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Using the Request Center

Overview

The Request Center Application provides a convenient process for the
proposal, review, estimation, and scheduling of service and
enhancement requests from your customer community.  It is appropriate
for maintenance activities, customer support projects, field service
activities, customer order fulfillment and related work.  Such requests,
when they are approved, are generally folded into existing projects as
additional tasks.

Request Center opened in a Notes client showing the request dashboard view.
Note that the "Create Request" action is the first item on the left panel.

The Request Center process can also be used to review and initiate new
projects, although the detailed work plan for those projects, if required,
will need to be developed in the Repository after the project is initiated
from the request.

Each Request Center database is linked to a particular Project Gateway
Repository Center database where the requested work will be scheduled
and implemented.  Requesters do not need to have access rights to the
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repository, but repository managers that may have work requests sent to
them must have author access rights to the work request database.

How the Request Center Works
The process begins when a person ("The Requester") fills in a new
request form.  This form allows the requester to describe the desired
results and specify a required date for completion.

Request Center opened in a browser.  Note that the "Create Request" action is
located on the horizontal menu.

There can be any number of custom request format defined in the
system. Depending upon the specific form used, the new request may
require the pre-approval of the request by others before it can be
formally submitted.  Such pre-approval is specified by the design of the
request form and will necessarily be specific to your organization.

The submission of the request initiates one of two workflow processes.
(1) a request for action by the supporting organization or (2) a request
for an estimate for the requester's approval prior to action.

The initial state of any new request is "Draft".  While in this state the
request can be routed to obtain any necessary signoffs.  When complete,
the Submit button converts the draft into a "New request."

Each new request is marked for the attention of a person who is
designated as the "Request Manager." The Request Manager is by
default a person specified in the Request Profile of the database to
handle requests.  However, it is possible for a request form to allow the
requester to designate the manager who should handle that request.
This is an optional feature that is useful when there are well-established
relationships between requesters and servicing organizations.

If an estimate is requested then designated request manager can provide
this estimate or send the request along to another person.   When an
estimate is made,  the request form is directed back to the original
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requester for approval.  Once approved, the request is directed back to
the Request Manager for implementation.

Requests can be "Rejected" by the Request Manager or by anyone to
whom the request has been routed.  Reasons may be selected from a
standard list or entered for the specific situation.  All rejected requests
are directed back to the requester, who may resubmit them at a later
time, restarting the whole process.

Requests may also be "Deferred" until some future date.  When that date
is reached, an email will be sent to the appropriate person notifying
them that the request is not ready for processing again.  At any time
prior to automatic reinstatement, the request may be resumed manually.

The requester may "Cancel" a request at any time before it is scheduled
for implementation.  A canceled request gets no further processing.

For implementation, the Request Manager can schedule the work or can
route the request to another person for scheduling.  The people to whom
a request can be routed are those people who are named as the managers
of projects, programs, and organizations in the attached Project
Repository.

The designated request manager determines whether the request is
implemented as a task or as a new project.

Once scheduled the assignments created to implement the request will
be linked to the request form and the status of the implementation of the
request will be shown on the dashboard views.

When the requested work is completed or canceled, the requester will be
notified and the status of the request will be changed to reflect the
termination.  After a preset time, the request will be transferred to the
archive section of the request center database to provide a permanent
record.

Notifications
Each time a request is directed from one person to another, an email is
sent to the designated person alerting them to the request.  The email
contains a doclink and/or a URL to the request form.

Notifications are also sent to the owners of new repository projects or
assignments created for implementing requests and to the requester
when the request is canceled or completed.

Signoffs Customization
The system allows a draft request to be routed to a series of people for
presubmission approval.  However, as shipped, the default request form
does not make use of this feature.  The system administrator may modify
the request subforms to define a signoff list for each kind of request.
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Request Center
The Request Center appears when the database is opened.  Notes users
will see the Request Dashboard view displayed.  Web users will see the
menu on the left and across.

Create Request
This initiates a new request.  Web users find this under the Create action
on the horizonal menu.  Notes users find this at the top of the navigator
panel.  See the next section for operation.

Request Dashboard
This is the default view when the application is opened in a Notes client,
it shows the status of approved requests that are currently being
implemented.

