Sales  AVERAGE

ltem BSS Cust Sve¢ Engg EPMO  Finance HR Mktg ol Other Sales AVERAGE
CARES - Point of Sakes (POS) .33 3.63 517 4.00 .33 4.50 3.67 4.50 .74 .74 .68
CARES - Customer Service Module (CSMY 3.67 4,75 5.17 4.50 4.70 4.20 5.00 &.00 4,92 4.89 4.83
CARES - Biling and Rasng 4,25 4,30 5.00 4,50 4,40 4,20 4,00 3.50 4.48 4.320 4,34
CARES - Collecions 3.00 4,68 5.50 4,00 5.17 5.00 5.00 4.23 4.46 4.80 4,68
CARES - Wumber Managemen: 4.00 4.59 4.40 4.00 5.00 4.00 5.00 4.33 4.68 4.85 4.69
CARES - Price Plan Management 3.67 4,52 4,50 4,00 4,75 4,40 3.50 4.00 4,57 4,81 4,60
CARES - Dealer Compensaion 3.00 4.86 5.00 4.00 4,14 4.00 5.00 4.00 4.47 4.a0 4,52
CARES - Wirelsss Number Poriabiity (WNPY 3.00 4.87 5.00 4.00 4.86 5.00 3.00 5.50 4.84 4.85 4.87
Support provided for CARES 3.78 5.13 5.20 4.67 4,27 4.00 5.50 4.50 4,91 5.10 4,95
AFFINIUM 3.00 4.90 4.00 4,33 5.00 4.00 4.a60 4.56 4,57
AlM 3.33 4.08 5.00 4.00 4,25 4.67 4,33 3.67 4,22 4,38 4,22
BRAVA 3.00 5.00 4.00 4.50 5.00 2.00 4.50 4.60 4.49
CVM/CMDM (Campaian Manacement/Data Management) 3.00 4.50 4.00 4.33 5.00 3.50 3.50 4.64 4.81 4.59
Documentm 2.86 4.90 4,10 4.00 4,70 5.00 2.00 3.67 4,47 4.77 4,47
EERIS (Easvedoe Reporing) 3.00 4.63 4.25 4.00 5.00 5.00 4.00 4.23 4.74 4.85 4.73
Infranet 4.00 4.82 4,67 4.00 5.00 5.00 3.67 4,89 4.91 4,81
VR (nieracive Voice Response) 3.75 4.67 4,82 4,50 4,75 4.75 5.00 3.67 4,72 4,75 4,69
MARS 2.83 4,50 4,00 4.00 3.78 5.00 3.40 5 50 4.33 4.67 4.25
OLR 4.25 4.59 4.63 4.50 4.43 5.11 4.00 4.40 4.76 5.10 4.79
Bemeady 3.86 4.65 4.38 4.00 4.59 4.60 4.00 4.25 4.58 4.88 4.64
Sales Datamart 3.00 4.88 5.00 4.00 4,33 5.00 4.50 1.00 4,75 4.84 4,70
BCVIRCY 3.25 5.00 4.00 3.60 5.00 4.00 3.00 4,83 4,95 4,53
Suppor provided for the support services lisisd above 3.33 4.89 4.44 4.67 4.36 5.33 4.33 4,75 4.69 5.00 4.79
Format of the data reporis 3.60 4.70 4.71 4.00 4,33 4.67 4.33 5.50 4.80 4.76 4.69
Comprehensiveness of data reporis 3.86 4.83 4.71 4.00 4,50 4.67 4.67 4.50 4.71 4.80 4,72
Timelingzs of data repons 4.00 4.91 4.64 4.00 4.67 4.33 4.33 4.50 4.58 4,52 4,58
|Jzefulnesz of data reporsz 3.57 4.84 4.67 4.00 4,78 4.67 4,75 5.50 4.67 4,92 4,79
Level of detail of the data repors 4,14 4.77 4.75 4.00 4.44 4.67 4.75 E.B0 4,54 4.88 4,75
Answers 0 business quesions provided in dafa reporis 4.00 4.85 4.73 4.00 4.29 4.67 4.67 4.00 4,43 4,80 4.68
Timelingzs of the informadon nesded 4.29 4.75 4.73 4.00 4.33 4.33 4.33 4,33 4.30 4.64 4,57
Acress 0 operaional iniormasion needed 1 4.00 4.58 4,58 4.00 3.80 4.67 4.67 4.00 4.15 4.82 4.55
Exient to which reporing and business informafion enables mefor 3.33 4.80 4.63 4.00 3.82 5.00 4.00 4.25 4,39 4.86 4.62
Extent o which reporing and business informason helps me make  3.67 4.85 4,57 4.00 3.64 4.67 4.00 4.00 4.61 4.84 4.64
Support provided for reporing and busingss analysis 3.71 4.67 4.73 4.50 4.00 4.67 4.75 3.50 4.43 4,90 4.64
Vendor and Conract Management collaborason 4.00 4.64 4.82 4.50 4.40 5.00 4.25 2.00 4.07 4.73 4.54
Finance and Accoundng support 3.67 4.71 5.00 4.50 4.00 4.75 3.25 5.00 4.61 4.91 4,64
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TECHNOLOGY ROADMAP: HOW DO WE GET T

2007 2008 2009

Web Portal Platform Expose CARES Web Services ESB Platform/ SOA

SDP Deployment

{ Service Delivery Platform (SDP) W

Strategy
VOIP Strategy /
‘ Landline Repl. e
Data Governance Consol Customer Data EDW
Central Product Catalo
a Off-Portal Strategy: h - o . | CRM CRM Self Servi
e WAP 2.0 Browser perationa elf Service
« WAP Push [ CRM Strategy ]
« OMA Enabler for IMS
A ./
Integrate Generic Convergent Billing Pre/Postpay Convergent Billing Voice & Data
3rd-Party Billing Feed
[ Pre-Paid Data Strategy ]
Portal Upgrade and
Billing RFI/RFP
On/Off-Line Charging
(CBB Replacement)
[ Content Filtering and Blocking Strategy ]
Identity and Access Management Web Services Security and Access Control

Smart Phone Security (Moto Q)

Data Roaming (EVDO-Rev A)

LBS Roaming

LEGEND “Strategy” initiatives include these activities (if appropriate) “Deployment” initiatives include these activities (if appropriate)

ibili Technical Trial i
IS Initiative E’Ianning Analysis Fesatsclt:;'l;tv Design — R':gai?;e} Planning | Design | Development M-;‘:igtn'lqr{al Rollout | Warrantee
Engineering Inttiative erwor ring

Strategy initiatives are shown in rounded rectangles 46



2004 Strategic Initiative Roadmap csotss09

Jan'04 Feb'04 Mar'04 Apro4 May’'04  Jun'04 Jul'04 Aug'04  Sep'04 Oct'04 Nov'04 Dec’04 Jan'05 Feb’'05 Mar'05 Apros May'05__Jun’05 Jul'05 Aug'05
OR R BUD D N N MORATORTUM N N N
Releases *: 2.7 2709 28 28197 2.97 2917 4p 3.02
T T T
I I | I I I I I SALES EFFECTIVENESS .
| SEIP SYSTEM IMPLEMENTATION Construct Datamart and Reporting Solution K R"g};g;g—;g%‘” Y = 8] ~
| | | | | J J I_ J_
C SYSTEM ENHANCEMENTS: PHASEI*-\‘_ TN T T T T TR T T TN T T T AN T T T AT T T AT T T I AT T T T T N
v T | I | | L % CONTINUED SYSTEM ENHANCEMENTS; CMS IMPLEMENTATION AND CARES INTEGRATION; NORKOM OPERAT B
M CAMPAIGN MGMT SYSTEM: 5ELECTI0NA - — IS SRRV SUE A SN 'R SR S .. .
ESC Approval |- |- 1 .|- ] .l
q tosart Doselogment ..\__ _..___ ——d-peeel -kt e -
[ PLANNING -2 ) CALL ROUTING IMPLEMENTATIONS; SYSTEM ENHANCEMENTS (SELF HELP), TIME REPORTING AUTOMATION 3
| | | ! 4 l £ r I s L7 L L £/ L4 I I’
. 1 [
Phase 1 Commercial Pliase 2 Commercial La mk'}l
MMS Lannch (Limited Billing) (MMS Long Term Billing Solution)
| | | | | |
CONTENT BILLING L KL L -l L -1 A 1___L
PLATFORM N LSRN AYRY * LYY A A
H B3 L) % ] PRESS TO TALK IMPLEMENTATION L] 3 >
I | | | | | I £ 7 s W f 7 £/ L 7 L4
N "
} WNP LaUNCH  Remaining MSA’A *Enimmwmu‘s Eniwwmum.v*
| | | | | |
)> CARES INFRASTRUCTURE UPGRADE *p..m. Builder Oracle,COBOL *
|
RELEASE INDEPENDENT INITIATIVES (BUDGETED) ¥
— — cfumgg
’ PrePaid SMS Short-Term Oklahoma City
| FLea & &> Read Access To CARES
Conversion  Full System
:’ Close |5 J'i““"“""""‘ Conversion/Full System Intsgration 2 m Aceess To CARES
STX 2) Transition Effort/Conversion Prep
R NS EENUEEIS (e Sy e S S R R ____\__-__\_\.___._\____\_\____\_\____\____-
2 ‘e /, C J, - C - "_NEWMAREETLAUNCHES» z ) ) ) - 2 _ad -
r r r=-1 T T 4-1--"% r_Eoi
)> easyEdge® LAUNCHES Oregon/Washington Idaho Gzl_lforﬂm
| | M| I | I I | |
) CDMA MIGRATIONS & Medford (Ix Data) 9%’,‘,‘.",}“;}, (Ix Voice & Data) 9‘;_:.5‘;;},“' (Ix Vice & Data)
[T U1 _ U _J___J___U__F--d-_-L=
> » . o -
i - = -r=- ‘._l_l - -—l - —— = = = - — - S - - - - -
SARBANES: SYSTEM ) =~ S0X REMEDIATIDN SYSTEM IMPLEMENTATIONS ™ ~ S ™ 4
IMPACTS DEFINED — ﬁ__ PR Y L P __JI - L m ___.,ﬁ__ Jﬁ - —— e e T
1 4 iII s REBATES T T DI:.'B C. ‘ - r___i\"__J \"_E__I____"'__J_\‘_E__\T___—L\
“ipproval to Investigate velop Business Case " N “
< (Busingss Case) <. e— > ] . ALTDMATED REBATE IMPLEMENTATION 2 _t 4
I I I I I AT LSS, wm—— - e - ZEDNENEwY e
INTERNET INFRASTRUCTURE UPGRADE
PENDING INITIATIVES (NOT PRIORITIZED)
‘Web Based Repair Tracking System
Roll out of Agents Taklm] Cash Pavments
Scoplng of Multl PRL Capabllltv Based on Product Type (Buslness Case)
Do Not call
Prepald SMS Pmduct (Busmess Case)
T T | T | gl SRR R —— N T Syuen p— - U PRI [Err Nt REp——
Active Dlrectorv i o > ACTIVE DIRECTORY ROLLOUTS by »
1 e e o e g ) LS e e - _
XP Operatlng Svstem Rollout “ WINDOWS xp RdLLE)UT N
Citrix Rollout s CITRIX ROLLOUT 4
___I_ l_l___l___l"
BUSINESS AS US KTLO ] | ] |
) * Marketing promotions * New handset rollouts * Product Features

