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5-001 – STANDARD FORM FOR SOFTWARE INSTALLATION SERVICES
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Date:  Enter date
Agency Name:  Enter Agency Name
Request Number:  Enter Request Number

Summary 
This document is a standard form for eligible customers, “Customer,” to request installation of client software on VITA and Vendor owned workstations. This form allows Customers to order the installation of the client software referenced in the Project Information section.  The software delivery methods and the technical approach are detailed in the following.  The information provided in 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 the VCCC (Q-ticket).
4. The project information section is complete and the form is signed.
5. This form may only be used for the request of client software installations on VITA and Vendor owned workstations.  This form may not be used for application updates or installations for servers or other non-workstation devices.
6. This form may only be used for the packaging and deployment of Customer Specific Software.
7. This request is limited to the installation or upgrade of one software application per form. 
8. The Customer assumes responsibility for having the appropriate application licenses.  
9. The Customer must identify the workstation names that require the application installation/upgrade.
10. Remote personnel will require VPN connection to receive electronic software delivery (ESD) updates or may need to bring their respective workstations to the local Customer facility to receive the download. 
11. Software is compliant with the Commonwealth’s architectural standards.
12. Software is compliant with ITRM Security Standard SEC 501requirement that all installed software is approved by the Customer Information Security Officer (ISO) or designee.
13. Completed Workstation Identification Table.
Stakeholders
The following table lists the stakeholders for this solution.
	Name
	Role
	Work Phone
	Email

	Enter Name	Agency Information Technology Resource (AITR)
	Enter telephone number	Enter email address
	Enter Name	Agency Point of Contact (POC)
	Enter telephone number
	Enter email address

	Enter Name	Customer Account Manager (CAM)
	Enter telephone number
	Enter email address

	Enter Name	Agency Operations Manager (AOM)
	Enter telephone number
	Enter email address


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

	Customer Application POC
	Name:  xxx
Phone Number: (xxx) xxx-xxxx
E-mail Address: xxx

	Lead Time for Order
	Application Packaging and Altiris Software Delivery can generally be performed in a 4-week time period per Customer application; however, timeframe is dependent on multiple factors.  
1. Initiation of Packaging can begin only when WR is approved, media and packaging configuration requirements obtained.  
1. Packaging timeframe is dependent on complexity of application but usually takes a week to complete.  
1. Post packaging, Customer is responsible for User Acceptance Testing prior to an Altiris deployment being scheduled. 
1. Change controls have to be submitted in timeframes in accordance with Change Management procedures.
1. Deployment of pilot and production are dependent on scope, size and impact of application and agreed upon schedule of deployment 

	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 business days indicated in the lead time for order section.

	Basis for Implementation Date
	Detailed reason for this requested implementation date.

	
	Enter comments here.

	Request Type
	New Application Installation
	Yes/No

	
	Upgrade 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/updated in conjunction with the client?
	Yes/No

	PC Quantity
	List quantity of PC’s receiving software
	Xxx

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

	
	Enter comments here.


Project Assumptions
	Assumption
	Description

	Application Packaging Requirements
	The Detailed Technical Specifications Design with application packaging requirements and media will be provided to the Vendor to allow packaging and testing to be performed in line with project requirements.  The Vendor will send the form for completion to application\technical owner provided by Customer.

	Media Requirement
	Media will be provided to the IT Partnership to allow packaging and testing to be performed in line with project requirements.

	User Acceptance Testing (UAT)
	The Customer will be responsible for User Acceptance Testing. UAT will be performed on all packaged applications to validate functionality of application package in meeting the Customer’s requirements. This is be performed prior to electronic software delivery (ESD) using Altiris

	Electronic Software Distribution of the Application Through Altiris
	The Altiris deployment will be scheduled in accordance with the deployment plan in conjunction with the approved Commonwealth of Virginia change control plan and Customer agreed deployment time.  User workstations targeted and not left on during scheduled deployment time will receive installation next time their Altiris Agent checks-in.

	Change Control
	A Change Control Request must be submitted and approved prior to the deployment of the pilot or production installations. 

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

	User Communications Plan
	The customer will be responsible for ensuring all identified users are notified of the installation schedule a minimum of twenty-four (24) hours in advance. 

Customer users that fail to connect to the network for Altiris installs will receive ESD distribution when workstation is next able to communicate to receive update. Missed installations will not be seen as failure to deploy or install the application.

Many application installations require that all applications be closed during the deployment.  In the event that an application window is open, the user will be prompted to close all open applications and continue installation.

Users will also need to be informed to leave their workstations powered on overnight for nighttime scheduled distributions. If this is not done, the installation will be initiated the next time the user logs onto their workstation.

	User Instructions
	The Vendor will provide the customer with documented deployment instructions for distribution to their respective users.  User communications are the responsibility of customer.

	Asset Availability
	The customer is responsible for ensuring all assets and equipment will be available as designated in the project plan.

	Altiris Monitoring
	Altiris deployment logs of successfully targeted machines will be provided to the Project Manager, AOM and other designated points of contact at regular intervals based on the implementation plan.  Log will also flag those installations that fail 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 impact the installation of the Altiris application or cause failure of the install. Target deployments require a current standard operating system with actively reporting agents on supported hardware.

	Non-reporting Workstations
	Non-reporting workstations will require manual installation of the application.

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

	Customer Applications
	At the time of installation, the Vendor will troubleshoot or support only the application being addressed by this Work Request.  All other application issues should be addressed via a separate Work Request or via the Help Desk.  Pilot feedback should be reported to Vendor.  Production rollout issues should be logged through VCCC.