The dashboard view shows those requests that are currently committed
for implementation.  As set of color coded indicators show whether the
request is within its schedule and effort goals.  As in other dashboards,
the Green indication means within targets, Blue means no more than
15% over effort or two weeks late. Red means greater than 15% but less
than 50% over effort and more than 2 weeks but no more than a month
late, and the little black bomb symbol shows that the performance is
worse than the red condition.

During the short period between the time that a requested is scheduled
and the time when its assignments have actually been constructed in the
Repository, the request description appears on the dashboard with the
prefix "Coming Soon:"

If you open a request that appears on the dashboard view you can see all
the details of the implementation.  The document will contain doclinks
to the actual implementation assignments (or project profile).
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Depending upon your access privileges, you may or may not be able to
follow these links into the repository.

By clicking on the first of the doclinks, the first of the assignments is
displayed.  It contains a doclink marked "work request" that will open
the original request so the implementer can review all the information
provided in the request.

Request Processing Views

Awaiting Action
This shows, for every person, what requests are waiting for their action.
You should check this view whenever you enter the database.  If you
have requests waiting, you should provide the necessary action.

by Priority
Each request has a priority.  The priority of new requests is set to a level
specified in the administration form.

Priorities can be changed only by certain specific people who have been
pre-designated as "priority managers" on the administration form.

This view displays only those requests that are currently waiting for
scheduling.   The requests are divided into the priority categories.

At the top of the view is a button labeled "Prioritize" that will appear
only if  you are a priority manager.    This action button will allow you
to set the priority of the request selected by the cursor.

The by Priority view appears somewhat differently in a web browser.  In
this case, the word prioritize appears next to each request.  Clicking this
will open a transaction form to make the change and redisplay the view.
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Web priority view

by Date
This shows requests in reverse chronological order which status.

by Description
This sorts by the title of the request - useful if you cannot remember
what someone called it.

Requests by Requester
This shows all requests created by each person and their current status.
Note that if you see "Draft of New Request" it means that you have not
submitted the request for processing.

by Request Number
Every request is assigned a sequentially generated number in the order
created.

by Status
This is primarily a view for the system administrators.  It shows all
requests in each status category.

archived by request #
This shows all requests that have been archived.   Requests are archived
automatically when they are finished or canceled.  They can also be
archived manually.  Archiving normally represents the end of the
request process, but it is possible to unarchive a request.

Administration
This provides access to the Request Center Administration Profile
document.

This document must be setup before creating any requests according to
the instructions found in the Project Gateway Administration manual.

Creating New Requests

Using Notes
From the Request Center navigator or Create menu, click the "Create
Request" button.  A dialog will appear listing the types of requests
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available in your system.  Select the request type and press OK (or
Submit the form if you are using a browser).

The system is designed to be customized, so the set of request forms that
appear will be those configured for your site and may be somewhat
different from those used in this manual.

This will open the new request form.

The Request form will be displayed with the words "Draft Request" displayed
below the description.

Using a browser

Selecting "Create Request" will display a simple transaction form to
select the request format.

Submitting this form will create the new request document.
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New Request in Standard format.

Other request formats
There can be several request forms in your system created for different
purposes.  All requests will share a common heading, but the required
information can be much more extensive and specific.

The Request Form

Description
Enter a short, specific description of the action requested.

Additional Details
Enter a complete description of the request including the names of the
affected systems or people who may be affected.  Be specific.  This
information will be available to the implementors of the request, so the
more information you provide, the more likely you will get what you
really want.

This area will be more elaborate in customized forms.
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Requester
This field displays your login user name.  If you are creating a request
on behalf of another person, enter their complete username in this field.

Required by Date
Enter the date at which the request must be completed. By default, this
field will be filled with a date 3 months in the future.

Identification Code
This may be used to put a personal or department code for this request,
perhaps to match the request to an existing paper system.

Estimate for approval
Setting this checkbox will prevent the request from being implemented
until you have seen and approved an implementation estimate.  Note, if
you select this, the request process will have additional steps.

Signoffs(display only)
As shipped, requests do not require signoffs prior to submission.
However, this is an optional feature your site may have used in its
custom forms.

If Signoffs are required, then you will see a list of names of people
shown in the "Signoffs still required" part of the form.  These signoffs
must be  obtained before the request can be formally submitted for
processing.

Implementation Section (display only)
The section shows the details collected in the schedule action.   It will
not be displayed on a new request.

