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SOS Creation Process
1. IRM, Solutions Center or Primary Contact receives phone call or email from an end-user requesting:
a. Correction

b. Enhancement

c. New Report 
2. IRM or Primary Contact creates an SOS under the Primary Contact’s UID.  
a. If the ITS Solution Center or the end user opens an SOS under the end user’s UID, IRM will close the SOS and re-opened under the Primary Contact’s UID.   
b. New Reports are assigned based on the general category of the new report request (e.g., Budget, Comptroller, Grant, etc.).  

c. If the Primary Contact receives a call from an end user or would like to open the SOS of his/her own, follow these instructions:

i. Log into the SOS Gateway (https://www4.nau.edu/its/sos/gateway/main.asp)

ii. In the ‘Select the general category’ area, select Application Support.

iii. Enter Desired Date for Completion.

iv. Software Type = Business Objects.

v. Subject:  short description.

vi. Detail Information:  detailed description.
vii. Click ‘Submit Request’.

d. Primary Contact will get an SOS email with only the summary line displayed.  Primary Contact must sign into the SOS Gateway to see the detail.  ( https://www4.nau.edu/its/sos/gateway/main.asp )

3. IRM or Primary Contact will reply to the end user letting them know that their request has been entered in the SOS system 

a. Standard reply text: “Thank you for your suggestions and feedback on the Advantage Business Objects reports. Your request has been assigned to <Primary Contact Name>, the owner of the <Report Name > report. The SOS will be reviewed by the Report Owner and an end-user review group to determine the recommended action (approve, denied or hold) to be taken by the IRM team.  Once a review decision has been made, you will be notified via e-mail of the recommended action.” 

SOS Review Process

4. The Primary Contact will review the SOS and obtain any additional information/clarification from the requestor if needed. 
a. For report corrections, the Primary Contact will verify the issue being reported and, if possible, make an assessment of what might be causing the issue.
b. For data enhancement and new report requests, the Primary Contact will make an attempt to determine if the data exists in the data warehouse (based on their knowledge of the data warehouse).
c. The Primary Contact will e-mail the review group with the SOS information and any comments from their review.  The e-mail will give a reasonable deadline based on the scope of the change request. For major changes, a meeting with the review group and IRM may be warranted.
d. The report group will respond to the entire group with their decision and any comments (reply to all).  
e. Once the deadline for responses has been reached, the Primary Contact will send an e-mail to the group summarizing the recommended action.  If there is differing opinion on the action to take, those in the minority may e-mail the group with their reasoning.  The Primary Contact may also convene a meeting if there does not appear to be a consensus on the action to take.  If a decision cannot be made, the request should be forwarded to the Advantage CMC for a final decision
5. Primary Contact will email IRM ( IRM@nau.edu ), the review group and the end user with the review decision:
· Approve the requested correction or enhancement.
· Cancel the request and reason why
· Hold and reason why
IRM Development Process

6. IRM performs the following development steps:
a. IRM will add the email content to the SOS and close the SOS if the request was not approved.
b. For new report requests IRM will setup a meeting with the end user and Primary Contact to develop the IRM Report Specifications.

c. Determine the size of the request.  Large and medium requests will be forwarded to the Advantage CMC / IRM Steering Committee for prioritization.  Small requests (less than 2 hours) will be addressed as soon as possible. (Corrective actions will be reported back to Advantage CMC / IRM Steering Committee.)
d. IRM CMC will e-mail primary contact with the prioritization decision.  Primary contact will forward to the report requester.  IRM status reports will also be published to Corp Docs.
e. Complete the work.

f. Send the report to the inbox of the Primary Contact, review group and end-user, and e-mail to Primary Contact indicating that the report is ready for review and who to contact on the IRM team for questions and issues.
Report Review Process

7. Report Owner and review group performs the following steps:

a. The Primary Contact performs an initial review of report.  If there are questions or issues, those are communicated to the IRM contact person for the report.

b. If the initial review is good, the Primary Contact sends an e-mail to review group and end-user indicating that the report is in their inbox and what the deadline is (up to a week depending on type of change).  
c. Review group members send review comments to entire group (reply all).

d. If there are problems with the report, the Primary Contact communicates them to the IRM report contact and review group members.  Iterative process from 4-6 until Primary Contact and review group is happy with the report (back to step 6e). 
e. The Primary Contact reserves the right to extend the deadline if they don’t feel sufficient response has been obtained by the deadline date.  Otherwise, the Primary Contact can request that the report be published based on their review and whatever feedback was received from the review group (i.e., 100% response is not required to publish the report). 
f. Primary Contact e-mails review group and end user indicating that that the deadline has been extended, or that a decision to publish the report has been made.    
g. Primary Contact e-mails IRM (cc review group and end user) indicating that the report is ready to be migrated to Corporate Documents.  
IRM Publishing Process

8. Upon receiving notification from Primary Contact to publish the report, IRM performs the following steps:
a. Changes to the report are listed on the Documentation sub-report within the actual report.
b. Report changes are documented on the IRM website (http://www4.nau.edu/irm/Updates.asp)

c. When appropriate, the Primary Contact will create an email explaining the report changes/new report and sent to ADVANTAGE-L@LISTS.NAU.EDU .  Anton will either send to the list immediately or hold for future announcement emails.
Primary Contacts and Review Group Members
All Primary Contacts review group members are selected by the Advantage CMC. If IRM or the Primary Contact feel that a review group member isn’t able to able participate in this process, they can make a recommendation to the Advantage CMC that the individual be replaced.  

See Advantage report list with Primary Contact and review group members at: \\Itsshares\ac-advantage\Reporting\Advantage_Reports_cross_reference_and_priorities.xls 

