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[bookmark: _Toc466628471]Purpose
The purpose of this document is to provide the Offeror background information with the Commonwealth’s Information Technology Service Management (ITSM) systems.  Information on the following current systems is included in this document:
· Enterprise Services Management System (ESMS) which is used for service catalog, service request, service inventory, and billing.
· Commonwealth’s ServiceNow system which will be used to integrate the Commonwealth’s CMDB with the Offeror’s ITSM system.
· Current Telecom Support Desk metrics to support the sizing of the Offeror’s Enterprise Service Desk (ESD).

[bookmark: _Toc466628472]ESMS Overview 
[bookmark: _Toc466628473]Introduction
ESMS is a Web-based system used for ordering, billing and asset inventory of telecommunications products and services. This includes products and services covered under the current Telecommunications Services Contract, as well as additional services such as mobile voice and data.
[bookmark: _Toc466628474]System Modules / Capabilities
ESMS consists of the following capabilities:
[bookmark: _Toc466628475]Administration
· User administration – set up user permissions to be able to access the agency/department, bureau, office, and subaccounts that they are assigned
· Product administration – add, change, deactivate products
· Department administration – add, change, deactivate departments/agencies
· Location administration – add, change, deactivate locations
· Contact administration - add, change, deactivate contacts
· Account code administration - add, change, deactivate account codes 
[bookmark: _Toc466628476]Ordering
· Ordering of services – data, voice, security, customer premise equipment
· MACDs – move, add, change, deletions of each service
· Queries – ability to query by any vendor, contract, major service type, service sub-type, order status, product, add-on product, feature, account code, sub account, location, department, user, service identifier
· Ability to order services from multiple telecom service providers
[bookmark: _Toc466628477]Inventory
· Snapshot of current active inventory and deactivated services and equipment
· Queries – Ability to query by vendor, contract, service, product, add-on product, feature, account code, sub account, location, department, active, deactivated, Telecommunications Service Priority (TSP).
· Ability to view and download all applicable product/service catalogs for all contracts
[bookmark: _Toc466628478]Online Billing Presentment
· Queries of current and/or past invoices by:
· Identifier - WTN, Circuit Id
· Product Code - Ability to query by one or many product codes
· Major Service Type – Voice, data, IPT
· Service Sub Type – Voice (Centrex, Inbound Usage, VOIP), data (Ethernet, Direct PIP Access)
· Agency account code
· Location
· Ability to download an Excel spreadsheet of all billing details at an agency/department, bureau, office, subaccounts, or identifier level
· Ability to issue credits and adjustments against billing items
· Ability to produce a monthly online invoice at the enterprise, department, or bureau/office.
[bookmark: _Toc466628479]Rating and Billing
· Ability to accept Call Detail Records (CDRs) from multiple carriers to be processed on a daily and monthly basis
· Ability process all recurring, non-recurring, and usage charges
· Ability to prorate charges 
· Ability to run a monthly billing cycle and post all charges to the online billing presentment module for downloading to excel or PDF and viewing
[bookmark: _Toc466628480]Reporting
· Monthly inventory, ordering by agency/department and for the enterprise that are run with the monthly billing cycle.
· Ability for reports to be placed on a commonwealth FTP server
· An inventory of the current ESMS reports can be found in Appendix J - ESMS Reports and Queries.
[bookmark: _Toc466628481]Product/Service Catalog
· Ability to view the online product catalogs for each vendor and contract 
[bookmark: _Toc466628482]Data archival process
· Ability to archive online data with the option of restoring that data at any time to view online if a user requests it.   	
[bookmark: _Toc466628483]Interfaces with Other Systems
· Ability to integrate with other systems such as SAP
· Ability to export a file for import into SAP for processing
· APIs to feed data to other systems such as an ITSM system



[bookmark: _Toc466628484]ESMS Historical Order Volumes
	Year
	New
	Complete
	Disconnect
	Move
	Total

	2011
	         19,785 
	                 576 
	              14,289 
	              297 
	         34,947 

	2012
	         11,141 
	             8,931 
	                3,869 
	              233 
	         24,174 

	2013
	         10,750 
	           11,274 
	                4,442 
	              229 
	         26,695 

	2014
	           9,247 
	             9,884 
	                4,548 
	              179 
	         23,858 

	2015
	           9,557 
	           10,401 
	                4,992 
	              245 
	         25,195 

	Total
	        60,480 
	           41,066 
	             32,140 
	           1,183 
	       134,869 



[bookmark: _Toc466628485]Other sizing information (approximate)
· Number of Users: 80,000+ users throughout the state
· Number of Catalog Items:  4,000+ catalog items


[bookmark: _Toc466628486]Current Telecom Support Desk Metrics
[bookmark: _Toc466628487]Current Service Desk Volumes (March 2015 – March 2016)
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Service Asset and Configuration Management (SACM) 
In support of the Telecom Services initiative, the SACM processes provided by OIT ITSM will focus primarily on CI tracking and CI replication to subordinate CMDB’s for the purpose of Incident management tracking.  
· ESMS will be considered the Source of Record for all CI’s established in the ESMS CMDB, however they will be replicated as “Tracking CI’s” to the OIT ITSM Service Now instance. In turn these will be replicated to RFP2 and all subordinate CMDB’s.  
· All financial management associated with assets established in ESMS will be managed and reported by ESMS.  
· Infrastructure assets established at the Commonwealth will be hosted in the OIT ITSM Service Now instance as the Source of Record and will also be replicated to subordinate CMDB’s.

Integration of the below modules will be achieved with the RFP 2 vendor as the modules become available in the OIT ITSM:

· CHANGE MANAGEMENT
· SERVICE REQUEST MANAGEMENT
· INCIDENT MANAGMENT
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Telecom Service Desk Mar-15 Apr-15 May-15 Jun-15 Jul-15 Aug-15 Sep-15 Oct-15 Nov-15 Dec-15 Jan-16 Feb-16 Mar-16

Agent Answered Calls 1,515 1,454 1,628 2,025 2,042 1,752 1,565 1,582 1,190 1,382 1,122 1,171 1,142

Service Incidents Created 2,142 2,424 1,626 2,258 1,968 1,839 1,389 1,332 1,625 1,206 1,111 1,157 1,355
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