History (display only)
This shows the action history of the request.  Each time the state
changes, an entry is added to this list.

Signoffs and Submission
A request is considered to be a draft until it has been submitted.  You
submit the request by pressing the submit button on the form.

A request cannot be submitted, however, if there are signoffs still
required.

Obtaining Signoffs
To obtain signoffs, you press the "RouteDraft" button on the request
form and select on of the people listed.  Then close and save the form.
The designated person will be notified by email that you have sent the
request to them for signoff.
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Signing Off a Request
If you have received a request for signoff  a "Signoff" button will be
displayed at the top of the Request form when you edit it in Notes.  The
Signoff action will be displayed to a browser when the document is
displayed for reading.

Pressing the Signoff button will remove your name from the list of
Signoffs still required and add you name to the list of Signoffs obtained.
It will then prompt you with a list of remaining signoffs.  If no
additional signoffs are required, then the name of the service request
manager will appear. Select this person, press OK.

Submitting the Request
Once the request is completed and signed off (if required) you may
submit it by pressing the Submit button on the request form.  This
changes the status from "Draft of New Request" to "Waiting for
Scheduling" or "Waiting for Estimate" and notifies the designated
service request manager that your request requires action.

Checking the status of your request
Note: For those requests that have been committed for implementation,
use the Request Dashboard to see the current status of the
implementation effort.

For request still pending, use the view "Request by Requester" to see the
current state of each of your requests.

When you open a pending request at this state you will see something
like the following:

Request Processing Workflow
Several people can be involved in the processing of a request.  In the
simple case we have the requester, the service request manager, and the
implementer.  The request manager, however, can transfer the request to
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other people for review, estimating and scheduling.  Another manager
can be involved in prioritizing the pending requests.

Each time the request changes hands in this process, the system sends
an email to the new owner telling of the request and providing a link to
the document.

A request begins as a "Draft Request."  When submitted it is sent to the
Service Request Manager as either "Waiting for scheduling" or "Waiting
for estimate."  The state depends upon the setting of the "Estimate for
Approval" checkbox on the request form.

The actions that each person can take are limited to the role that they
play.  The requester, for example, can cancel the request, but cannot
approve or prioritize it.  The request manager can provide an estimate,
but the requester must approve it.

Request State
The current state of the request is shown just under the description at all
times.  The following is a list of the possible states.

Draft of New Request
A draft request is any request that has not yet been submitted.  Draft
requests are either waiting to be submitted or waiting for pre-submission
approvals (client side approvals).

Waiting for Estimate
A request that has been submitted with the "provide estimate for
approval" option checked will wait until the request manager provides
the estimate or routes it to someone else for this purpose.  The estimate
is provided using the Estimate action button that will appear only if the
request is in this state.

Waiting for Approval by Requester
This state means that an estimate was requested and has been provided.
The request is now waiting for the original requester to approve it (using
the Approve action).  When approved, it will become Waiting for
Scheduling.

Waiting for Scheduling
This is the state used for all requests that are not yet committed for
implementation.  Requests in this state will appear in the "by Priority"
view to allow designated managers to assess and rank them.

The request manager must schedule the request or route it to another
person for scheduling.    Scheduling involves creating a new project or
assignment in the repository.

Deferred
This means that the request has been put on hold until some future date.
When that date arrives the system will put it back to this prior state.
The deferral can be terminated at any time.
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Scheduled
This means that the information for creating the implementation work
has been provided by the request manager or designee.  The request is
now in a short holding state waiting for the system agents to complete
the process.   Scheduled requests appear on the request dashboard with
the prefix "Coming Soon."

Committed
This means that the agent has used the scheduling information to
construct the implementation work.  At this point the request and the
repository work are linked together so that work completed in the
repository will be shown in the request document and on the request
dashboard.

Completed
This means that the implementation work has been marked as finished
in the repository.  A "request has bee completed" email will have been
sent to the requester.   The request is now a candidate for automatic
archiving.

Rejected
This means the request was disapproved.  At this point the request has
been returned to the requester for possible rework or cancellation.

Canceled
This means that the request was stopped and no further action is
intended.

Archived Request
When a request is archived, its final state is retained but the form
heading changes from Work Request to Archived Request

Request Processing Actions
These actions can be done by the Service Request Manager or by the
person to whom the request has been routed.  The actions provided at
any point in the process depend upon the state of the request and the
name of the user who is accessing the form.