	Workstation Identification
	The customer has provided the workstation names and/or other necessary information to positively identify the workstations that require the deployment of the software.

	Security Compliance
	The application must be compliant with all Commonwealth of Virginia security policies and guidelines. The application must comply with the approved Managed Services offerings.  Applications in violation of licensing terms and agreements are not approved for distribution or installation. 

	Applications Support and Updates
	The IT Partnership is not responsible for upgrades to non-IT Partnership Customer applications. IT Partnership upgrades managed software (Core Software) published on IT Partnership Roadmap.  Partnership is also responsible for Operating System patching.  


Technical Approach
The following describes the technical approach that will be used for this request.
[bookmark: _Toc244075976]Packaging
Packaging services will be completed in accordance with an internal document titled: Application Packaging, numbered: DIN EUS-DMCS-20001, dated: 06-17-2009 and will be comprised of the following:
· Package application based on Detailed Technical Specifications Design and install media\files provided.
· Provide packaged media to Customer to complete manual User Acceptance Testing, send UAT instructions and forms.
· Validation of security compliance with software delivery application packages
· Create application packages based on packaged standards and best practices
· Conduct internal QA of the packaged application to validate known functionality and compliance with standards
[bookmark: _Toc244075977]Deployment Methodology / Approach
In accordance with an internal document titled: Altiris Software Delivery Procedure, numbered: DIN EUS-DMCS-20016, dated: 08-05-2009, the primary deployment methodology for this application and related components will be the Altiris Notification System leveraging the desktop Altiris Software Delivery Solution Agent.  Relative to the centralized desktop management services, this deployment will go to customer designated workstations included in the requirements and having the Altiris Software Delivery Solution Agent installed and actively reporting to Altiris Notification Servers. The Vendor is responsible for:
· Submission and approval of change requests in conjunction with software delivery requests 
· Creating Altiris jobs in deployment and notification servers for further deployment testing and production rollout
· Providing details for schedule implementation software push
· Monitoring and verifying software deployment and generic deployment reports. 
Altiris Deployment
The Altiris Software Delivery Solution Agent communicates with the Altiris Notification Server every six (6) hours on a random schedule.  Utilizing this, the Altiris Administration team is able to spread the download throughout the night over six (6) hours.  If systems which are reporting through Altiris are powered off during the night, the download and install will occur after boot up. The workstation will be required to be re-booted by the end user after installation completes if install requires reboot for full functionality.  Deployment dates are set and agreed with Customer to align with Commonwealth Change Control procedures and not to coincide with other Customer ESD rollouts.  The customer will be required to inform their staff of these dates and request they close all applications and leave their workstations powered on during the night of the package delivery dates to receive the application package
[bookmark: _Toc244075978]Deployment Failures Workstations Not Reporting Through Altiris
Those systems that do not have the ability to install via Altiris Notification Servers will require manual installation (i.e. need to be manually touched by Service Delivery staff) of the application and related components. Media will be provided to Service Delivery staff via a URL to obtain the package before going on-site to install. The time required to complete manual installations of the application will depend on the application size. All desktop visits where manual installation is required will have Altiris Health Check run by the EUS staff to remediate communication issues and allow Altiris upgrades where possible. 
The IT Partnership will monitor the deployment of the application package through Altiris for failures. Failed installations will be identified and tickets generated for EUS where desktop visit is required for resolution. If the IT Partnership determines that the failure is due to a fault with Altiris, the IT Partnership will work to resolve the issue so the failed workstations will be capable of receiving the Altiris package or generate tickets for EUS to manually install or reinstall.
Project/Deliverable Criteria for Acceptance
The following table describes the project/deliverable acceptance criteria for this request.
	Deliverable
	Acceptance Criteria

	The installation or upgrade of the identified software application on the workstations identified in this Work Request.
	The application has been installed or upgraded on the workstations identified in this Work Request.





Signed Approval and Authorization to Proceed
By signing 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 is required by state and federal guidelines to bill Customer only rates reviewed by JLARC. Customer’s 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.  

VITA pricing of services:
	Costs

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

	Testing of Application and Preparation of Altiris Deployment Package (estimated NTE 25 hrs)
	System Admin ($131.00/hour)
	25
	Hours x Rate
	$3,275.00

	Manual Deployment to Workstations
	Tech Support 4 ($60.00/hour)
	Use below calculation
	Hours x Rate
	$$$$

	Implementation Coordinator (estimated NTE 10 hrs)
	Manager, Tech Expert 3 ($163.00/hour)
	10
	Hours x Rate
	NTE $1,630

	
	Total
	$$$$



* Manual Deployment to Workstations Calculation:  Assumes 10% of the PC’s will require a manual deployment and the deployment will take a half of an hour of Technical Support 4 labor ($60.00/hr).  Formula used to determine the number of hours required is:  _____ # of machines multiplied by 0.10 = _____divided by 2 = _____

Please contact your agency’s customer account manager with any questions or concerns.  VITA is pleased to work with you to provide IT and services that enable the business of government.

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



	Workstation Identification Table

	Please complete the following information which will be used to identify the workstations that require the software application installation/upgrade.

	
	Workstation Name
	Additional Information

	1
	
	

	2
	
	

	3
	
	

	4
	
	

	5
	
	

	6
	
	

	7
	
	

	8
	
	

	9
	
	

	10
	
	

	11
	
	

	12
	
	

	13
	
	

	14
	
	

	15
	
	

	16
	
	

	17
	
	

	18
	
	

	19
	
	

	20
	
	

	21
	
	

	22
	
	

	23
	
	

	24
	
	

	25
	
	


*Add additional rows as needed
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