CENTRE ™ (Common Enterprise Resource)

IT Service Management Software designed for 1SO 20000 ITSM

ISO/IEC 20000 is the international IT Service Management (ITSM) standard that enables IT
organizations (whether in-house, outsourced or external) to ensure that their IT service
management processes are aligned both with the needs of the business and with international best
practice.

The 1SO 20000 standard is based upon the best practice foundation of ITIL. It introduces a
service culture and provides the methodologies to deliver services that meet defined business
requirements and priorities. It identifies relationships and provides guidelines, objectives, and
controls.

CENTRE software has been certified as compliant with ITIL V3 in six (6) process areas. These
process areas are:

Incident Management

Problem Management

Change Management

Service Asset and Configuration Management
Service Level Management

Request Fulfillment

ITSM involves a paradigm shift from managing IT as stacks of individual components to
focusing on the delivery of end-to-end services using best practice process models. 1TSM
promotes the adoption of an integrated process approach to effectively deliver managed services
to meet the business and customer requirements.

ITSM is generally concerned with tasks dedicated to running the company or ensuring that the
systems and platforms perform as expected. It focuses upon providing a framework to structure
IT-related activities and the interactions of IT technical personnel with business customers and

users.
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ISO 20000 1:2011 specifies five key service management processes and their components:

» Service Delivery Processes:
Capacity Management
Service Continuity and Availability Management
Service Level Management
Service Reporting
Information Security Management
Budgeting and Accounting for IT Services
* Relationship Processes:
Business Relationship Management
Supplier Management
» Resolution Processes:
Incident Management
Problem Management
» Control Processes:
Configuration Management
Change Management
* Release Processes:
Release Management

CENTRE was developed to facilitate today’s Best Practices Certifications. By using CENTRE,
businesses can increase efficiencies across key business processes and satisfy many of the
requirements stipulated by international standards boards. Some of the benefits that may be
derived by complying with ITSM standards are:

» Cost Reduction

* Regulatory Compliance (Sarbanes Oxley, ISO/IEC, etc.)
* Reducing IT Complexity

*  Process Improvement

» Business Process Alignment

» Operational Efficiency

» Integration of Standards

As a result, an organization using CENTRE will be recognized as delivering successful service to
its clients and constituents with dependably high-quality and consistent methods and practices.

CENTRE’s ISO/IEC 20000 includes ‘CENTRE SO 9001:2008’ Quality Management System
elements which are:

» CENTRE - Document Control System (DCS)
*+ CENTRE — Human Resources

» CENTRE - Records Control System (RCS)

» CENTRE - Meeting Management

» CENTRE - Customer Satisfaction Surveys

» CENTRE - Supply Chain Management

» CENTRE - Ad-Hoc Report Writer

The elements are described in more detail on the ‘CENTRE ISO 9001:2008 Compliance Package
- White Paper, document # 1005’
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CENTRE 1SO 20000 ITSM Elements:

CENTRE - Contract Management

CENTRE’s Contract Management module has been designed with the flexibility to meet the
demanding needs of government and private enterprises. The Contract module stores Contract
specifics and maintains source documents, identifies customer services, equipment assets and
dependencies, historical asset usage and costs, and hierarchical SLA provisioning.

Simple yet powerful checkbox options manage important business rules for asset change
management, quality control, user assignments, and SLA variances.

CENTRE ITG — e ot

Accessibility Policy  C
. Change & - Human

IT Service - Supply Chain  Measurement &
Management Amalysha

Management

You are here:

1- Contract,Risk&SL 2- SearchContract

3- View Contract

New | Search | Projects | Services | CI Management | Assign TAMS | Custom SLA | Item Type SLA | Sites | Risk Management | Help

VIEW CONTRACT
Contract Number: 5a50-pap PPM Rate: g StartDate:; - g3 - ppgs  ClimportDes,
€0 George Hadiikyriakou EEEREEE o ExpirationDate:,; - 37 - 5915 [ | UpdateA
'CO Phone: 703-595-5282 Extension: 331 Sunday Rate: g Close OutDate: ;5 - 33 - 5020 [ | External
Customer Name: ITG DEFAULT - Minimum: 0 Days Extended: Use PPM
COTR: Billable: || No PPM Hours: 14 Include
‘COTR Phone: Extension: Travel: D No Days of Service: 365 Include
EETE—Y e e e
BOM: Hiarris, George -
Custe Contract #: Cl Cha I
Sb— " view Contract; 5999-000 -
TAME 500 vaon Service Name Service Type CLIN Price Option Oty Unit  Unit Total Service Start Date
A Cost Cost Status
Computer Warranty Service & Hardware 1 to 49 Units 1 1 1,152.86 1,152.96 Terminated 12/01/200
Maintenance Maintanance
[ Computer Warranty Service &
Maintenance ]
General Support General Support 0001 Mo Price Option 1 1 0.00 0.00 Confirmed 01/01/199
[ General Suppart ]
Item Relationships | View CI Log | Duplicate Record | Edit CI Change Request | Assign Services | Help
VIEW CONFIGURATION ITEM [ 299286 ]
Contract # 55550 POC Phone: 703 693-3232 Extension: 757
POC: George Harris Alt POC Phone: Extension: ;og
Alt POC: 5 ng Yoon Price:
Cl Number: 7y 1 Price Type:
ClNumber Log Cl Humber Summary Warranty Start:
S
Old €1 Mumber; CONFIGURATION ITEM RELATIONSHIP S
Item Type: S -
e kil ) Cl Number: BZDS72300030 Model: SETS01CW2
Subcomponent: None - . N
Manufacturer: INTEL City: Falls Church
Model: Power Edge 2970 i _
Configuration ltem Type: Server State: VA
Description: MTG-EXCHANGE Zip: 22043
Reh.}_f::h'p Cl Number Manufacturer Configuration ltem Type Model City
LICENSEE TO 39502959 MICROSOFT Exchange Swr Ent 2003 English OLP NL Falls Chur
LICENSEE TO 505778 DELL PC PM Falls Chur
LICENSEE TO Er200264 Windows Swr Ent 2003 Win32 English OLP NL Falls Chur
v
CHILD TO CHEOE4TVFQ CIsCo Networking Devices cisco W5-C3550-12T) Falls Chur
CINUMBER [ BZD$72300030 ] SUMMARY
T Total
First Service Service Total Parts | Total Parts | Electronic Subcontractor Last Service
Record Date Records Shipped Cost Repair Labor Record Date
Labor Charges
Charges
310/2008 40000 FHt 36 2 0.00 0.00 0.00 3/10/2009 4:00:01 PM
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CENTRE - Incident Management