If you are using a Notes client, you must Edit the document before any
of these actions will appear, and you must close and save the document
for the change to be recorded.

If you are using a web client, the actions will appear when the form is
displayed and will be affected when the transaction forms are submitted.

Archive Request
The Archive action appears only when the request has been completed
or canceled.  It moves the request to the archive section of the database,
removing it from the other views.  When used in a Notes client, the
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document will be closed and saved with the usual confirmation.  Web
users will see a simple transaction form.

Cancel
This stops the request processing and leaves the request in the canceled
state.  Canceled requests are automatically archived after a preset period,
but can be manually archived at any time.  There is a simple, "Are You
Sure" confirmation for Notes clients and a simple transaction page for
web users.

Defer
This displays a dialog or transaction page with a place to enter a date for
resumption of processing.  An email will be sent to the requester and the
status will change to "Deferred until <date>"

Notes Client Defer Dialog

Web Client Defer Transaction From

Estimate
This action will only appear when an estimate has been requested and
when the request is in the "Waiting for Estimate" state. Selecting this
action causes a dialog to appear in which you specify the estimated effort
and an estimated completion date for the request.

Note Client Estimate Entry Dialog,. This is followed by a confirmation dialog.
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Web Client Estimate Entry Transaction Form.

When the estimate is made, the request form is returned to the requester
for approval of the estimate and the status of the request is changed to
"Waiting for Approval of Estimate."  When the requester acts on the
request, the Approve Estimate button appears.

Prioritize
This action adjusts the priority of the request to one of the predefined
values (set in the Administration form).  Only a person designated as a
Priority Mgr. (in the Administration form) can use this action.  This
action will appear only when the request is waiting for scheduling and
the current user is a designated Priority Mgr.

Reject
This displays a dialog or browser page with a pulldown list of standard
reasons for rejection.  Select the reason and press OK.

An email will be sent to the requester and the status will change to
"Rejected"

Web Rejection From

The reason for rejection will be displayed in the request form.
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Resume
This will appear if the request is in the deferred state.

This action will display a prompt or simple transaction page to confirm
the action.  The document will then be put back to the state it was in at
the time it was deferred.

Route
This action will allow the request manager or current owner to transfer
the request to another person for processing.  This transfers the right to
process the request to that person.  They can then route the request to
another, or do the Estimate action, Schedule action, Reject Action, etc.

Notes Client Route Dialog

Web Route Form

This dialog displays the specific list of people who have been entered on
the administration form followed by a list of repository management
positions (such as [Project Mgr:Support Project])  The person
associated with this position will be sent an email notification message
and their name will appear in the request.
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Schedule
This is described in the next section.
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Scheduling Requests
Schedule is used to implement the work request.

When the schedule action is selected, the "Implementation Type" dialog
or a transaction page is displayed.

A request can be implemented as:

1. A new repository Task for one or more people that is added to
an existing repository project.  This is the most common way to
implement a request that involves less than 200 man-hours of
work.

2. A new repository Project.  This will create a project profile and
alert the assigned project manager.  That person will need to
create a workplan to fulfill the request.  Schedule templates can
be useful for this kind of request.

3. A new repository Issue on an existing project.  You would use
this when the work request describes a problem that requires
research work before a task or project can be initiated.

4. A new repository Scope Change request on an existing project.
You would use this when the request is for a change in the
requirements/goal of an ongoing project.

When the schedule action is done, the request will become "Scheduled."
It will wait in that state until the system agents actually record the new
work in the repository and change the state to "Committed."

There is a time delay (which may range from 30 minutes to 24 hours)
between the completion of this action and the update of the repository.
During this time, the request will appear on the request dashboard with
the prefix "Coming Soon:"

Note: In order to use the Schedule function, you must have read access
to the Repository as well as being assigned to the specific request.

I. Task Scheduling
The first dialog box that appears asks you to select which
"Organization" will provide the people to be used to implement the
request.  The dropdown list in the dialog shows a list of all
organizations defined in the Repository.  A default value of "All" is also
provided.

Each level of the organization hierarchy is shown.  Choose the lowest
level that encompasses all the people who will be needed for
implementation.  OK this dialog.  (Web users will select the "Continue"
option and press submit.)

