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	Support Readiness Checklist
[Name of New or Changed Service here]

Summary:


Building: _____________________Test: _________________ Training:__________   ORR: _______    Implement:________                                                

Name of Project or Service Manager____________________________

	Service Definition Task
	Status/Notes/Location of Product
	Who
	Built  

	Question 1: What is the service, and how do I get it? (Service Description)
	
	
	

	Service Summary
A short description of the service that gives the client a general sense of what the service is. This should be in non-technical language. Define clients who are eligible to use/request the service and why it is of value to UCSC. 

If service is changing, review summary to assure it includes the change. 

Draft changes to the catalog should be published in its-dev during development. 
	Service Page URL 

(its-dev during development and published at implementation.)
	
	

	Notify Support Center

If a change has a client impact, or may change SC operations, notify the SC so that the change can get on the SC calendar and work can be planned.  
Email to sc.update. Include key dates: Approve to Build, Operational Readiness Date, Implementation date. The ORR date is usually a week before Implementation. 
	Once this communication is sent, this checklist is started and the dates are added to the Support Center calendar. 
	
	

	Begin Issue Log

The Service or Project Manager keeps an issue log through the service definition process. Note issues that must be resolved before implementation, which can be deferred until next release. 
	Location of issue log. Issues before Implementation. 
	
	

	Identify the SC Subject Matter Expert for this service. 
	Name of SME. 
	
	

	Features & Functions 
List new or changed features and current status of their development.  
	Service Page URL 

(its-dev during development and published at implementation.)
	
	

	Service Request Process
	
	
	

	List each possible service request here: 


	URLs to its-dev catalog or other pages. 
	
	

	Product – Internally facing:       
For each service request, create a workflow diagram identifying each task to be completed. Identify roles and responsibilities. Identify access to systems required to perform each task, and how access will be granted to support technicians. 
	When completed, add URLs to workflow documentation here. 
	
	

	If authorization is required, document how clients show authorization, who is eligible to authorize, and how ITS processes the recharge. 
	URLs here. 
	
	

	Availability, Metrics & Statistics 
Information that identifies service boundaries regarding service availability and unavailability (i.e. uptime/downtime), specific data in a user friendly format that reports service status, performance and/or trends.
	
	
	

	Product – Client facing:
SLA-related text/tables/charts/links-to-files in a user-friendly format – should describe availability, at a minimum; 
	 Link to Service Catalog Service and Systems Metrics Page.
	
	

	Product – Internally facing:       
Complete SLA & OLA Measurement Planning Worksheet, if applicable;       

Create workflow for publishing metrics & statistics, if these are published.
	Add URL here of documentation for how metrics are published and maintained. 
	
	

	LOCK FEATURES: 

Service description and features and functions must be locked so that the rest of the definition and support readiness can be completed. The rest of the questions can’t be answered unless the features are stable and defined.  
	 
	
	

	Question 2: How do I get help? How do I use the service? (Help and Self Service) 
	
	
	

	Getting Help
Instructions for clients on how to receive human assistance with service-related incidents and questions.
In almost all case, the answer to this question is the Support Center, and the standard information for contacting the Support Center is on each service page and the ITS website. 

If this is not the case with your service, contact the Support Center Manager so that the alternate contact is documented. 
	Add URL with dev service page with standard include re: Support Center. 
	
	

	Self-Service Support
	 
	
	

	General information about how to access self-service resources
	URL here
	
	

	Step-by-step end user instructions / training manuals 
	URL here
	
	

	Frequently Asked Questions (FAQs) for troubleshooting and other questions.  Write FAQs for service features, policies, and troubleshooting.
	FAQ URLs here. 
	
	

	Self-service troubleshooting guides
	URL here
	
	

	Service request procedures
	URL here
	
	

	Links to additional web pages or self-service documentation, including external links
	URL here
	
	

	Identify availability of in-house, self-service, or third-party training. Include cost, if any.
	URL here. 
	
	

	Question 3: What Does It Cost? (Service Cost and Pricing) 
	
	
	

	Actual costs of services identified by Business Services
In order to offer a service to the UCSC campus, the costs of the service need to be understood. Identify what to charge customers for ‘charging services’ or how to budget for future service growth and expansion.
	URL of documentation in internal catalog
	
	

	Comparative analysis with other public and/or private organizations 
As a good practice, comparing service deliverables and charges with other high education campuses or private sectors help’s to validate fairness and competitiveness in service offerings.
	URL of documentation in internal catalog
	
	

	UCSC Recharges defined by Business Services 
The decision and approvals around recharging customers for services and how much to charge is made by ITS Business Services and UCSC Planning and Budget.
	Link to existing Recharge Rates webpage;
	
	

	Pricing strategies, approved by SMT, other management or governance if non-standard 
ITS may introduce services that require specific pricing strategies. An example is a new service that is not well established on campus. Possibly an incentive that has introductory prices can be considered a pricing strategy.
	URL to pricing strategy. 