* Application break/fix

* Policy Changes

* Marketing Contests

* Application Enhancements # Continuous Improvements

GO/NO-GO OR
OTHER CHECKPOINT

i FEATURE MINOR
LECEND: *RELEASE +RELEASE B

RELEASE-INDEPENDENT
IMPLEMENTATION

? = Date is not certain

* Releases consist of changes to CARES, AIM and the Infranet
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Project Roadmap: 2005-2006

May 2005, v1.0

6/05 10/06 11/05 3706 4/06 10/06 12/06
1/05% /0% CVM, NACHA, CISP Sensi- 10/05 Data Roaming, SOA 9.0, USC.com  Alm Weblogic 7/06 B/06 CISP Sansh SilvarStream
CMS 14, Cares Infrastructure Bolingbrook  MO-14, Amber Alerts  tive Data (Design) 5t Louks Phone in a Bax Upgrade Upgrade Infranet Upgrade CIS POS Pilot tive Data {Impl.) Migration
Kev Dates v ¥ |y ¥ LA | v vy ¥ L] v LA ¥ LA L | LA | v % | | v ¥
| ‘-. | fa a | ‘-. i | ‘-. i 4‘. 4 i *. | A | ] i o\. i i .\. | ‘-.' [ e & I
2405 ajos 5/05 705 8/0s  9/05s 1005 1205 106 2/06 4/06 706 /06
Datria Alltal Do Mot Call SpeadTalk SMSC Altiris w2, EVDO Tired SMS EZE Certification Infrastructure  Portfolio
Transition Platform Roaming Tech Trial ~ Storage  Prepaid Environment onDemand  Mgmt Tool
Packages
2005 2006 2007
1/1 2/1 3/1 4/1 5/1 6/1 7/1 8/1 9/1 10/1 11f1 12/1 1_,"1 2f1 3/1 4/1 5/1 6/1 7/1 8/1 9/1 10/1 11/1 12/1 1_:*1 Key
Major B Dependencies
Releases 2.8.1 | Toasmtedv)
£ tw [ @Compleﬁon of the
: A o SpeedTalk project is
‘D'H’T.lltm«- NKM * WP Cancel Autormabion = Arvber Alerts » PRy,
".{D [ I | [@ | _*' dependent on the
29| [ - Tk Call Lo Toe L] * '* SpeedTalk (core)
: O I' Pt er 11 &oTponezn‘;of
1 - elease 2.9,
I . rfqﬁ_gql_m_i!_ul_n_[bj_m;r_‘n::ﬁ Reports = ‘ Note: Some o
3.0| » Ry + ON2 WD ot components
! I | an u_tlyu sz wN P Split + PR [ [ [* Sp_ ITaIk_ will be
'05-Q4 || PT——— w"’,l:;‘“"““;f“,o?%%i.wm —_— * delivered in R2.9;
l 1 others will come a
- - I N ..
Engineering | WSID Reperts A _ month later.
Projecbs T S5 Aatform N Sd'mswwude L=
- - - I ([ (R A Y A R A N ustomer phone
) C 9 v YN [ T'@___ L___]___J____[___]________ numbers for the Do
) MRS Uporace A : : : : Immmi P-“m-wl i Not Call Weg Tn:n:;lc|
—— project are dependent
Operations ot iy owwmieas )2 ‘© on CVM 2.9
Martienal Distribution. Center Move I E5C Appoavel | [ —I [ K
S S : f N e
Products & Smart Phone ) atform" is ne
Services I | | I L S before the "SMS
| easyEdge (sm) Proma) 2 T swseepd Software Upgrade."
_______ I I . W I __ Also, development
] < Appeonl ___‘[“:_‘__'[L____‘?‘i__.' i____""_'w__j'E";"‘_'!':‘["_"_“_j_ ) must wait for vendor
1 PR DR SR — IR R R
T M3 - Alburn, Interop | I 1x EV-DO (Techrical Tra) 15 EV-D0 (Market Trial) ‘ T B0 (Prep for Coenencrdal Loanch) —‘L apdlg'loes (Motorola and
e —— [ 11 & A R R - eriSign).
Telemety (Buivers Cove) M R = A DR )
~ . I = L OTA will enable full
Marketing  Igop PR [ w1 G5 e )| [ G o iy functionality of
| Campaign Mgrnt Alfiuem Upgrade | L I | ] Campaign Mgrmt Afinkum Upgrade
1 1 : ®0nlv 1 of these
i [ Ploning Financial Reporting Data Wareheuse | ‘ initiatives would be
Finance & BSS | T Wikl T 2 T T T |J--@ naadad (aithar tha
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Value

| 2006 | 2007 | 2008 I 2009 ROa d ma p

‘ Architecture Future Vision H Security Oversight Board H Arch Change Control Board H Reusable Components Lib. H R&D Function Definet

‘ Project Portfolio H SID Model H NGOSS, SANRR Embraced H eTom Adopted H Metrics Program Established ‘
‘ Data Governance Board H Roles & Repons. Definitions H Baselines Defined H Best Practices Library Built H Deadons+| Implemented ‘
‘ Ongoing Arch. Consultation H Org Structures Defined H Benchmarks Established H Needs Analysis Formalized H Ref Architectures Refreshed ‘
‘ Business Process Models H Tool Bench Defined H QA Standards Defined H Opportunity Analysis Defined H Metrics Program Begun

‘ Communications/Roadshow H Documentation Standards H Arch Design Standards Set

‘ Technical Glossary

‘ Training Formalized

|
H Cont Improvement Program ‘
|

H Processes Documented

H Training Program Initiated ‘ Training Refreshed

‘ Web Frontend to Documents ‘ | Training Program Enhanced ‘

‘ Document Change Control ‘

| capabilities

» Establish EA direction * Manage security better = Manage the * Reuse components for * Improve R&D

» Coordinate projects » Use standard data architectures better quality & efficiency capabilities

» Protect data better models = Follow a standard = Follow a standard * Improve fact-based

. Documentsystems » Reorg as needed 3ri_h|tecture frame:vork rrchltectu:rmodell dDemsmns At

« Improve access to data » Enhance productivity & efine measures o mprove ability to plan _ ocument Architectures
quality with tools & success for future needs in a standard model
standards * Documentrepeatable * Keep documents

» Train associates processes current

* Reward successes

Time
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Mission Process
I Development
M (Standards for
Goals & Objectives Standards)
Standards, Tools & Templates Y,

IT System Manage \ Monitoring
Strategic Acquisition |Relationships
Plan

Technical

echni Make vs. Buy | « Educate Users
Direction

Guidelines | « Application

Optimization
» Vendor Mgmt | « Business
« Contract/ Relationship
Contractor Mgmt

Mgmt

Provide Service
* Service Desk
« 3rd-Party Mgmt
* Performance Mgmt
« Capacity Mgmt
« Service Level Mgmt

IS Budget

Provide for
Independent Audit

System Development:

* Tools & Templates
+ Standards & Guidelines
« Best Practices

IT Process
Areas

Organizational
Development

Measurment &
Reporting

Obtain Independent
Assurance

IS Organization SDLC: | systems Mgmt

* Project Initiation - Configuration Mgmt
Manage HR * Architecture Planning « Change Mgmt
* Requirements Mgmt + Release Mgmt
IS/Business Communication « Build & Test - Incident Mgmt
IT Results/Value + Implementation * Problem Mgmt

* Security Mgmt Assess Internal

Control Adequacy

Project Mgmt Acquire & Maintain Infrastructure

. Equipment Mgmt
Portfolio Mgmt Manage Changes . Asset Mgmt
Quality Mgmt Manage Documents + Procure Equipment
» Maintain Equipment
IT Governance Manage Knowledgebases * Facilities Mgmt
* Operations Mgmt /
Continuous Process Improvement Manage Aging Applications » Desktop Mgmt & Support Monitor Processes b
rocess
/ A. Planning & Organization / B. Acquisition & Implementation C. Delivery & Support \ D. Monitoring \ Category
o . . . . Process
Process Governance (Communications, Measurement & Reporting, Governing Council, Operating Procedures, Change Control, etc.) Support
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Level 0 Diagram: Release Management (Top level of diagram)

o}
7]
i}
=}
=2
]
14
1
|
RFCs, GCB PRs,
3rd Party Changes,
g Emerg Break/Fix,
o £ Infrastructure Items
=18
g [ Release Cutover Cutover
g = Planning Planning & P.I. Review
- 1
[} ‘G
© Lead Time Decision
Before
Cutover
1: Release Planning
%) w
35 a
T © <
o £ =
© o
oo E
| |T=!TI_ o Eﬂ_]
Doc Doc |
| [ready] [drafted] :
I 1l
Agreed-Upon |
Milestones
| |
1.1 | 2 RTI V (13
0 ) Doc
£ Wiceins 8 Setup RTI Set up R
s Lock Scope Document Review Meetings
= _ : 9]
= ! _—
o - | 1.4
N
| Build & Deploy
Milestone  Release Release | (9]
Guidelines Dashboard Status Report eMail
Request ~ Notice
I

<]_
<+

53

SCM
ES/ADS
Test &
Certify




2: Cutover Planning
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1A.

an,
Process Sggg:raosﬁgr Review
Sponsor the Process the Process
Request Document
h
1B.
4. 9B.
Process RDeﬂJr;gt Prel')slent Form an R eyiew
Owner : Appropriate the Process
B Discuss to the PLT Team D
w/PLT Rep ocument
F \
12
3. 8.
: Accept
Add to PLT Review
PLT Process of Team tr?fFE rﬁc‘aﬁs
ollo
Roadmap Efforts Blan
PLT Re 1C. 9c.
for A P Explain the Review
or Area PLT Engage the Process
Impacted ment Model Document
1S 5.
Strategy Train the
& Planning Team
L r
a. 10.

