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Introduction: 
The following presentation is for your review. It is about the Request Tracker (RT) Approval/QA WorkFlow Design. These changes to your RT installation are designed to facilitate any IS Application Support Group to follow the Change Management Process Flowchart for their requests, IF THEY CHOOSE.

The RT Approval/QA WorkFlow Design is composed of a few new functions that are automatically triggered by specific updates (see key events table) to a request ticket. These changes will automate the Review and/or QA Approval portion of the Change Control Process Flowchart (see Appendix A). If the new functionality is not initiated (by the required key event), then that process (Review or QA Approval) will be bypassed. This option (to bypass) will be needed for special circumstances (i.e. emergencies) and requests that do not require a Review and/or QA Testing/Approval.
This flexibility (to bypass these new functions) is possible because RT was designed using Object-Oriented PERL. This allows the addition of functions (globally or by queue) without reducing or altering delivered functionality.

Please examine carefully the ENTIRE document and especially the Key Events table. 

There is a Glossary and a copy of the Change Control Flowchart at the back of this document for referencing any process or terms that may be unfamiliar to you.

Scope:

This project will make available the ability to automate the promotion and notification (including audit documentation) of RT Request Tickets from Review through the QA/Acceptence Testing & Approval process. The “RT Approval/QA WorkFlow” design is based on the Change Management Process Flowchart (Appendix A) as an installation standard.

System Overview:

The basic processing flow is as follows;

· A request ticket has been created in the appropriate review queue in RT.

· The ticket is analyzed, reviewed, prioritized, and approved/rejected by a review group (representatives of business and technical support).
· If rejected, the ticket status is changed to “rejected” and a notification sent to requestor.

· If approved, the ticket is moved to the appropriate support queue.

· The ticket is assigned to a developer/owner.

· The developer will work on the request, indicating progress using the Custom Field Work-Status.

· The developer or Queue Admin indicates the work product is ready for QA/Acceptance Testing.

· The QA team tests the work product.

· The requestor/approver either approves or rejects the results.

· If approved, a Migrator installs the work product into production and indicates this on the request.

· If rejected, the request is re-evaluated and either re-opened for more work or rejected altogether.

All promotions and/or changes to the status of a request are automatically communicated to the requestor.
Context Diagram



Key Events Roster:
· Request sent via Email.

· Request created via Web UI.
· Request analyzed/reviewed/prioritized/approved/rejected.

· If rejected, ticket removed from list, requestor notified.

· If approved, ticket moved to appropriate queue.
· Ticket assigned by supervisor/Queue Admin.

· Ticket self-assigned.

· Ticket owner/developer changes/initiates work product for request.
· Ticket owner/Queue Admin indicates work product ready for QA/Acceptance testing.

· QA Approver indicates acceptance/rejection of QA test results.
· If approved, Migrator indicates ticket resolution after work product installed into production. 

· If rejected, Supervisor/Queue Admin will either;
1. indicate re-working the request development, or
2. indicate rejection of ticket.
Key Events Table
	Key Event
	Detection

Mechanism
	Key Event

Input
	Response

	Business owner

makes request
	External
	Email
	Notification sent to Requestor confirming new ticket.

	Business owner

makes request
	Internal
	Web UI
	Notification sent to Requestor confirming new ticket.

	IS Employee

makes request
	Internal
	Web UI
	Notification sent to Requestor confirming new ticket.

	Ticket Rejected
	Internall
	Web UI
	Notification sent to Requestor that ticket was rejected, ticket status updated.

	Ticket Approved
	Internal
	Web UI
	Notification sent to Requestor that ticket was approved, ticket status updated.

	Ticket Moved to

Support Queue
	Internal
	Web UI
	Notification sent to Requestor & new Queue Admin that ticket was moved, ticket status updated.

	Ticket Assigned

By Queue Admin
	Internal
	Web UI
	Notification sent to new owner

	Ticket self-assigned
	Internal
	Web UI
	Ticket owner updated.

	Ticket owner

Initiates work
	Internal
	Web UI
	Notification sent to Requestor informing that work has begun, ticket status updated.