Documentation of non-standard pricing decisions

Formulas, etc. 
	
	

	Charges communicated to customers
Costs and charges associated with any service needs to be clearly communicated to the customer prior to any service.
	Service Page URL 

(its-dev during development and published at implementation.)
	
	

	Question 4: How does ITS support this service? (Service Support)
	
	
	

	Eligibility for service
Which clients are eligible for support for this service?
	URL of policy or service description. URL of internal documentation with more details
	
	

	Authorization requirements for obtaining service
	URL of policy, procedure or service description. URL of internal documentation with more details
	
	

	Clients affected by changes to this service
	URL of List of client groups, e.g. user classes such as faculty, staff, student etc
	
	

	Services affected by changes to this service
	URL of List of linked services including descriptions of how they are linked
	
	

	Escalation process
Information to inform incident escalation
	
	
	

	Design escalation process and ITR configuration. 
	Add status of ITR escalation FAQ here.
	
	

	Status Monitors, if available 
	URLs of status monitors

URL of internal catalog documentation for using them. 

URL of documentation for procedure for how to get access to them. 
	
	

	Documentation & Training for Support 
Identify available documentation and training on service features for use by technical support providers in support of the service, including any third-party/vendor resources that can support incident management for this service.
	
	
	

	Procedures
	Internal Catalog URLs
	
	

	Links to FAQ’s (public and internal)
	FAQ URLs
	
	

	References or links to self-servicePublic Catalog
	Internal Catalog URLs
	
	

	Third-party/vendor resources/links
	URLs
	
	

	Support Center authorized technical articles
	Internal Catalog URLs
	
	

	Links to other existing technical documentation and resources
	URLs
	
	

	Documentation developed for the Support Center
	Internal Catalog URLs
	
	

	SlugHub design completed and added to CRT. 

	CRT URL describing change to ITR
	
	

	Communication Plan

Coordinated with Communications Manager
	
	
	

	Communications to ITS

Communications to DLs & LITS and their role

Communications to customers

Communications to clients

Communications to community
	Mtg with Comms Mgr: date
	
	

	Type/Audience/Date of Communications:
	
	
	

	BEGIN TESTING and TRAINING
	
	
	

	Testing

User testing, support procedure testing, escalation process testing 
	
	
	

	User testing scheduled

User tests written: URL

Test all service request processes

Test all escalation processes
	Test status: 

Test results:

Issues added to log. 
	
	

	Training

User training, support technician training 
	
	
	

	User training found, designed, delivered
	URL of end-user training

URL & Date of user training
	
	

	Support technician training
	URL of training curriculum

Date of training: 
	
	

	Question 5: How does ITS provide this service? (Service Delivery)
	
	
	

	Technical Specifications
A technical description of the infrastructure configuration items that support the service, e.g. specific hardware, software, architecture, and other components, and the relationships between them, in enough detail to troubleshoot or effect repairs. 
	URLs of technical specifications, especially those developed to train support technicians and aid troubleshooting. 


	
	

	Technical Service Delivery Documentation

	 URLs of documentation describing processes behind providing the service. 

URLs of training documentation for service providers


	
	

	Related websites
Websites that are necessary (or helpful) to provide or support the service, including those that that provide tools relating to providing or supporting the service.
	URLs that describe this service outside UCSC, if it exists. How is this type of service described at other institutions? 

URLs of related websites
	
	 

	Service Level Agreement (SLA)
Document or description describing the level of service delivered to clients.

	SLA: URL

Or 

First-response and resolution targets documented: URL


	
	

	Operating Level Agreement (OLA)
Document or description that describes the agreements between ITS organizations for the support of a service.
A formal OLA is not required, but the escalation procedure includes expectations for response from service providers to the Support Center. For example, “if the SC escalates an incident to the Service Provider, the SC can tell the client that we will hear back from the Service Provider in 2 hours. “ORL
	OLA URL:

Or

Escalation response agreement between SC and service provider. URL/FAQ:
	
	

	
	
	
	

	The following items are not required for Support Operations
	
	
	

	Change Management 
Change teams, forums that serve as a CAB (Change Advisory Board) need to be notified, appropriate documents or systems updated.
	URL of ChM documentation
	
	

	Production Support / Operational Processes

	URLs of technical support and maintenance procedures.  
	
	

	Capacity Management

	Capacity Management documentation URL: 
	
	

	Service Team

	Service Team membership/groupspace URL:   
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