Authorin 7. it 13.
honne en e orat ez, | | ottour
S;aET Implement- the Process Plan the (sea

( 2 ation Project Document Rollout Subpreocess)

Reviewers ap.

{Reps from R avi ew

Impacted tBe Prucests

Audiences) ocumen
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Review Process at Staff
@HEEL'IHES

Rewise Organizational Ll}u:ument B Analyze Lessons

[6]

L - Learning

)_r'

$Appruad1

Official Announcements
Audiences

Project Initiation Tea

PLT Support
o Gther
1 web Site Maintenance

Growp Brainstorming on this
Plan

Define Transition Plan (Mark)

[1]
Immediate Mext Steps ,_I

FAQ's Dacument
Training Materials Draft All Commumications
Key Messages o

ISLC Confirmmation
Announcement

Early Warning ta I5LC
_ =

Past Processes to Intranet

Update Tools as Mecessary J=

. Packaging of Materials

Define Customers, Their
Requirements b Expectations
o)

(5]

Early Waming to IS
Management

Early Warning to |5 Associates

Detailed Plan Development
Define Critical to Quality
1CTQ) ksues {07}

’I/ldl:n'tifr Core Business

Define the Stimulus for
Impravement

| A - Acting; Rollout
r.-’

A

Cammunicate te All 15

15LE Confirmation Message

Run Pilot Class if Mecessary
Adjust a5 Necessary LTrain Impacted Audiences

LSll:ps for Major Changes

Processes (D7)
Define Project Boundaries {"07) &

Mgmt

Interviews

[2]

Sources of Input

Schedule B Run Classes ™
Send "Mow in Effect” Message

I

Set Strategies & Priorities

&

Assessment

Define Lsage
@—\_\D\!siw E Develop Roadmap
Define Change Contral

Draw Process Swim Lanes

Document the Marrative far
Each Process Step

Determine Roles &
Responsibilities for Each Step

@ Deliverables Preparation |

Design Creative Selutions to

Lﬂtffnc GA Processes | Fix & Prevent Problems
-

Package the Process
Documentation

Draft Materials for °I5 Front
Door” Communications

ALT & PLT Perform QA Reviews of
Impacted Audiences | Documents

Finalize the Documents f

A

Draft Rollout &
Communications Plans

t

| - Initiating Best Practices

End State Vision
Missian

SA Roadmap Role -
Task Brainstorming

write Charter Doc

Components

Operating Guidelines

Time frames

Goals B Objectives

Critical Success Factors

Establish Improvenment
Infrastructure

12

Collect Current Roadmaps . _Mormalize Roadmaps
et

[4]
| E - Establishing ("1")
=

Measure Current
Collect Ba Process Dees Performance ("W’

=

Identify Process Gaps

Appraise B Characterize the
Current Practice

[3]

D - Diagnosing

Prioritize Opportunities to
Improve

ldentify Sources af Variation

Develop Recommendations
s

Analyze Data A"}

Selicit Approval & Agreement Plan Actions
on Rollout Flan

MOTE: This map follows the PLT's generic project
plan template, which is based on

CMM's IDEAL Model and Six Sigma's DMAIC model. 56



Responsibility & Assignment Matrix

1.5. New Tool Acquisition Process

Personne
Step QA. | SME | Tool T¢
A. Determine Objectives & Direction
1. Identify a Subject Matter Expert (SME) to assist the project R A
2. Dwcument needs, problems & opportfunities R D
3. Identify all potantial users of the new tool, including I.5. and non-1.5. R D
4. Survey users for their requirements; Classify as must-have’s or nice-to-have’s R D
3. Qmuantify costs of the current situation; i.e. maintaining the status quo R D
6. Ewaluate the tachnical impact of tool (new hardware/software, upgrades, etc.) R D
7. Estimate total costs of the project & total cost of ownership (TCO) of the tool R B
8. Calculate the project’s return on investment (ROT) R D
Q. Prepare & present an OSE. to the IT Steering Committee for approval R
B.Evaluate & Recommend New Tool
10. Assemble a tool team to assist in the review process R D A
11. Collect baseline metrics for current processes (see step 36) R D D
12. Document requirements for new tool, both conceptual & technical R D D
13. Define quantifiable project objectives & user-acceptance success criteria R D D
14. Identify alternatives via Gartner, Internet & other industry resources R D D
15, Contact vendors; Create schedule for reviewing product demos/documentation R O O
16. Rate each product quantitatively against each of the defined requirements R D D
17. Contact references for highest rated tool; Visit customer site to see it in action R D D
18. Estimate internal effort to install tool, customize tool & write standards R D D
19. Assess the need for ongoing technical support: Skill levels, Alternatives, Costs R D D
20. Dwaft plans for installation, training & implementation R D D
21. Re-calculate total project costs, ROL & TCO; Re-present OSE if required R
22 Write management summary: Goals, Alternatives, Decision Process, R D D
Recommendation, CostsBenefit Assessment, Implementation Plan
23. Walkthrough the management summary for I.5. management approval R D D 3
C.Implement
24, Send SME (and tool team if appropriate) to vendor training R A A
25. Determine training approach for remaining potential users R D D
26. Prepare & deliver 2 management ovarview or demo of product R B B
27, Arrange for ongoing technical support R D D
28. Install, test, une & customize new tool; Add to Skills Inventory Svystem R D D
20 Dwaft preliminary standards, guidelines & reference card for tool R D D -
30 Identify & train a nilot team: Collect feedback on trainine from nilot team =] D D ]
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IS Project Workflow

Scenario #1 (Vanilla) — Large Project

Initiation Project Management Certification
) e Se e« 10 o
R. 1e ¢ Produce Assign Define ‘ 1)3\4 ¢
Sul?:ln 'ilsessi'on ROM & Initiate Resources Project S;?sbe;ns
: Planning Plan
& Evaluation Definition / Test
v Development P N M \ 4
d Tl N Ty
e2 e - 15
Scope e 5e s 6 e e e e 11 e e 12 = e 135 e QA -
Befinition Kickoff Define Define Design - Design Develop Code Independent
User UR & Scope DLR Functional Prototype QA Unit / 'IF')est
h 4 Requirements / Technical String Test
e 3 e h 4
Funding e 16 e
QA -
Certification
& UAT
e 4
Initial
Planning
17 ¢ 18 e
Implemen- Implemen-
tation tation
Preparation
ABBREVIATIONS STAKEHOLDER APPROVALS Implementation
DLR: Detailed Level Requirements Al: ESC Approval for B/C & Funding ©19
ESC: Executive Steering Committee A2: ESC “"Go"” Decision Project
QA: Quality Assurance A3: Stakeholder Approval Closedown
ROM: Rough Order of Magnitude (cost estimate) A4: ESC "Go"/"No-Go” Decision k4
UAT: User Acceptance Test A5: Stakeholder Approval 20
UR: User Requirements A6: Final Stakeholder Approval s b
Operational

Support



2. Project
Assignments

Routine™
Project

Systems

4 18
s Ball Park \  Estimate 5.
2 Estimate . Executive
Preliminary IS Sprglnesf;fr Summary, Steering
Assessme

3. Special
Project

1 En‘ferlpirisenI Spec Funding &
y gve .
OSR with IS Project Detailed Priority

Office of
the CIO

Addendum

Require-

Business
ments

Units

2. 6
Project . ;
Magnitude Project geeﬂ:reed_
Statement Setup ments
(if requested)

7.
Project
Plans

Develop-
ment

Completed
System

Imple-
mentation
Plan

Project
Closure

Imple-
mentation

10. 9

Audit & Survey Impleméntation
Results Plans

* A routine project is one that IS has done multiple times previously (e.g. changing a PIT edit), or

involves data changes only, not changes in business logic, process, or functionality.
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1.
OSR with IS
Addendum

Business
Units

Project
Magnitude
Statement

(if requested)

‘2\

Audit & Survey

2. Project
Assignments

Routine
Project

Systems
Develop.

Non-

2.
Preliminar Routine
OR Project |/ 1©
Assessment Business
Analysts
Enterprise-
Level
Office of Project
the CIO
Technical
Project

10.