	Ticket owner

Indicates work

Ready for QA
	Internal
	Web UI
	Notification sent to Requestor & Approver  informing that work is QA ready, ticket status updated.

	QA Approver

Indicates QA Results
	Internal
	Web UI
	Notification sent to Requestor informing of QA results, ticket status updated.

	Migrator indicates

Ticket resolved
	Internal
	Web UI
	Notification sent to All watchers informing that ticket is resolved, ticket status updated.

	Queue Admin indicates

ticket re-work
	Internal
	Web UI
	Notification sent to Requestor informing that work has begun, ticket status updated.

	Queue Admin indicates

ticket rejection
	Internal
	Web UI
	Notification sent to Requestor informing that ticket is rejected, ticket status updated.


Design Considerations:
Assumptions:

· Ticket owners (developers) will make appropriate modifications to a ticket to reflect the sequence and status/process of their work.

· Queue Administrators will maintain members of the Review & Migrator Groups.

General Constraints
· All requests must have comments, email, changes to the ticket work process, and the ID of the person making the changes documented on the ticket and kept with the ticket history for audit purposes.

· All requests that impact production must be QA approved before being installed into production.

· Owner/Developer of work product is NOT allowed to be the QA Approver for the same request.
· Owner/Developer of work product is NOT allowed to be the Migrator for the same request.

· Those persons making requests must be kept informed of ALL changes to the status of a ticket.
Development Methods 

· Object oriented scrips and templates using PERL.
People of Interest/Roles:

· Requestor; the person that initiates the creation of a ticket, either thru email or the Web UI.
· Review Group, a group of business representatives and technical support personnel that review and approve/reject all requests for work.
· Owner/developer; the person that works on the request ticket.
· Queue Admin/Supervisor; the person that assigns the ticket. May also act as the Migrator?
· QA approver; a member of a group of at least two people (one of which represents the requestor/business owner’s interest) that exercises the work product through the pre-defined QA test scripts. Someone from the team (cannot be the owner/developer) must act as the Approver in order to indicate on the ticket that the results were approved/rejected.
· Migrator; the person that is allowed to migrate any work product into production (Queue Admin?).

Design Specifications:
Groups;

	Name                                     Application Responsibilities

	XX-Approval Group
	Indicate (dis)approval of the QA test results on the request ticket. XX indicates the RT queue or Application group of RT queues.

	XX-Migrator Group
	Install work product into production and mark the ticket “resolved” in RT. XX indicates the RT queue or Application group of RT queues.

	XX-Review Group
	Indicate (dis)approval of a request ticket. XX indicates the RT queue or Application group of RT queues.


Data Source;

	Name
	     Type
	Description

	Ticket Status
	Ticket Field
	New values “pending rv”, “rq approvd”, “pending qa”, “qa approvd”.

	QA Approved
	New Custom Field
	Indicates if QA results are approved. “Yes”, “No”.

	QA Approver
	New Custom Field
	Documents the UserID of person indicating approval.

	QA Approval Date
	New Custom Field
	Documents the date the QA test results were approved.

	Review Process
	New Custom FIeld
	Indicates the current state of the review process for a request ticket.

	Work-Status
	Custom Field
	Indicates current state of the development (Ticket Status = “open”) process (i.e. “Developing Specs”, “Unit Testing”, etc.).


Design Specifications:
New Scrips;

	Name
	Description

	Notify Requestor on Review
	Emails Requestor when the CF Review Process is changed to “Review in Progress”.

	Notify Requestor on Approval
	Emails Requestor when the CF Review Process is changed to “Review Complete-Approved”.

	Notify Approver on QA Testing
	Emails Approver when Ticket Status is changed to “pending qa’.

	Notify Requestor on QA Testing
	Emails Requestor when Ticket Status is changed to “pending qa’.

	Workflow on Request Review
	When the CF Review Process is changed to “Review in Progress” – results should be:
Change the CF Work-Status to “Pending Decision”.

Change the Ticket Status to “pending rv”.

	Workflow on Request Approval
	When the CF Review Process is changed to “Review Complete-Approved” – results should be:
Change the CF Work-Status to “Estimating Effort”.
Change the Ticket Status to “rq approvd”.

