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[bookmark: _Toc424301270]
Purpose
This document is a description of the Request Fulfilment Process, designed to give actors within the Process the knowledge and understanding required to carry out their duties in a controlled manner. 
[bookmark: _Toc424301271]Process Owner
The Process Owner for this process is the Service Desk Manager.
[bookmark: _Toc424301272]High Level Overview of the Process
Include a brief description of the improvements that will be made as part of the Service Improvement.
[bookmark: _Toc424301273]Goals and Objectives
The objective of Request Fulfilment is to fulfil Service Requests , which in most cases are minor (standard) Changes (e.g. requests to change a password) or requests for information.  In the University of Reading, Request Fulfilment will also be used to request and schedule technical changes that happen regularly and the risks are well understood.
[bookmark: _Toc424301274]Key Performance Indicators
	KPI/Metric
	KPI 
	Definition

	
	Mean time to fulfil, per request type.
	The mean elapsed time for fulfilling each type of service request

	
	Request completed within target
	The number and percentage of requests completed within the agreed timescales

	
	Percentage of request properly authorised
	The percentage of requests fulfilled that were appropriately authorised.

	
	Percentage of Users Satisfied with the Service.
	The Level of User satisfaction with the handling of Service Requests.



[bookmark: _Toc424301275]Interdependencies
Outline the interdependencies between this process and other Processes.  These can be internal to IT, or from other business areas.
	PRocess 
	Internal/External
	Dependencies

	Change Management
	Internal 
	

	Service Level Management
	Internal
	

	Service Catalogue Management
	Internal
	


[bookmark: _Toc424301276]Roles and Responsibilities
Describe each role within the process and what they are expected to do.
	Role 
	Role Description

	Process Owner
	The Process owner is responsible for ensuring that a process is fit for purpose and the design, and continual improvement of the process and its metrics.  The Process Owner also provides a governance role for when a problem becomes blocked within the process.

	
	


Include a RACI Chart in the Appendices
[bookmark: _Toc424301277]Checklists and Forms
Provide links to any checklists or supporting documents that are needed to complete the process activities.
	NAme 
	Link

	Impact/Urgency Matrix
	

	
	

	
	

	
	





[bookmark: _Toc424301278]Detailed Description
[bookmark: _Toc424301279]Request Logging and Classification
To record and categorise the Service Request with appropriate diligence and check the requester's authorisation to submit the request, in order to facilitate swift and effective processing.  Although the responsibility lies with the Request Fulfilment Analyst, the ITSM toolset will handle this sub-process automatically.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Service Desk Analyst
	When a request comes in, the Analyst ensures that the request is complete and that it’s logged into the system.
	Service Request
	Request Record

	2
	Service Desk Analyst
	The Request will be categorised correctly to ensure it routed to the correct fulfilment Group.
	Request Record
	Categorised Request

	3
	Service Desk Analyst
	The correct workflow must be selected to ensure that the correct authorisation is sought if required.
	
	

	4 -7
	Service Desk Analyst
	Depending on the Workflow selected, go to the correct sub-process:
No authorisation = A
Financial = B
Other = C
Financial and Other = D
	
	





[bookmark: _Toc424301280]
No Approval Workflow
 The aim of this sub-process is to process a Service Request within the agreed time schedule.  The No Approval Workflow is used for requests that do not require any authorisation to be fulfilled.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Service Desk Analyst
	The Request Fulfilment Analyst selects the correct fulfilment team based on the request type.
	User Request
	

	2
	Service Desk Analyst
	Once selected the request is assigned to the fulfilment team
	User Request
	Assigned Request

	3
	Fulfilment Team
	Once the fulfilment team has carried out the specific activities required to fulfil the particular request (as defined in the individual procedure) they update the fulfilment record as complete.
	Assigned Request
	Fulfilled Request






[bookmark: _Toc424301281]Financial Approval Workflow
The aim of this sub-process is to process a Service Request within the agreed time schedule.  The Financial Approval Workflow is used for requests that require authorisation from a budget holder before the request can be fulfilled.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Service Desk Analyst
	From the information given by the requester, the budget holder must be selected
	User Request
	

