[image: ]5-001 – STANDARD FORM FOR WORKSTATION SOFTWARE SERVICES

Date:  Enter date
Agency Name:  Enter Agency Name
Request Number:  Enter Request Number

[bookmark: _GoBack]Summary 
This document is a standard form for eligible customers, “Customer,” to upgrade, install or remove client software on VITA and Vendor owned workstations. This form allows Customers to order the upgrade, installation or removal of the client software referenced in the Project Information section.  The details expressed in the Project Information section of this form will be used by Northrop Grumman, “Vendor,” to fulfill the request. The services delineated herein shall be provided in accordance with and are subject to the provisions of the Comprehensive Infrastructure Agreement (CIA).
Conditions
The following conditions must be met for this form to be used:
1. Customer currently must be receiving services under the CIA.
2. This request is not part of incident resolution (i.e.: to resolve and close an incident ticket).
3. This request is not being processed through a VCCC service ticket.
4. This form may only be used for the request of client software installations or removal from VITA and Vendor owned workstations.  
5. This form may not be used for application updates, installations or removals for servers or other non-Workstation devices with non-supported operating systems.
6. This form may only be used for the packaging and deployment of Customer Specific Software.
7. This request is limited to the upgrade, installation, or  removal of one software application per form. Applications with multiple install components or dependencies will require the submission of individual standard forms or a custom work request.
8. In order to receive Electronic Software Delivery (ESD) updates, all users will be required to connect to the COV network.  Remote personnel will require VPN connection or may need to bring their respective Workstations to a local Customer facility and establish a connection to the COV network to receive the download.
9. Workstation installations that require additional hardware connection during install must be requested through a custom work request.
10. The application must be compliant with all VITA and Commonwealth security policies, procedures, guidelines and architectural standards.
Stakeholders
Enter the name(s) of the implementation point of contact if not the AITR.
	Name
	Role
	Work Phone
	Email

	Enter Name	Customer Application Point of Contact 
	Enter telephone number
	Enter email address

	Enter Name - Optional	Additional Customer Point of Contact 
	Enter telephone number
	Enter email address





Project Information
The following table lists the information necessary for the completion of this request.
	Item
	Description

	Anticipated Implementation Timeframe
	30 calendar days

The completion of implementation is highly variable and is dependent upon several factors:
1. Eligible Customer delivery of media to Vendor
1. Complexity of application
1. Documented User Acceptance Testing
1. Change Management submission requirements 

	Requested Implementation Date
	Enter requested implementation date
	mm/dd/yy.

	
	Note:  The period between the date when the form is submitted to VITA and the requested implementation date must include the number of days indicated in the Anticipated Implementation Timeframe.

	Business Impact
	Provide details regarding the impact of this work request to other work requests, critical customer operations, and/or schedules.

	
	Enter comments here – Optional 

	Does this WR support a major IT project?
	Select answer
	If yes, what is the major IT project name:
	Enter project name


	Request Type
	New Application Installation
	Yes/No

	
	Upgrade of Existing Application
	Yes/No

	
	Removal of Existing Application
	Yes/No

	Name and Version of Application 
	Enter name and version here.


	Database and/or Server Component
	Is there a database or server component that also needs to be installed, upgraded, or removed in conjunction with the client?
	Yes/No

	
	If yes, specify here:

	Target Workstation Groups
	List target groups of Workstations receiving software upgrade, installation or removal (Software title, site code based, Active Directory user group, IP range)

	
	Enter desired target groups
	Application Packaging Requirements
	Prior to packaging, Vendor will provide a detailed Technical Specifications Design to Eligible Customer for completion.  This document will provide the Vendor with application packaging requirements and media details required to complete this request.


	User Acceptance Testing (UAT)
	Customer is responsible for all User Acceptance Testing.  Vendor will perform validation on all packaged applications to ensure functionality of application package per Customer’s requirements documented in the Application Packaging Requirements; this will be performed prior to Electronic Software Distribution.


	Electronic Software Distribution 
	The software deployment will be scheduled in accordance with the deployment plan and the Customer agreed upon deployment timeframe.  End-User Workstations targeted and not left on during scheduled deployment time will receive the installation package the next time their desktop management agent checks-in.


	Pilot and Production Distribution
	Pilot distribution is included in the deployment plan for all major rollout requests.  The Customer will be responsible for identifying the pilot users prior to implementation.  The pilot group will represent 5-10% of the total user base.


	End-User Communications Plan
	Customer is responsible for ensuring all identified End-Users are notified of the installation schedule.  End-users must close all applications and leave Workstation powered on overnight.


	Deployment Monitoring
	Deployment logs of successfully targeted machines will be provided to the designated points of contact at regular intervals until a minimum of 90% of requested machines receive the software update.  Log will also flag those installations that failed or are terminated.  If failure indicates an incomplete install, Vendor will submit tickets for those issues.

	Non-standard Hardware Impacts
	Non-standard hardware/software may affect the installation of the application being deployed and/or cause failure of the install.  To ensure successful installation, Customer should ensure that target Workstations have a current standard operating system with actively reporting agents on supported hardware.


	Other Customer Comments
	Provide comments that may assist with the implementation of this request

	
	Enter comments here -optional





Project Assumptions
	Assumption
	Description

	Application Licenses
	Customer assumes responsibility for having the appropriate application licenses.

	Physical Access
	Vendor will have physical access to any systems which require a manual installation.

	Applications Support and Updates
	Vendor is not responsible for upgrades to non-Partnership Customer applications or Partnership upgrades managed software (Core Software) published on Partnership Roadmap.


Project/Deliverable Criteria for Acceptance
The following table describes the project/deliverable acceptance criteria for this request.
	Deliverable
	Acceptance Criteria

	Software upgrade, installation or removal 

	The application has been upgraded, installed or removed on 90% of the Workstations identified in this Work Request.






Signed Approval and Authorization to Proceed
By approving this document, the Customer provides VITA with the authorization to proceed with the implementation and delivery of the services described herein and agrees to pay VITA the associated fees listed in the below table. Costs will be billed as they are incurred.  VITA rates are required to be developed using state and federal guidelines and are reviewed by DPB and JLARC. Customers' bills may change as/when VITA statewide rates change.

It is acknowledged and agreed that the services delineated herein shall be provided in accordance with and are subject to the provisions of the CIA.  

If this work request is cancelled for any reason by the agency prior to completion, the agency is responsible for all expenses, including labor charges, incurred prior to the cancellation notice.

VITA pricing of services:
	Costs

	Labor Category
	NTE Hours
	Calculation
	Nonrecurring Charges (one-time)

	System Admin/Operator ($145.00/hour)
	35 
	Hours x Rate
	$5,075.00

	Manager, Technical Expert 3 ($176.00/hour)
	10
	Hours x Rate
	$1,760.00

	Total
	$6,835.00



Please contact the VITA One-Stop group at VITAOneStop@vita.virginia.gov with any questions or concerns.  Please submit the approved form to the above email address.  VITA is pleased to provide your IT services.

Approval
Agency Information Technology Resource (signature): ___________________________
Agency Information Technology Resource (printed): _____________________________
Acceptance Date:  ____________
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