	Workflow on Request Rejected
	When the CF Review Process is changed to “Review Complete-Rejected” – results should be:
Change the Ticket Status to “rejected”.

	Workflow on QA Testing
	When the Ticket Status is changed to “pending qa’ – results should be:
Change the CF Work-Status to “Acceptance Testing”.

	WorkFlow Validation of QA Approval
	When the CF QA Approved is changed, the results should be: Ensure that the Approver and Owner are not the same UserId.

	Notify Requestor on QA Approval
	Emails Requestor when the CF QA Approved is changed to “Yes”.

	Notify Migrator on QA Approval
	Emails Migrator when the CF QA Approved is changed to “Yes”.

	Workflow on QA Approval
	When the CF QA Approved is changed to “Yes”;

- update the CF QA Approval Date with the current date.   - update the CF QA Approvor with the UserId.

- change the CF Work-Status to the value “Ready for Implementation”.

- change the Ticket-Status to “qa approvd”.

	Workflow on Resolved
	When the Ticket Status is changed to “resolved’ – results should be: Change the CF Work-Status to “Resolved”.

	Workflow on QA Rejected
	When the CF QA Approved is changed to “No”;

- change the CF Work-Status to “Hold”.

- change the Ticket-Status to “stalled”.

	Workflow on Rejected
	When the Ticket Status is changed to “rejected’ – results should be: Change the CF Work-Status to “Closed”.
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Appendix B


Project Glossary

ACL: RT has a rich authorization schema, based on Access Control Lists (ACLs). ACLs provide fine-grained control over what a user can and cannot do at the ticket, queue, group, and global levels. Rights can be granted by an administrator to specific users, groups or roles in which case what a user is allowed to do is a combination of user, group and role ACLs.

AdminCc: This person responsible to manage the Queue (See RT Queue Admin Guide). May or may not get correspondence about a ticket, depending on the notification scrips set up for a Queue.
Approver: The person responsible for approving the QA/Acceptence test results for the product. This is be done by giving this user (preferably a member of an “Approval Group” as opposed to an individual UserID) the “ModifyCustomField” privilege for the CF “QA Approved” on the ticket.

Attachment: An attachment is a discrete piece of content added to the ticket body. Every attachment is associated with a transaction.

Body: The ticket's body is the full, detailed explanation of the ticket. It is maintained as a series of discrete elements, called attachments , which are grouped together in a transaction. A ticket's body consists of all its transactions , arranged chronologically.

Conditions: How does RT know whether to execute a scrip? This decision is based on the scrip's condition , which determines whether a scrip is applicable to the current transaction.
Custom fields: These are application-specific information that are created specifically for the customization of tickets in RT. Custom fields can be created for 4 types of objects; tickets, transactions on tickets, users and groups. Each custom field can exist for only one type of object. Ticket and transaction custom fields can be tied to any number of queues, but user and group custom fields apply system-wide. Currently, we only use Custom Fields for tickets (in a Queue).

Types of custom fields used:
· Select; these fields have a predetermined set of values. Can select one or many. 

· Text; these fields hold multi-line blocks of plain text.
The new custom fields and their use are:

· QA Approved; the value “Y” or “N” is used to Indicates if QA results have been approved.
· QA Approver; documents the UserID of person indicating approval. Automatically updated by RT.
· QA Approval Date; documents the date of approval. Automatically updated by RT.
· Review Process; indicates the state of the review (in process, approved, rejected).

Project Glossary
Dates: There are many dates associated with each ticket, everything from when the ticket was originally created, to when it was last modified, to when it was resolved. RT automatically sets some of these at the time of certain actions, while some can be modified by anyone with the appropriate rights.

Types of dates for this project:
· Created: The date that a ticket was initially created. Updated by RT at “create” time. 

· Resolved: The date that a ticket was resolved. Updated by RT when a ticket status becomes “resolved”. 

· Started: The date that work was actually started on a ticket. Updated by RT when a ticket status becomes “open”.
· QA Approval Date: This date indicates when the QA test results of a ticket were approved. Updated by RT when Custom Field QA-Approved is set to “Y”.
Global:  Refers to the way a scrip and/or template is applied. The application can be for ALL tickets in ALL Queues (hence, global) or not. If not, then the scrip is “Queue-oriented”.
Groups:  Groups are a collection of users that represent the same organizational roles/responsibilities for a Queue. 