Results

Completed
System,

Integrate
Increment

Release X Release

into System

4.
Ball Park IS Estimate 5,
Estimate (Range) Executive
Project Summary
Sponsor
Funding &
3. Special Priority
Project 5
Spec - Requirements
- Functions

- Team Makeup
- Increment Estimate

Develop
/ Revise
Infra-
structure

Project
Analysis

7.
8. - Frameworks
- User Interface - 8'655;? .
- Database - User Interface

- Revised Estimate

Next Version
of Increment

9A. Version / Improve
Release 1 of lteration| Quality of
Increment Product
9B.
Accepted
Increment I%scfér-rl;zﬁ’ct 6. Next Increment Iteration
(After Increment 1, multiple increments

= might be worked on simultaneously)

Improve
Quality of
Process

Steering
ommittee




O—o R

<>

Project | || Project | | Require- .| 3rd Party ‘Ariﬁ::let:;: ,| Develop | | AQM | /| pelivery Project
Initiation Launch ments "| Planning g (Design)l "|(Code/Test) Test (Deployment) Close

3rd Party Solicitation,
Evaluation, Selection

3rd Party Communication Process

sSow > 3rd Party Issue Resolution Process
3rd Party Change Management Process
RFP 3rd Party Deliverables 3rd Party 3rd Party
(or RFI / RFQ) i Inspections/Review > Acceptance g Turnover
Vendor
Proposal
Vendor
Selection
Contract Negotiation
Joint SDLC
Approach Plan 3rd Party/USC Source Code Control
On / Off Site _ & Configuration Management
Considerations g Environments Management
2-Way (USC Look-Alike)
SLA's
Contract (VM) > 3rd Party Contract Management (VM)
3rd Party Accounting and Payment Process (VM)
Detailed » Ly 3rd Party
Work Plan > 3rd Party Performance Management Process (VM) Feedback

Project Planning and Project Control

Project Performance Metrics and Earned Value

Resource Capacity Planning 62




L

: : Work
Non-Routine Requests Routine Requests ngures

EXAMPLES: EXAMPLES:
¢ New Functionality Requests e Service Requests
e Strategic Initiatives e Break/Fix Repair
e Enhancements e Maintenance

¢ Quick Hits

Sunset
& Replace-
ment Plans

Aging Scoped &
Solutions I S

Solutions
Life Cycle

Solution in Approved,

. Detailed
Production Requirements

Analysis/
Business
Req'ts

Operationg

Certified
System or

Approved,
Feasible
Design

Com
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ISSLC: Gates & Accuracy of Estimates

e Cost of Getting There (Stages 2-6): +/- 50%
e Cost of Living There (Stage 7): +/- 50%

e Cost of Stage 2: +/- 10%

Management Decision: Go/No-Go

STAGE 8
Retire

STAGE 2
Initiation

e Cost of Getting There: +/- 30%
e Cost of Living There: +/- 30%

e Cost of Stage 3: +/- 10%

¢ Management Decision: Go/No-Go

STAGE 3
Require-
ments

STAGE 7
Support
& Ops

There Cost of

Getting
There

e Operations e Cost of Getting There: +/- 20%

Decision: e Cost of Living There: +/- 20%
Ready for e Cost of Stage 4: +/- 10%
Acceptance ¢ Business Unit Decision: Go/No-Go
or Not STAGE 4

Design

e Cost of Getting There: +/- 10%
e Cost of Living There: +/- 10%
e Cost of Stage 5: +/- 10%

* Business Unit Decision: Go/No-Go e Business Unit Decision: Go/No-Go
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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.]

Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 Stage 6 Stage 7
PAR Intiation Analysis/BR Design Build/Test Implement Support/Ops
BPO BPO BPO BPO BPO BPO BPO
Request not Funding for Failure to Failure to Unacceptable Failed Excessive
a good idea project or agree on converge on schedule project outages;
or proves original Scope or an acceptable slippage; implemen-
too costly business need Requirements; Design tation Unacceptable
changes Uncontrolled error levels
ESC/ISLC Requirement “scope creep”;
------------ discovered
Request not that cannot be Failed “user
deemed implemented acceptance
important test”
enough —
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.
Concept Insight P:g;':' Business Case s';::i?;::n ;:Le:if‘eg
Requester’s BPO BPO BPO Executive BPO
Manager or  -----------—= || —mmeooeeeooo ] oo Steering == o------------
BPO Request Delivery ROI not Committee Proposed
------------ would be would be significant e schedule
Request is too costly too late enough Project would be too
not a good deemed not late
idea Prioriti- BPO important
zation  ____________ enough
Committee Unforeseen
""" T requirements
Project or project
deemed not factors
important
enough







IS Capability Initiative Brief:

Implementing SOA as an IS Capability

/.

Statement of Opportunity

"  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

established and trusted business data, resulting in nimble response to changing conditions” (Corp Exec Board).
. 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.

EFFECTIVE
LEADERSHIP

People

Process

‘\E Technology

IS

U is leading the business in the governance of SOA
U is promptly developing robust services

U is effectively deploying services

U is efficiently monitoring services & resolving issues
Business partners

U are trained on the concept and impact of SOA

U are providing leadership and governance

U are acting as SMEs for new service definitions

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

U The links and interfaces among SOA, eTom, BPM,
ITILand other disciplines are defined *

) Leading practices for service development are
implemented throughout IS

] service Repository processes are in place

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

U Training processes and materials are identified for
business partner training

U 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
approachis adjusted to enhance results and
minimize risk

(] Along-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

Dream Statement

= |maginethe 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.
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SOA Big Picture

Governance

Enterprise Governance

Major BSS/OSS

Enterprise Data Governance IT Governance: ISLT

Initiatives

Architecture Governance: EA
Major IS
X J. . SOA Vision: * What < Why SOA Roadmap: * Who * When
Initiatives
Business Process Mgmt (BPM)
IS’s “One List" [ Project Governance: SDRB
Service Orchestration ‘
D Business Activity Monitoring (BAM) ‘
Frameworks SOA Reference Architecture * How ’ \
SDLC: Waterfall > Agile, with Scrum Techniques i
ITIL
Service Portfolio Processes: Change Management
N Process Governance: CobiT

Enabling

Technologies

ESB: Proof of Concept

ESB in Production

Enterprise Product Catalog

Service Catalog

\1 Infrastructure Governance: EIS
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1.
Sourcing
Strategy

Mgmt

2.
Governance
Mgmt

3.
Relation-
ship Mgmt

4.
Value Mgmt

5.
Organiza-
tional
Control
Mgmt

6.
People
Mgmt

7.
Knowledge
Mgmt

8.
Technology
Mgmt

9.
Threat
Mgmt

IS STRATEGIC SOURCING

Acquire
Sponsorship (1)

Identify Constraints (2)

’_

Identify Potential
Applications (3)

—% Define Objectives (4)

.

Define Strategy (5) ‘

’_

v

Define Policy (6)

Define Vendor Mgmt
Procedures (7)

Define Internal Stakeholder

Procedures (8)

’_ Define SVM & Organizational

Processes (9)

Link SVM into
Biz & EA Strategies (10-11)

Embed SVM into the Project
Lifecycle & SDLC (11.1)

’_

Define Vendor Interaction

Procedures (13)

.

Define Issue Mgmt
Procedures (16)

’_

Define Stakeholder
Involvement (28)

4
Plan Organizational Change
(29)

Define Roles (36)

.

Assign Sourcing
Responsibilities (33)

y
Build Personnel Competencies
34)

Build Organizational
Competency & Structures (35)
A

Plan Measurement of Sourcing
Performance (20)

A 4

Define Asset Mgmt
Procedures (42)

Define License Mgmt
Procedures (43)

Plan & Implement Technology

Integrat
y

Define Sourcing
Risk Mgmt (45)

Define Security & Privacy
_|| Requirements/Procedures (48)

ion (44)
h

v
Design, Build & Populate Provide Required Information
Required Repositories (37a) (37)

Define Organizational
Risk Mgmt (46)

e

Define Compliance
guirements/Procedures (49)

>
i

Plan for
Business Continuity (50)
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Define Current Approvmg Bodies \
< 10. Siiliz (1) B: Business Owner
ourcing Organizational Analyze & . :
Opportunity Needs  —”| Prioritize Needs (52) F: IS Functional Area
o | Analysis vendor | Analyze & Identify High-Priority T: TGB
z Marketplace Identify Options (53) Sourcing Needs (54) . I- ISLT
i T
2 I L: Legal
2 =
= 11
S Analyze & Select Write Biz Case for Document the Project Impact & Risk Make Decision to
Sourcing Sourcing Approach (55) High-Priority Project (56) Governance Charter (57) Assessment (58) Initiate Sourcing (59)
Approach BF B BF BFTI
[
h 4
‘ Establish Project Teams
12. Plan Vendor Selection Define Evaluation y ,
Sourcing : : Procedures (62) H Criteria (63) Wi RS (9)
. Define Services & BF BF
Planning Conditions (61) |
13. v
Service —
. Solicit Vendors (65, Evaluate Vendors (66, Select Vendor (67
Provider ‘ (65 ’_’ (66) M (67) BFTI‘
z | Evaluation \/
]
B E *
E P
> Al Customize Project Plan & Track Negotiations \
S EPM Guidelines b el
14. _ﬁ Negotiating Guidelines (68) (70) \ Define SLAs and Measures Create Agreements (73) Amend Agreements
Sourcing BFL (72) g as Necessary (74)
3 i Define all Roles and BFL BFL
Agreements ‘ Confirm Conditions (69) ‘ Reslponsibilities (71)
BFTI
15 A4 Transfer Resources (77)
; Plan for Transition of Verify Sourced
Service ‘ Service to Vendor (75) Service Design (76) Transfer Personnel|(78)
Transfer BFT Transfer Knowledge (79)
Monitor: Periodically Review
& 16. \ 4 - Service Performance (87) Analyzealllel(89) ‘
g Sourced Plan for Managing of Performance (81) Problems/Incidents (84)
S| Service Vendor (80) Financial Detalils (82 Delivery Chg Mgmt (85) Collect Stakeholder ; ;
Decide on Continued
a Mgmt BFT : Feedback (88) Service (90)
9 Contracts (83) Service Chg Mgmt (86)
BFTI
= v
o Plan for Transition Back
= ‘ from Vendor (91) Transfer Resources (93)
g 17'_ BFT Transfer Personnel (94)
= Sourcm_g Ensure Service Continuity Transfer Knowledge (95,
o i ;
8| Completion during Completion (92)
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Strategic
Partner
Summit

e Actual Ratings

Annual _
Partner Verbatim Comments
Scoring
Annual tgat'ﬂgs ,
Solvency oMMENLS
Scan |
e Changes
Market |« Options
Review
)
_ e $ Amount
Historical |« Trends
Spend |

Post-
Engagement
Reviews

Previous

Partner
Assessment
Snapshot

---_—_'-i —

* Lessons Learned
* Watchpoints

Summit
Notes

» Agreements
+ Watchpoints

r— B —
f !