When you press the droplist button, the list of organizations currently
existing in the attached repository will be displayed.  Select the
organization whose members that will do the work.  If the assignees will
be drawn from several organizations, select "All".
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The second dialog defines the new task.   This is very similar to the
Create A New Assignment process in the repository.

Project
Here you select the Project to which the task will be added.

Task Description
The task name will be preset from the description, but you should
modify this as necessary to ensure clarity.

Participants
Select the people to do the task from the drop down list.  You can select
one or more people.  In Notes you select multiple people by clicking on
each name.  From a web browser, you hold down the Ctrl key while
clicking names.

Start Date & Finish Date
Enter the planned start and finish dates.

These will be set to default values based upon the estimate, if available.

Effort
Note that if there are several people selected for the task, the total
number of hours will be divided equally among them.

II. Project Scheduling
When project scheduling is selected, a single dialog or transaction form
appears.

Program

Enter the name of the program to which the project will be attached.

Project Name
Enter the name of the project (a default is provided based upon the
description of the request).  Note: You may have a standard at your site
for the definition of project names, so make sure that the name you
specify follows that standard.

Manager
Select the project manager from the address book or enter in the field
provided.

Start & Finish:
Enter your target dates for this project.

Effort:
Enter you target estimate for this project.
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III. Issue Scheduling
When you elect to create an Issue the Issue Initiation form or dialog
appears.

Topic:
This will be the title of the issue.  A default title will be created from the
request description.

Project:
Select the project to which this issue will be assigned.  A list of all
repository projects will appear.

Classification:
You may choose to classify this issue using one of the predefined issue
classification codes.

Importance:
This selects the relative priority of this problem.

Assigned to:
You may select a participant to resolve the issue.  That person will be
notified by email.

Due date:
This date will be the required date of resolution.

Effort:
You can preset this if you wish to set a budget for work to be used to
resolve the issue.

IV. Scope Change Scheduling
When you elect to create an Issue the Scope Change Initiation form or
dialog appears.

Topic:
This will be the title for the scope change request.  A default title will be
created from the request description.

Project:
Select the project to which this issue will be assigned.  A list of all
repository projects will appear.

Category:
You may choose to classify this issue using one of the predefined scope
change category codes.

Priority:
This selects the relative priority of this problem.
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Assigned to:
You may select a participant to investigate the scope change.  That
person will be notified by email.

Due date:
This date will be the required date of resolution.

Effort:
You can preset this if you wish to set a budget for work to be used to
investigate the scope change.

Implementing the Scheduled Actions

Once you have done the schedule action, the request processing agent
will implement the new project, assignments, issue or scope change
documents into the production repository and build links between the
databases so that implementors can see all the details of the request.
This agent runs periodically either nightly or hourly as set by the system
administrator.

The system will send an email to the assignee, participants or to the new
project manager informing them of the new work.

Common Problems

Unable to create request
This is almost certainly because the request administration profile
document has not been created as required.  Have your administrator
follow the procedure in the Administration manual.

Error when selecting organization or program when
scheduling or in using the route action.
This is almost certainly because the Production Repository database
name is not correctly entered in the Request Center Administration
form.  In each of these actions the system is opening the repository to
build a list for you.  If the repository is not properly named, this will
generate an error such as "File Not found."

The production repository database name should be corrected and the
requests recreated.  Simply fixing the administration document will not
immediately fix the existing request because the incorrect settings have
been recorded in the request itself.

Note that the request processing agent checks this setting and sends an
email to the Request Center manager if it cannot access the repository.
Hence this problem should be resolved on the first day of operation and
not recur thereafter. There is an automated process to correct the
repository name on existing requests, but this will not be done until the
agent successfully runs.
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You receive a notification about a request, but cannot
access it.
This is most likely the result of not being included in the access control
list of the request center.  Contact your Notes administrator.

Your request is scheduled, but it never becomes
"committed".
This will happen if the Request Processing Agent is not running on a
regular basis.   The system administrator can force this to be done
immediately using the Admin\ProcessNow action.

The operation of the request agent can be monitored by opening the
administration form and selecting the Agent Status Report action.  It
should have run within the past 24 hours.

Your completed or canceled request "disappears"
The request was probably archived.  Check the archived requests view.

You get too many emails from the request system.
This can be stopped by adding your name to the "Don't notify" list in the
administration form.  After this is done, you will have to manually
inspect the request database to see requests awaiting your action.