History: A ticket's history is everything that has happened to a ticket. RT automatically tracks every change to a ticket, including email. Ticket history cannot be changed. This audit trail provides detailed information about not only what changed, but who made the change and when the change occured.
Ticket history correspondence can take one of two forms: 

· Reply: Public remark/response that is sent to a ticket role/group/user via email. 

· Comment: Note (usually private) visible only to those with the privilege to “SeeComments”. This is useful for conveying technical information that is not of interest to a requestor or non-support groups.
Migrator: The person responsible for moving the product into production. This person could be the Queue Manager or a member of a “Migrator Group”.

Project Glossary (cont.)

Owner: The person (usually a developer) responsible for the ticket and its resolution. Each ticket can have only one owner at any given time. May or may not get correspondence about a ticket, depending on the notification scrips set up for a Queue.

Priority: Priority represents the relative importance of a ticket. It is represented on a numerical scale from 5 to 1, with 1 being the highest priority.

Queue: The method used for grouping tickets. The queue is the central administrative domain of RT. Permissions are applied to queues, rather than directly to tickets, so which actions you can take on a ticket depends on the ticket's queue.

Queue-Administrator: A person listed as the AdminCc. This person manages the Queue (See RT Queue Admin Guide).

Requestor: The person who created the ticket or asked for a ticket to be created for them. Always gets a notification when the status of a ticket is changed. May or may not get correspondence about a ticket, depending on the notification scrips set up for a Queue.
Reviewers: The group of personnel that represent both the business users (requestors) and the technical support groups that act as review committee to review and approve/reject requests for work from the business.
Scrip: A scrip is custom code set to trigger an action in response to specific conditions. For example, RT can email the requestor when a ticket is resolved or/also modify the value in a data field or Custom Field. Scrips can be applied to all tickets (Global) or to all tickets in a specific queue.
Status: This is the ticket status, which comes with RT and describes the current state of the ticket. Current values are: 

· new: The ticket has been created but not yet worked on (other than comments). 

· open: The ticket is actively being worked on.
· pending rv: The ticket is being reviewed and prioritized.
· pending qa: The work is complete and is currently awaiting results from the QA/Acceptance testing.
· qa approvd: The QA/Acceptance test is complete and the results have been approved.
· rq approvd: The ticket has been approved and will be moved to the appropriate support queue.
· stalled: Due to circumstances beyond the “owner’s” control, the ticket isn't getting worked on right now. It can be re-opened when someone corrects the situation causing the stall or rejected, if so decided. 

· resolved: Work on the request has been completed and installed into production. 

· rejected: The ticket is not going to be resolved, for whatever reason, but needs to be recorded in the system. 

· deleted: The ticket never should have been in the system. 


Project Glossary (cont.)

Subject: The subject of a ticket is analogous to the subject of the email that was used to create the ticket: used to convey the gist of the request at a casual glance.

Templates: When a “notification” scrip is activated, it executes a template. Most templates are simple email messages, but since you can embed Perl in them, they can be used to gather all sorts of existing ticket info.

Transaction: A transaction represents a single modification to a ticket, from changes to the ticket status to adding/modifying content to the other data kept on a ticket.
Users: A user represents a single entity within RT. Usually, RT  autocreates user objects when they sign onto the system using an existing LDAP User ID and password. Once a user exists, they can be added to existing groups for access to Queues.

Watchers: A watcher is someone who is interested in getting copies of notifications sent out for a ticket. Some watchers are set up for a queue (want info an ALL tickets in the queue) while others are attached to a single ticket.

Types of watchers are: 

· Cc: Someone who should get copies (depending on the notification scrips set up for a Queue) of any correspondence, etc. that goes out from the ticket. This person will see the email but may not have the right to work on the ticket.

· AdminCc: A Cc that also gets copies of private comments (depending on the notification scrips set up for a Queue) about the ticket and generally has permission to work on the ticket.
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