Partner
Summit
Meeting

l

Summit
Notes

'---._______..--"""Ff_
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Report Date: 6/20,/03

Vendor

Strategic Partner Snapshot Report

Key Products & Semvices Used in IS

IS Historic Spend

Most Recent Internal Assessment

Avg Score
Key Products Key Senices 2006 2007 [2008 YTD Date (0-3pt scale}) Werbatim comments from raters
McHamara: « MNIA CapEx: | Capbx: | CapbEx: Jun 08 21730 = Ventas invoices are always wrong.
= Storage Foundation 52 4MM | 50.3MM BETK [-——|-——|#-—| = Weritas invoices do not distinguish between IS and Engineering.
Enterprise (Ventas) 0 1 2 3 «Wise software is very robust. Altiris software is less so, with non-responsive
= MetBackup Server, OpEx: OpEx: OpEx: issue resolution.
Client, Cross Platform 555K 572K F92TK
Wharton: Watchpoints (items with lowest scores)
= Altiris » Price Competitiveness
= Wise » Cost Reduction ldeas

Legal or Contract Issues

Post-Engagement AAR Summary

MDA MNone Date Watchpoints & Agreements
MSA | Mone MAA « N/A
Contracts Mone
SOW N/A Most Recent USCC-Vendor Summit
SLAs M/A Date Watchpoints & Agreements
MIA « N/A

General Comments
Opportunities

= Veritas invoices could indicate 1S vs. Engineering

Concemns

* Accuracy of Veritas invoices
= 2nd-Level Help-Desk response
* Price competitiveness

Most Recent Solvency Scan

Date

D&B Rating

Pertinent comments

MIA

= NFA

Competitive Landscape Review

Date

Source

Pertinent comments

2007-08

" o2007

Apr 08

GartnerGroup

Forrester

Baseline Mag

» Clear market leader of E-Mail Active Archiving (Veritas Enterprise Wault);
arguably second only to Microsoft in PC Lifecycle Configuration Management
[Altiris); dropped from Leaders quadrant in Storage Resource Management
(Weritas MetBackup, et al.) due to declining ability to execute. Acquisition
watchpoints: migrate from Symantec LiveState, leverage access to
AppStream in future product bundles, review new contract terms and
discounts from Veritas acquisition.

= Solid leader in Client Management Suite (Altiris) for current feature set and
market position, however, HP leads in product strategy. Strategic
watchpoints: Symantec has acquired more than 30 companies in the past
seven years; the Altiris products will not be fully integrated with Symantec’s
existing security products until at least 2009; there is no strategy for a
complete [T management software suite.

» Symantec & Veritas merged in '04; Project Oasis was problematic; Project
Mero supposedly fixed things; Are our invoicing issues a result of this?; When
can we expect accurate invoices that distinguish 15 from Engineering? /3



Vendor Scoring Questionnaire - Symantec

Frating: 0 [La] - 3 (Hi]

AVG. Fiaw Ratingz | Comments [if needed ta clarify rating)
General 1 Ethics & Integrity “endor operatez with ethics and integrity in all dealings. 2.8 3|3)12]3
G1. 2 Partnership Attitude Works as a trusted partner with USCC 15. Displays concern for USCC IS and its customers. 2.0 3|lz|1]2
Strategic Fit 3 Market Positioning Wendors future roadmap sdf_ttalbcl, up—tu—datf_:, easy to understand, and !'natu:hes our nesds. Vendors 53 slalzla
T T T planned feature development iz well aligned with us and takes our needs into account.
Alignmentwith| 4 Product Enhancements Past improvements of the vendors products/zervice have benefited USCC cost, service or competitive 53 slalzl2
position. '
L=EEE = Cwcle Time A measure of the vendor's ability to reduce their internal process/cycle time. Reduction in cycle time should a0 5
" Improvement equate to a reductien in the overall lead-time. '
Price How competitive the vendor is in overall pricing when compared to other vendor's. Pricing in
g Competitiveness the same range as competitors would be considered an average score, while pricing better 1.3 LI |
that competitors yields a higher score.
-~ Few Unanticipated Add- Additional costs, implemented by the vendor, that exceed the original quoted price. More occurrences
f .. . ) 2.0 1133
On Costzs would a lower the score; No additiens would vield a high score.
G32. g Cost Reduction How often and how important are the ideas to benefit USCC IS that are submitted by the 13 3 1| 0 | would ke o see same astion in this are:
Value Ideas vendor, compared to other vendors.
o “endor Savings Az a vendor's technology, market and other forces provide them with cost =avings, how much is pazzed a0 alsls
" Sharing on to USCC IS5 and how willinghy. '
10 Qratts Service (no _The wvalue of free products/zervices to USCC (“over and abowve” the normal requirements, where USCC an 33| 2| 0|ronethat am sware of.
incremental costs) incurs no extra cost).
11 Cost Trends How i= the vender's total cost structure trending cempared to related markets. Prices trending in the 2ame 12 slzl1]2
direction as the market would yield a goed score.
12 Quote Process Timely and accurate process. 18 111]2(3
13 Salezs Personnel Knowledgeable about how USCC IS operations would be best served by the vendor products, services 53 slal1]2
G3. " Knowlsdge of USCC IS |and ideas. ’
Sales Process . - - p
14 Salezs Personnel The =ales persons’ detailed knowledge of their preduct and how it could be used to selve USCC problems a0 slzlzl2
Product Knowledge and/oer improve USCC competitive position. '
15 Flexibility The vendor's ability to react to change requests and still deliver within the agreed upon time frame. 20 2|12|2
G4. 18 Legal Administration Eaze of establizhing the relationghip: MSA, NDA, RFx, contracts, stc. 20 2|2
Administration | 17 iﬂ;‘m:’;ﬂtmn Legal documents, invoices and receipts submitted error free. 0.0 oo :::::iﬂ;‘jécé:g?;i::i\:?s wrang; Hatzke
18 Custurner Service The venld ors prumptness at cummqnilcating the E.I;‘-‘t.il}l'l to be taken, regarding complainte or requests, and 12 2|2 2|1 |Leusl2 support ares s slow to respand.
G5. Respongiveness completing the action accuratehy within the stated time frame.
Operations & | 19 Post-Sales Support A measure of how interested the vendor iz in keeping our buginess based on the manner in which our post 2 3|3 2|1 Sales Rep change with no proastive com
Support =dles needs and requests are handled.
20 E::rur::;?catiuns Communication of problems or outages as quickly as possible. 20 2z
oq Industry Standards and | o, i e with PCI, CPNI, efc. a0 |3 |2
GE. Regulations
Compliance & 22 Local Compliance Compliance with locallonsite policies and procedures. a0 3
Certification 23 Certification Certified in appropriate disciplines ([TIL, 1I30-17759, etc.) as needed. 30 3
24 Diverze Vendor A measure of the vendor's utilization of =mall, minarity and women-owned businesses in their efforts to
Development fulfill their sales and =2ervice requirements.
G7. SLA's 25 ZEL:;WEHDB against Performance againat SLA= and reporting requirements.
Broducts 26 g;':;fn':’agi”m Abilty to ship product on time in relation to the requested due date. 7 |23 |3
P, 27 Minimum # of Warranty an 51 3

[ e —

A measzure of the vendor's product delivered quality.

74



Vendor Lifecycle v.0.9 Draft

-« ESTABLISH FOUNDATIONS VENDOR PIPELINE PERFORMANCE & VALUE REVEW ——————————
Vendor Identification
Identify Need / Assess Vendor's Relationship
Functional Opportunity Suitability Mgmt
Manager
‘ Identify Potential Invite New Vendor N g’fg‘f
New Vendor to Submit Data Vendor Vendor Se- others as Value Contract
Qualification ——lection/RFP  Contracting Engagement Mgmt — Performance Mgmt -| needed  —Mgmt — Renewal
Ensure
Vvendor Provide Provide Provide | || Manage Meet with Provide Provide || | Funds
Service Input Input Input & Thros Vendors Input Input are
Owner Secured
Provide
[ [T Manage [ eut [ [ [
Engagement
Vendor or Service
Servi Provide Provide Provide Meet with Provide Provide
. ervice Input Input Input Vendors Input Input
anager
4
Develop
Project ST Provide Planfor | || Evaluae& || || Provide Coordinate Coordinate || || Coordinate Provide Provide
Manager Due Diligence Input s\gleggio;n Select Vendor Input Onboarding Offboarding AAR Input Input
f [ « Incidents, Interactions & Agreements Log [ [
‘ * MSA
8 Develop & N
Strategic sl Track Pulse Align - : « RFx . Sow
Sourcin gﬂ;:?éiar!n Szre%arﬁs&& of Current & Sourcing Idgg(lefrycmew I:fl?e"gﬁ? ";:2('3 Coorﬁl(l;ate * Requirements * Work Plan C?g:‘;g?‘e Manage || | Provide
9 gren LS Potential | |with Biz & IS Ophorinies oo Diligonce « References « Contract Meetings ¥ Value Input
Manager P Vendors | | Architecture PP 9 - Site Visits « Pricing 9
* Terms &
f Conditions |
Perform Coordinate
Develop & ) Develop 1
Vendor Maintain | |Calegore & | 1ol | | wiii-vear N e Identify PM, Provide Log Al Monitor | | gendor, Meet with s, Provide
Manager Dsa?lajl;gggs Vendors Partners fo(r:as‘ﬁrr;dr:ir(s Vendor VSMs Input Transactions SLA Mgmt Snapshot Vendors Vendor List Input
Report
Y
i Provide Provide Contract with
Negotiator Input Input Vendor
* Checklist
« Dun & Brad.
; GarlnerGroup Facilitate Coordinate
Copuact . é‘.”es“?” Vendor Renewal
Administrator . N’Bz”ma s Meetings Decision
* Threat Asmt
« Tech Asmt * Minutes
Identify Other
i Provide
— Potential
TGB 1S Needs Input
Y
Authorized
Executive
* Per Matrix of
Approver Authority Levels

4
Profile
Database

(BSS)

A
Preferred
Vendor
’( Repository O ( st-?sdlor O

Vendor
Shelf
A
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/éourcing Decision Model (Detailed View)

FUNCTION / APPLICATION SYSTEM (Sustain)

System currently

supported?
N Y (By USCC)
— s Are we
(A N, Do we have capacity in h
LA JPrequired skills to meet SLAs? meetmﬁs?
Y N Y N

Can we adapt using
internal resources?