	2
	Service Desk Analyst
	The Budget holder must be sent an e-mail requesting the approval of the request.
	User Request
	

	3
	Budget Holder
	The Budget Holder approves or rejects the request.
	Approval Request
	Approved/rejected Decision

	
	Service Desk Analyst
	Has the Budget Holder approved the request?  If yes go to 4.  If no go to 7
	
	

	4
	Service Desk Analyst
	The Request Fulfilment Analyst selects the correct fulfilment team based on the request type.
	User Request
	

	5
	Service Desk Analyst
	Once selected the request is assigned to the fulfilment team
	User Request
	Assigned Request

	6
	Fulfilment Team
	Once the fulfilment team has carried out the specific activities required to fulfil the particular request (as defined in the individual procedure) they update the fulfilment record as complete.
	Assigned Request
	Fulfilled Request

	7
	Service Desk Analyst
	The Fulfilment Analyst rejects the request giving reasons to the requester.
	
	Rejected Request






[bookmark: _Toc424301282]Other Approval Workflow
The aim of this sub-process is to process a Service Request within the agreed time schedule.  The Other Approval Workflow is used for requests that require some form of authorisation (e.g. Technical OK to install a piece of software) but not Financial Approval.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Service Desk Analyst
	From the request categorisation, the Approver must be selected by the Analyst
	User Request
	

	2
	Service Desk Analyst
	The Approver must be sent an e-mail requesting the approval of the request.
	User Request
	

	3
	Approver
	The Approver approves or rejects the request.
	Approval Request
	Approved/rejected Decision

	
	Service Desk Analyst
	Has the Approver approved the request?  If yes go to 4.  If no go to 7
	
	

	4
	Service Desk Analyst
	The Request Fulfilment Analyst selects the correct fulfilment team based on the request type.
	User Request
	

	5
	Service Desk Analyst
	Once selected the request is assigned to the fulfilment team
	User Request
	Assigned Request

	6
	Fulfilment Team
	Once the fulfilment team has carried out the specific activities required to fulfil the particular request (as defined in the individual procedure) they update the fulfilment record as complete.
	Assigned Request
	Fulfilled Request

	7
	Service Desk Analyst
	The Fulfilment Analyst rejects the request giving reasons to the requester.
	
	Rejected Request






[bookmark: _Toc424301283]Financial and Other Workflow
The aim of this sub-process is to process a Service Request within the agreed time schedule.  The Financial and Other Workflow is used for requests that require both types of authorisation.  Financial Approval is carried out before any other approvals.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Service Desk Analyst
	From the request categorisation, the Approver must be selected by the Analyst
	User Request
	

	2
	Service Desk Analyst
	The Approver must be sent an e-mail requesting the approval of the request.
	User Request
	

	3
	Budget Holder
	The Budget Holder approves or rejects the request.
	Approval Request
	Approved/rejected Decision

	
	Service Desk Analyst
	Has the Budget Holder approved the request?  If yes go to 4.  If no go to 7
	
	

	4
	Approver
	The Approver approves or rejects the request.
	Approval Request
	Approved/rejected Decision

	
	Service Desk Analyst
	Has the Budget Holder approved the request?  If yes go to 5.  If no go to 7
	
	

	5
	Service Desk Analyst
	Once selected the request is assigned to the fulfilment team
	User Request
	Assigned Request

	6
	Fulfilment Team
	Once the fulfilment team has carried out the specific activities required to fulfil the particular request (as defined in the individual procedure) they update the fulfilment record as complete.
	Assigned Request
	Fulfilled Request

	7
	Service Desk Analyst
	The Fulfilment Analyst rejects the request giving reasons to the requester.
	
	Rejected Request






[bookmark: _Toc424301284]Closure and Evaluation
To submit the Request Record to a final quality control before it is closed. The aim is to make sure that the Service Request is actually processed and that all information required to describe the request's life-cycle is supplied in sufficient detail.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Service Desk Analyst
	The Requester is informed that the request has been fulfilled and they are asked to indicate to the Service Desk if they are happy, or not, that the request has been completed satisfactorily
	Fulfilled Request
	Request for confirmation

