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Executive Summary
Standardize the process by which SLC’s are approved, implemented, tracked and revised. Coordinate the roles of Scheduling, Availability, Deployment, Change Management, and Operations to assure a consistent, reliable, repeatable and more efficient flow of tasks.  
Business Problem/Opportunity
In the current process there is:

· Inconsistency between Tech Ops groups with regard to SLC creation and change process.

· Duplication of information required and tracked between groups.

· Inaccuracy between the data repositories used to track SLC’s (Shouts, Doclib’s, SLC database) 

· Insufficient process documentation 

· An opportunity to eliminate the use of the e-mail system and voice system to request changes to Production service levels and utilize the Production Acceptance Process. 

Project Benefits
A streamlined process to more effectively manage SLC’s.  
· Elimination of rework and redundancy

· Enhancements to process flows of TOPS Groups to allow for a consistent approach to creating, updating and tracking SLC’s.  

· Reduction of Operator effort to sort through inaccurate and misleading shout information

· Increased availability through enhanced troubleshooting information

Project Approach 
· Baseline existing processes between groups

· Streamline process flows

· Implement a new system for SLC monitoring through ConrolM

· Update tools currently in use to support enhanced process flow

· Update documentation


Business Objectives and Metrics
· Synchronize and assure accuracy in data in relevant repositories (doclib’s, SLC Database, Control M).  Improve reliability of data to 100% as indicated through monthly comparisons.  

· Reduction of current process steps by 20%

· Standardize and Automate SLC request and update process.

· Establish tracking and trending capabilities

Project Dependencies
· Availability of Technology and Technology resources. 

· Knowledgeable resources from each of the affected Technology Operations Teams. 

Stakeholders List
· TOPS – Availability / Client Advocate 

· TOPS – Scheduling

· TOPS – Operations

· TOPS – Change Management

· TOPS – Deployment

· Systems Management

· Service Level Requestors
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       Sandy McNair - Principal (Sponsor)              
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       David Foltz – Availability Mgr (Co-Sponsor) 
       

_________________________________   _______

  Katie Eames / Bill McEwan ( Project Leads)     



Constraints
Business:
· Cannot have unintended consequences in related business areas

· Must be consistent with long term goals of the company
· Project does not conflict with new DSR planned for August 2004

Resource:
· Technical Resource availability for tool enhancements identified by project 

· Team member availability for implementation may be limited to freeze periods.

Assumptions
Business:
· Support from TOPS departments and TOPS management.

Data
· All entries in current DSR database can be verified.
· Migration of SLC Data to new DSR in August 2004.  
Resource:
· Team members can devote the time required to complete the project.

Risks
Business:
· Lack of buy-in from management.

Data
· Short-term, partial fixes 
Technical:
· New version of Peregrine expected in June

Resource:

· Team members will not be available to devote the time needed for implementation