Y
Are there efficiencies

to beﬁmd?

Is this core
fo IS?

l

Keep inhouse

, l

Y

Are there efficiencies
to be gained?

Is this core
to IS?

Keep inhouse

{(By Vendor)

Can we adapt using
internal resources?

i

Is vendor
meetini\SLAs?

PROIJECT (Plan/Realize)

(TGB indicates Strategic Alignment)

Is this core
to IS?

Do we have
the skills?

Do we have capacity
in the required skills?

Can we get
vendor N
to comply? . Is initiative
¥ "N Can we train? complex?
. N Y—a
(A) Do we have
NS

req’'d expertise?
. /KN
MErship

competency needed?

Y
!

(External Sourcing Model

Will this be core
to IS in the future?

F'I\\Y

A
Can the technology
compartmentalized?

“\“N

v
Frequent collaboration

Y

Y eborati - Vendor
Constant collaboration _y y Shelf
st (“Pachinko
v N Machine”)
Are there efﬂciencies/ Require-
ined?
to be gained? ments 0% <
v
Are the risks/ 000
managable? 000000000
is there agigniﬁcant 000000
cost advantage? - 000000000000000

No
Vendor
Identifie

Retain Vendor

"i_/'endor Pipeline Process

W Y \‘
(strategic Integrator )(" Staff Augmentation )
On Site Outsourcing On Site Outsourcing

~\

L|Candidate Identiﬁcatio@l Researcl‘b‘ Ranking >| Due Diligence /\

Single Vendor Identified

(Vendor Selection Model *

Development > Distribution >

= Develop [RFIRFF] =
document content .

Engage suppliers
Distribute bid

Multipl = Conduct docurments to
Vend_o_rs stakeholder reviews suppliers
Id\?ntgled = Incorporate = Conduct supplier
(“Sel?or?tr revisions and information sessions
List") finalize documents & Address ongoing

guestions from

Contract
» Negotiation *
P
= Develop negotation
Evaluation strategy
= Conduct supplier
» Develop scoring negotiations
criterion, weightings, = Perform final
and models supplier selection
= Analyze supplier = Finalize contracts
responses and sign-off

= Conduct bid
response review

= Hold supplier

ied? suppliers prasentations
requried: N = Receive supplier = Down-select * Details available in
responses suppliers y EPM document
\ J
£
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9. Strategy: Risk Management Overview

The following table summarizes (from the industry research) the Risks, Challenges, and Pitfalls commonly experienced in SVM. It also indicates
our approach to mitigate each of them.

Area

| Risk

Mediation

A. Sourcing Strategy

Build & staff a central SVM Function

1.

Piecemeal outsourcing versus planned vision/roadmap

Define & communicate SVM vision and policy

2.

Lack of objective sourcing criteria

Define & communicate sourcing criteriaand SVM procedures

B. Inadequate Due Diligence

Define the contract lifecycle process

3. Poor initial cost baseline Maintain currency with prevailing rates (in place)
4. Subjective negotiation targets Communicate & employ guidelines as published by EPM
5. Failure to specify clear SLAs Define & communicate SVM templates

C. Uncoordinated Purchasing

Define roles for sourcing

6. Siloed purchasing prevents enterprise scale Centralized asset management function (in place)
7. Poor asset tracking leads to unnecessary purchases Centralized asset management function (in place)
8. Acquisition of nonstandard systems Validate major decisions through TGB-ISLT (in place)

D. Lack of Transparency to Cost and Risk

Define vendor lifecycle process

9. Nonstandard contract terms increase liability risk Define standard agreement types (in place)

10. | Lack of visibility toward competitive market prices Continual focus on maintaining an updated vendor Shelf

11. | Risk of reliance on financially vulnerable vendors Perform regular solvency scans, especially for key vendors
E. Reactive Relationship Management Build a vendor repository; Do regular scoring

12_ | Inconsistent/inadequate service quality Define & communicate leading practices for 3rd-party mgmt

13. | Poorly defined criteria for measuring performance Define a prototype template for performance criteria

14| Difficulty inachieving continuous productivity/performance improvements Address issue at summit meetings, as needed

F. Inadequate Oversight/Governance

Build a Sourcing Gov Board (SGB) & define roles

15. | Insufficient investment in oversight Define & communicate SVM governance, including SGB, TGB & ISLT

16. | Underestimation of management time needed Staff appropriately; Communicate expectations to IS mgmt

17. | Equal investment in oversight, regardless of contract size or value Segment vendors into Tiers with tier-specific governance (in process/place)
18. | Unexpected add-on costs after contract begins Hold scheduled vendor-USCC summits, based on tier

19. | Lack of innovation Address issue at summit meetings, as needed

20 | Didn't meet expectations for cost savings Publish regular vendar status report; respond to identified issues

G. Lack of Contracting Flexibility

Standardize contracts

21.

Growing reliance leading to vendor “lock-in”

Identify feasible secondary & tertiary sources in the vendor Shelf

22.

Long-term contracts inflexible to changing needs

Build flexibility into standard contract templates

H. Miscellaneous Vendor Issues

Define procedures for common vendorissues

Have functional areas assess transfer plans as contracts approach end

23. | Knowledge transfer Include Knowledge Transferin SOW/MSA (in place)

24. | Formal escalation Ensure clear escalation process in every SOW

25 | Vendor employee turnover Address issue upon occurrence, and at summit meetings
26. | Vendor complacency Address issue upon occurrence, and at summit meetings
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Matt Haynes

Jim Swanson

Ashvin Vellody

Rich Mallory

Kile Young

Mark Dattoli

Kevin Carberry .S

SIS,

_ Participants

C

Purpose _|

S p
Ken Robinson
Kevin Dulzo

Chris Palmer
Nick Minakis
Anton Dudley

Bill Heilenbach _ gpg. Overview

Brainst Where we are
rainstorm
/ C-f Future Needs

Network the
Collaborate people involved
[~ @f’

. Coordinate

Improve

Wyndham at Wood Dale © Location

Date Dec.

._Communicate

1-2, 2004
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@ Summit Agenda

ESVRT (Emergency )
Service Vulnerabililty 11.Incident

Response Team) Response

Common Goals 10.Define

Who to Call | Relationships 1.Security Posture
Communication e

2.Application
’ 9.Network Security
Anti-Spam S %
ervices
DNS © 05/
i 3.User Identity
When Appropriate? 8.VPNs Summit Infrastructure
Goals ©———1 Agenda [°
\>4.Logging / Audit
7.Current
¢ oh Policy
Missing Items Review o —
Improvementsb 5 .com

Services

Appropriateness  6.Security Scanning
Who | & Simulated Attack

When ]
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Security Posture

Executive Buy in
Define Customer

Revenue Generation
CBE = .

Cell Sites
MT50s
Stores/Kiosks
Data Ctrs
Call Ctrs
Rs0s
NDRC
Storage
Circuits
Equipment

Physical Assets

Personal Customer Data
Financial Data |
A

Web
Clients Application Data

Server )
Other Internal Data .’5}%
Wireless Services Data

Other External Data
Intellectual Property
Applications

Customer Experience
Customer Trust |
Shareholder Trust Co Image / Brand Name
Market Presence
Churn Rate

Assets

'”‘“"‘l Messagin _ Associate Productivity

Posture

_ Mission (Why) |

Strategy
_(What)

Transparent/Intrusive/Visibility

" Simple & Flexible
| —— =T
Service Provider Aspects

Service Availability
Security Mission Statement

] Protect Co Assets

. Operating Philosophy

Availability

[

Integrity

e

Confidentiality

Strategy

Service Provider Aspects
Risk Identification & Mgmt
Posture Review & Change
Operational Simplicity

¢ Operating Philosophy

Policies &
Procedures
(How)

. Monitoring & Metrics

Define Key Security Focus
Areas

Customer Flexibility
. Domains

Transparent/Intrusive/Visibility

Standards & Guidelines
Simple & Flexible

Regulatoery Requirements
Recurrent Audit / Self-Policing
Quality of Service

Process / Project Driven

Privacy
Policy & Governance

Op Excellent & Customer
L Intimate

Legal Requirements
Goal Driven

Education / Awareness
Defense and Depth_
Confidentiality

Classification of Data

Appropriate Use
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Planning Horizon: 5+ years

Business

\ 5 vears

Business

[
Ll

Vision

Business
Planning

Infrastructure
Vision

<_ IS Budget
EA EA Vision Technology | Technology IS SLRF IS SLRF IS Annual Capital
Planning Planning Vision Planning Budgeting BSS&;Z’:
Consulting
Budget

Roadmap

Technology
Readmap

\_ Coordinated by TGB RN Coordinated by IS Strategy & Planning J
./ Current Year Change Management \
Non-KTLO Initiatives Updates _ 'S ST'—R'; II Consulting
Consulting TGB T e ’ Budget |
SLRF Needed? Review
Project
Kickoff * Scope & Impacts
Refresh/ Wirite: = Alignment Recommen-
* Initiative Desc |/ Take both paths * Precedence dations Approvals
* Scope, Plan if appropriate » Dependencies
* Cost Estimate * Budget Status
* Resource Capacity
New
Project
Request Impacts Biz
9I're:;1ml'§ Review
* Biz Impacts
* Priority
'\ Oversight & Approval by ISLT; Tech Review by TGB; Biz Review by Round Table 8/2




Strategic
Business
Architecwre

Operational
usiness
Architecwre

Szj;te m
Architecture

|New & Innovative
Technology Opportunity ]1_ TDS Directions

Analysis i
Industry (pl.3) & Technologies

Directions &
Best Practices

Baselining

Business
Needs
Analysis

(pl.1) SWoT
¥ Analysis
- (pl.2) I

Gap
Analysis
(pl.-4)

isioning/Aligning

Prioritize
Efforts

(pl.5)

Kickoff
Near-Term
Projects
(pl.6)
Adjust ]
Long-Range
Strategy J
(pl.