	2
	Requester
	The Requester indicates whether they are happy that the requested has been completed.
	Request for confirmation
	Response

	
	Service Desk Analyst
	Is the requestor happy, or has 5 days passed? If yes, go to 3, if not continue
	
	

	
	Service Desk Analyst
	Is the reason that the request cannot be completed due to an Incident?  If Yes invoke the Incident Management Process.  If no, go to Request logging workflow.
	Response
	Incident Record

	3
	Service Desk Analyst
	Close the Request.
	Fulfilled Request 
	Completed Request





[bookmark: _Toc424301285]Request Monitoring
To continuously monitor the processing status of outstanding Service Requests, so that counter-measures may be introduced as soon as possible if service levels are likely to be breached.
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Process Owner
	The Current Live Requests should be determined from the ITSM Tool (TopDesk).
	Request Data
	

	2
	Process Owner
	The review cycle, based upon the priority of the Request, should be ascertained 
	
	

	3
	Process Owner
	The progress of each Request should be determined from the relevant Request Manager
	
	

	4
	Process Owner
	Any stakeholders must be updated of progress within agreed timescales.
	
	

	
	
	Is the progress acceptable?  If not, go to 5.  If it is, continue.
	
	

	
	
	Has the Request now been resolved?  If no return to 3.  If yes return to 1.
	
	

	5
	Process Owner
	Investigate with the Request Manager any blocks to progress.
	
	

	6
	Process Owner
	Direction must be given to enable the blockage to be removed.  This could take a number of forms such as escalation, co-opting new team members etc.
	
	






[bookmark: _Toc424301286]Reporting
The aim of this sub-process is to ensure that the activities carried out as part of the process are monitored and managed effectively by reporting against key performance indicators (KPI).
[image: ]

	N 
	Actor
	Activity Description
	Process input
	Process output

	1
	Process Owner
	The Request Fulfilment data must be analysed and KPIs produced.  Time should be taken to understand the results before any reporting is done
	Request Fulfilment Data
KPI metrics
	KPI data

	2
	Process Owner
	The Request Fulfilment Management report must be produced using the define template.  Particular focus should be given to providing a narrative to explain the KPIs
	KPI Data
Report Template
	Request Fulfilment Management Report

	3
	Process Owner
	Issue the report within agreed timescales to process stakeholders.
	Request Fulfilment Management Report
	Issued Request Fulfilment Management Report






[bookmark: _Toc424285466][bookmark: _Toc424301287]Contributors
The following people have contributed to the production of this Process Description, either through involvement in Workshops and/or reviewing the subsequent draft descriptions. 

	NAme
	Name

	Luke Chapman
	Mary Weller

	Duncan Taylor
	Dani Hotolean (review only)

	Mark Collett (review only)
	


[bookmark: _Toc424301288]Version control
	Version 
	Reviewed
	Approved by
	Approval date

	0.1
	Workshop group
	-
	-

	0.2
	Mark Collett
	-
	-

	0.3
	-
	Mark Collett
	10/7/2015

	1.0
	
	John Leary
	12/08/2015


[bookmark: _GoBack]
[bookmark: _Toc424301289]Next Process review
The next Process Review is scheduled for [ENTER DATE]



[bookmark: _Toc424301290]Appendix 1
[bookmark: _Toc424301291]Service Improvement Plan
Include a link to the Service Improvement Plan for this Process.
The following link will take you to the current Service Improvement Plan:

[ENTER LINK HERE]
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[bookmark: _Toc424301292]Appendix 2
[bookmark: _Toc424301293]RACI Chart
Include the RACU Chart for the process here:

	
	Process Owner 
	Users
	Service Desk
	Support Teams

	Request Logging & Categorisation
	A
	C
	R
	I

	Request Model Execution
	A
	I
	I
	R

	Request Monitoring & Escalation
	A
	I
	R
	C

	Request Closure and Evaluation
	A
	C
	R
	C

	Request Reporting
	A/R
	I
	I
	I
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Financial Approval Workflow
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Other Approval Workflow
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Financial and Other  Approval Workflow
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Closure and Evaluation
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3. Request Monitoring
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Request Fulfilment Process Reporting
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Request Logging and Categorisation
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