Roadmap

Architecture
Vision
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Categories

ARCHITECTURAL PRINCIPLES

Principles

General

Al. Primacy of Principle

Principles

A2. IT Responsibility

>
>

Applications

Data

Security

Managed
Technologies

Change
Management

B1. Technology Independence > B2. Ease of Use

B3. Integration Friendly > B4. Design for Performance

B5. Minimal

R > B6. Diversity of Vendors

B7. Single Business Owner

C2. Common C3. Single Point
C1. Information Vocabulary of Data Entry

Mgmt — C4. Shared C5. Accessible
Everyone’s Data Data

Responsibility C6. Data Trustees

D1. Balanced Level of Security

. D3. No Single Point
D2. Defense in Depth > of Vulnerability

E2. Interoperable

E1l. Proven Technologies Components

E4. Controlled
Technological Diversity

E3. Proof of Concept >

F1. Requirements-based Changes F2. Responsive Changes

F4. No Wholesale
Turnkey Solutions

F3. Minimized
Business Disruption

F5. Marketplace Decision Logic F6. 80/20 Rule

F7. Think Big;

Execute Incrementally e erlompone

F9. Stick to the Roadmap F10. Build Competencies

VIVIVIVIV

A AVAVAV AV VAV AR VAVARRVAVAVARVAVAVAY,

Results

A3. Maximized
Enterprise Contribution

B8. Common Use

C7. Secured Data

C8. Protected
Intellectual Property

D4. Business Continuity

D5. Enhanced Monitoring

D6. Compliance to
Law & Regulation

E5. Standardized Platforms

E6. Adaptive Architectures

F11. Enhanced Monitoring




Data Governance Board

Business |
Climate Project Mgmt, Design & Development
Project Mgmt & Design Development
'll'eéec?m Needs N V_A_rch & .| Project o J - = E
_T_ Usdf)" Analysis ":?I'O” "l Portfolio v Cross- Arch Design Cross- System
rends ans Functional || Estimation ||& Documen-|| Functional || Design &
Analysis tation Design Doc
; Baselines &
——{ : ) - A
Bmg;s:s Benchmarks ““‘—Hﬂ_h_mﬁh
_ I Architecture Change Control Board
= T Measure-
£ [ A t&
S S QA 7 N : 3’@—» ment
. ’ % | "| Standards '@ T Metrics
D - ’
% -7 ;,
e Investigation y Jhe ’
© Arch - / ¥ Y
Arch » Design > # ’ Continuous || - entive
Tech Directions — Standards O /! Process Program
Opportun- Improvement
ities Tech =) Reference Reusable "@
Assess- = —» Architec- —r# Compecnent
S -
JE8 Opportunity Investigation ments &) tures Library @
Industry Analysis | Initiatives B
Trends = Best
Proofs of 8 | |» Practices
Tech Concept ) Library
Vendor y—
Climate — rchitectura
Xsesnedsc;r_ > &Pg?§§§:$;s — Consultation,
ments Supporti Review
Infrastructure Definition & Maintenance
R&R Org Tech Tech Documen-
Definition Structures || Tool Bench Glossary Training

Web Front-End
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HEALTH ASSESSMENT WORKSHEET Draft, M.Dattoli, 4/16/07
Application:

Weighting
Factor

Area Criteria Rating ETIE
Score Average

Functional Quality (FQ)
General Functionality, Change Request History

Availability

Accuracy

Reliability, Problem History

Error Prevention

Auto-Balancing, Error Detection/Correction

User Documentation/Help

Ease-of-Use

Performance

Qutput

Flexibility/Expandability

Complexity Application Size

Primary Coding Language

Database Size

Data Redundancy

Data Distribution

Encryption

# Interfaces

# Reference Tables

Cyclomatic Complexity Measure

Maintainability Vendor Support

System Documentation

Skills Required

Skills Availability (in-house)

Skills Availability (external)

MTTR

RN IR NN RN NN NN RN N RN RS

FQ Total

Technical Quality (TQ)
General Secure Access

Data Privacy

Architecture Design

Application Design

File Design

Currency of infrastructure (versions, efc.)

Reliability of infrastructure

Stability, MTTF

Standard Interfaces

Flexibility/Expandability

Integration

Operational Quality Startup, Shutdown

Ops Documentation

Operational Interface

Monitoring & Alarms

Backup, Restore

Application Recovery

Resource Demand

PRI RN INININIRN IR NN RN B

TQ Total
TOTAL 100 8 6




PROCESS FACTORS

Effort Difficulty Risk

1. Number of Reports 1. Estimating & Planning Tools 1. Goal Clarity

2. Number of Databases 2. Estimating Process 2. Familiarity with Project Goals

3. Number of Interfaces 3. Architecture & System Design Process 3. Familiarity with Employed Technology
4. Number of Conversions 4. Prototyping, Development, Testing & Build Process 4. Estimating Accuracy

5. Overall Effort Size 5. Configuration Management Process 5. Management Commitment

6. "Chunk-ability” of Project 6. Simplicity of Tech Environment 6. Collaborative Culture

7. Project Team Size 7. User Availability 7. Minimal/Managed Political Climate

8 Number of Contractors 8. User Expertise with Goals 8 PM Experience/Skills

9. Number of Users

10. Number of SMEs

11. Centralization/Distribution of Project Knowledge
12. Target Audience Impact (Size of Audience)

13. Target Audience Impact {Amount of Change)

9 Team Tools

10. Team Co-Location

11. Time, Cost & Scope Flexibility

12. End Customers (Similarity of Needs)

13. End Customers (Skilled)

14. End Customers (Co-Located)

15. Target Audience Impact (Time to Assimilate)
18. Target Audience Impact
17. Target Audience Impact
18. Target Audience Impact
19. Target Audience Impact
20. Target Audience Impact
21. Target Audience Impact
22 Target Audience Impact
23 Target Audience Impact
24 Target Audience Impact (Logistics)
25. Target Audience Impact (Economics)
26. Target Audience Impact (Politics)

27. Project Quality Management

28. Project HR. Management

29. Project Communications Management
30. Project Change Management

31 Project Procurement Management

Predictability)
Audience Ability)
Willingness)
Values)
Emotions)
Knowledge)
Behaviors)

—n — — — — — o o

9. Re-scoping/Re-planning/MNegotiation Skills

10. Team Experience/Skills

11. Project Integration Management
12. Project Scope Management

13. Project Time Management

14. Project Risk Management

Transferability, Easy to Learn)
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TECHNOLOGY FACTORS

A. Delivered Quality (inherent at delivery)

B. Manageability (observable over time)

Correctness (to spec)
Accuracy of Results
Completeness
Conciseness
Consistency
Responsiveness
Self-Documenting
Self-Help/Training
Error Tolerance

A1. Capability B1. Availability
Understandability Reliability (e.g. MTBF)
Usability Maintainability/Reparability (e.g. MTTR)

Flexibility/Enhanceability
Extensibility (New Functionality)
Supportability

Disposability

B2. Operability

A2. Dependability

Manageability
Survivability
Fault Tolerance
Instrumentation
Self-Repairing

Standards-Based

Hardware Independence
Software System Independence
Interface Commonality

Data Commonality

Auditability Recoverability
Security Scalability
Longevity Interoperability
Traceability Component Interchangeability
Testability Portability
Verifiability
Vulnerability B3. Cost to Live There

A3. Agility Efficiency (Technology)
Generality Efficiency (People)
Simplicity Efficiency (Process)
Structuredness Efficiency (Cost)
Modularity Efficiency (Time)
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PEOFPLE FACTORS

Benefit to End Customers

Benefit to USCC

Disruption to USCC

1. New Product Options

2. Improved Service

3. Enhanced Customer Care

4. Improved Customer Intimacy
5. Number Impacted Positively

OCoOoNOORLON=

Increased Market Share
Increased ARPU

New Job Aids/Tools

Enhanced Operating Efficiency
Decreased Cost per Gross Add
Reduced Tech Complexity
Enhanced Business Flexibility
Improved Speed to Market
Flipping the Diamonds in IS

1. Amount of Project Support Needed
2. Amount of Change to Assimilate

3. Change in Business Practices

4. Transition of Personnel

5. Political Upheaval
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o, o,
. 1. Context
DEflne the \ * Audience, * Scope, \ o rslilE
/ Statement

Problem / * conStra';_?_t;lstﬁ Ega%kAssumEd) e Scenarios

e Arch
Strategies List
(ASL)

/|

. 3. Industry research :
LlSt the \ 4, Innovative Group brainstorming
Alternatives / 5. 80/20 analysis (64/4,50/10, 10/1) /

6. Ballpark estimates

User/Mgmt

7. What’s In / What’s Out » Refined ASL

Review

Quantitative \ 8. Risk evaluation

Y N4

* Uncertainty analysis (Redford/Dattoli) ‘ Tech .
Analysis * LAAAM, * ATAM HE
>, &,
9. Data collection
Tech « RFI \ e Highest
Assessment * Industry/web research ~ Potential(s)

¢ Vendor & customer site visits

Hands-On 10. Tech Trials \ « Toch
* PoC, *Simulation, e Prototype T
Assessment 11. Pilot test ~ Decision
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Relationship between ITIL Areas ITnL = Information

Infrastruc

Service Support

[ Service ] s Severity .ﬁ.ssessment.

» Request Central & Workflows
Desk #SLAS

i
Reported Incidents

Incident « Inicident Resolution
Management |*3LAs

|
Incident Log

Problem » Root Cause Analysis (RCA)
Management |* Remediation

Change Requests

Change ]- Method of Procedure (MOP)
Management

1
Change Packages

Release « Major & Point Releases
Management

Change Schedule

Configuration ]- SCM
[ Capacity J Management |*Environments

Service Delivery

Management

!
Updated‘S}rstems

Availability IT Service Service Level DC * SeCUrity
Management Continuity Management Operations « I50C

Financial Mgmt
For IT Services 91







) M O D E L S

NAVIGATION BAR IS Enterprise Architecture’s Models & Diagrams

Welcome

: Thanks for visiting this site. Here you will find a collection of models and drawings that will help you
WRSESISH understand the | “business. In this site you'll find:
Terminology

INFORMATION 8 REFERENCE . Foglifter Diagrams (high level overviews)

Foglifter Diagrams . L.
- Business Process Models, Flows and Descriptions

Business Process Models

S EErleties e - Application Interfaces and Inventories

Other Architecture Diagrams . Application-Enabling Equipment and Hardware Maps

Contributed Diagrams

Please let us know if you have questions about this site, suggestions for improvement, or diagrams
that you'd like to contribute.

Diagramming Tips

Site Map Thanks for visiting!

About IS SA Modeling Mﬁ » g pa ﬁﬂ /?.

Source Docs for Copying/Editing

IS Strategy & Planning
e-mail: mark.dattoli@!
phone: 773.864.3814
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Model Index

Prospect-to-Collections Business Prc

This Model Index depicts the 17 major business processes from prospedting through Collections and Operations Accounting, organized amund the Shop-Buy-Use customerlife cycle.

Campaign

SHOP

Awareness

Marketing\

Sales Process

BUY

Purchase

15.0 /

Price Plan
Mgmt
10.0

Number
Mgmt

& WNP
11.0

Cash
Mgmt
6.0

Receive and
Initiate” Service

Provisioning
2.0

Inventory
Management
12.0

Commission
8.0

USE

Use Service

Usage
Preparation

Encounter Issues

with Service

i

Customer
Self-Service
13.0

Agent
Rebates
9.0

Custome
Call Center
Support
14.0

Billing
4.0

Payment
Processing
5.0

Pay

7.0

Collections

17.0

Operations
Accounting
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13.0 - Customer Self Service

|
IVR software automates certain other functions such as customer verification and transfers others to a CSR in the Call Center. Support is also available through a number of public internet sites.

#13
(LL)

(“Interactive Voice Response (IVR)

Customer Verification

13.1 “Thankyou for

calling U.3.
Cellularg”

13.2 Language
Option
13.3 Broadcast
Messages

Lookup Failed,

Mot Current
Customer

Existing
Customer

ANI _~Jnvalid ANI
CARES
Success,
Valid AMI
CTN

o

Irvalid/Mo CTN

134 Look up CTH
» or Request Entry

13.5 New transfer
message

Profile based
routing

Blocked CTHN,

Cancelled Closed BAN,

or TalkTracker

Customer
Profiling

136

1312
Process
Payment

" Link to more details

139
1 Credt Card
Main Menu Form Filer
13.7 13.8 1310
validate [r* Announce »{ Checking Acct
ng;ﬁé‘; Balance Form Filler
or Payment —
Fress v Savings Acct
EPAY Form Filler
—_—
CARES MOou
1315
#BAL Announce  H—
Mou
—
Daap sus
s 13.13 13.14 316
vaidate [ Announce Announce  H—
Usage SMS Usage
—_—ee e
Another CTH
1347
Lookup
) New CTN
Technical
Support
{Press 3)
Cancel
Account
(Press 4)
Transfer
to CSR

* VR Business Process Model

./

P

/lnternet

http ://www uscc.com

Products & Services ¥

New Customers

CLICK HERE

Current Customers

CLICK HERE

* Avoid monthly bills

* Browse phones

» Business Cuslomers

» Coverage Maps

» Business Customers
» Check Minules - Call #8AL

* Coverage Maps
» gasyedge™

» Features

» Frequenlly Asked Queslions

Special 0ffers | Business Services  About Us

» Features

» Keep your number
» Share your minutes
» Shop for plans

» Payment Options
» Phone Lost or Stolen?

» Rebale Tracker
# Ringtones
» Send a Text M

Customer Support =

Store Finder
sViting,
Consurmer
Information
Code

Poao®

Py
ex@ence
N aranles

http://www uscellular-essentials .com

v ACCESSORIES

oY)

-

easyedge.

http://easyedge uscc.com

=» Phones
‘e€ entertainment » Plans
. » FAQs
ringtones » Special Offers
» 99¢ Menu

communication
» Business Solutions

answers » ey

» Voice Mail Setup

Maintenance of Store Finder

Suttle Straus
S
Extract Geo- N
Stare Data Coding Load
IManager
e — ——— —

Store
Finder

}

—

v TERT MESSAGING

speedtalk. _

v Speedtalk™

Buddy List

Wireless

AMBER
Alerts |

http://iwww wirelessamberalerts .ory

95



THE IS DEPARTMENT FUNCTIONAL STORY

Mgmt |

Department Mgmt

Telecom
Industry Trends
Technology
Industry Trends

Customer
Dynamics

Direction

Legal/
Regulatory
Impacts

| Architecture Planning |

Function Name

Supporting Framework

» GAAP - Generally Accepted Accounting anplﬁ
+ FASB — Financial Acoounting Standards Boa
» SOP - Statamant of Position
~50K -53 y
« QOBIT - Control Objectives for Information and relatad Technology
« EPM{ - Enterprisz Project Mansgement Office
» PLP - The EPMO's Portfolio Lifecycle Process

«INGOSS — New Ganeration Oparations Systems# Software
= SANRR — Scope, Analyze, Normalize, Rationaiize & Rectify Mathod
~SID- sha.edwommna DataModel
« Tom Map
- PM BﬂK Project M It
o S Eoarakng. 'a?mgdge
o Software Capability Maturity Model
- ITIL — Information Technelogy Infrastructure Library

Project Mgmt

Infrastructure & Delivery Mgmt

Service Support
=
v e

Systems Development Life Cycle
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sy e
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Vision
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Strength Comments

WEETGERSS

¢ Project management

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

People management

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

¢ Hard working &
dedicated personnel

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

¢ Recognition & reward systems

Limited management ability 0
encouragement to recognize
outstanding performance

¢ Productivity is not measured or

Productivity is not achieved by

s improving 0smosis; it must be engineered in
Quality technical training available
¢ Tools training & support just-in-time in today’s IT world requires
more attention than we give it
Need to finalize & agree to the (pro-
MS Office. Visual Studio. NT ¢ Tools acquisition process posed) standard so point-solution tools
¢ Good development tools workstations, Endevor, etc. do not become de facto IS standards
¢ Excessive periods of time | had to support staff using Word 6.0
to implement upgrades for over 2 years after | got Word 97
Pulling the plug sometimes done
¢ Tools sunset process ; . ) -
P without valid cost/benefit analysis
No one appears responsible to
¢ Implementation of vision monitor the progress toward the goals
we've set, e.g. CBD skills
Where are the plans for re-tooling, and
¢ Personnel factors appear what will we do with those who cannot
under-addressed learn new skills? What's our overall
Assisting AVL in defining its business philosophy?
o Good strateqic directi values, its network roles, and web ¢ Communication of vision & its Suggest a regular agenda item at IS
0od strategic direction enabling AVL systems are major implications to IS staff meetings be an update on this
contributions isi i
Processes ¢ Lack of actionable plan, Need more visionary leadership on an

with visible progress charts

ongoing basis, for people issues as
well as technical

¢ Capacity planning

Peoplesoft database decision;
Supra/DB2 backout

¢ 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

from within

¢ Appropriate use of promotion

¢ 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

¢ Avisible commitment to QA & Need stronger commitment to Managers need to take ownership of
Standards quality by managers standards enforcement
Insufficient attention on Suggest key personnel work through
SRS organizational development the OD binder I've drafted
(continued) . Has im_proved some Can improve yet, especially as it
Teamwork (but gains have plateaud) Teamwork relates to internal support groups
_ _ Need a standard IS group distribution
Project boards, staff meetings, list maintained on Outlook; project
¢ Communication Outlook email, PMO status report are Communication boards for all areas; PMO & other
items that are helping director’s reports posted or made
available
Availability of user-oriented \é\r/:art]Siiéo ‘:'éegclégég ?ﬁdplzt: &
systems overviews y-to- S-and-u
systems documentation for users
Quality of systems We need better docum_entatlon tools,
documentation anq a Ipng-term commltment to
maintaining documentation
We need to develop doc to
Generally low failure Helb Desk d ati standardize responses to help desk
i i elp Lesk documentation lls; Also a FAQ facility to let users
¢ Quality of delivered systems calls; Yy
Q y y & defect rates look up their own answers
Little peer-review and Instituting walkthroughs is a
cross-training “low-hanging fruit” option
Testing process Needs to be re-engineered
Outputs ) We don’t know which processes to
Need a formal defect analysis improve if we don’t know where & how
process bugs originate
. . . No one seems to be given time &
_Respotnsmlllty for innovation responsibility to sit back and think of
. - in system processes ;
¢ New network systems; IS is gaining a new level y P creative process changes
proactive technology solutions  of confidence from the agents . No one seems to have much time for
Little formal research of monitoring the industry for promising
enabling technologies new technology
Do have reference library & skills
. bragging rights “Family’-feel; casual dress; etc. IS bragging rights database (in SD), but less so for new
technology, training, opportunities, etc.
Proves we’re doing more good than
¢ Generally low turnover bad; Krohn’s longevity brings a much-

needed stability