Incident Management is an IT Service Management (ITSM) process area. The goal of the
incident management process is to restore a service operation as quickly as possible and to
minimize the impact on business operations.

Incident Management services are an important component of IT operations. Having an effective
tool to track and manage service requests is critical in today’s competitive business landscape.

CENTRE Incident Management is a fully integrated incident and problem management solution
that enables IT organizations to effectively and efficiently respond to service requests.

CENTRE’s Incident Management Module:

VIEW SERVICE RECORD

Workflow Status [ Not Initiated ]

Service Record #:  Contract & Catalog Service:

Service Record Category:

183187 5999-000 Request General Support - No Price Option - Confirmed -
Status: Priority: QA Complete: Cl ification: Time Zone: Days:
Closed v 1-low Survey Not Due - 180-Day Timeframe [] none v ME - e - -
Reference Incident #: Reference Request#: eme Event#: Customer Reference #: Sub Reference #: Customer Order #: Rap Id Class IfICatI on and esCaI atl On .
POC: Daniel Jenkins POC Phone: 703-605-5252 | 336 LookupEngineer: select Opened:os 25 2011 14 26 Val idates assets and faci I itates the
POC@: ganicl.jenkins@itgonline.com Engineer: Contacted: 04 26 2011 16 10
atpoc: atrvone: Openea i, cvisin 5. Diptcct i entry of new assets.
Caller: Caller Phone: Lookup TAM: Select v Confirmed: . o g
P Provides free text fields for Incident
Address 1 anie| Jenkins <daniel.jenkins@itgonline.com= Lookup SME: select WextETA: g5 12 2011 "12 00 - - -
Adrosa - e O R description and resolution.
City: Falls Church State: ya 20 22043 BOM: arris, George Closed: o5 26 2011 ~15 26 . .
— s o mtorkry; st Monitors Open Incidents.
Serial# 176153187 Description: other Sub Rating: o - ShippedDate:ns g5 3011
e st - = v oy Records and tracks customer
AssetTag#: AR: Impact: | _ | o, - . .
tem Type: Other Type Tasks: Servica Record TYpe: s, pport - SatISfaCtlon .
Subcomponent: yone - SLA Code: Service Record Closure TYPE! 5. nport - . . .
[l O eton | et P et < - Instant equipment repair history for
The Service Record was opened as: Local st ot Stoped. b= SLA Type Calculated  SLA SLA Met ? . ¢ . 9 ..
et L0 Resporse 575 2 Incident ‘Repair or Replace’ decisions.
Change Requests g On-Site: 0 0 -
1= Bridged to a Problem Management

description:

May I please request PDF editing software

Resolution: Comments:

such as Adobe Entered on: 5/26/2011 3:26:06 PM by :Rigney, Jason R. e

Acrobat for at least one of my computers (bath if possible)?

Missed SLA Explanations

System for Incident trending,

workarounds, and permanent solutions.
Linked to Change Management.
Creates warehouse pick tickets.
Returned parts are tracked and
monitored.

Incident reports and flexible search capabilities

MEASUREMENT & ANALYSIS

Reports marked with a () will only retrieve data from year 2077  and beyond. You may change this to access data prior to the current yed

Parts O pais Owed by Field Enginesrs > 7 Days - (Y)

' all Parts Owed > 7 Days - (Y]

Activity Reports © activity Reports Owed by Subcontractars = 7 Days - ()

Service Records

*) Find Service Record g

-/ Item Type Service Record Summary By Contract and Item Type
(Project Performance Measurements)

_) TAM Open Service Records Not Dispatched

) TAM Open Service Records Dispatched w/Parts Shipped

") Service Records and Service Record Complaints By Region
_) Service Record Performance By Serial Number

") Service Record Type by Contract

Subcontractors, © fing subcontractor Service Record Percentags
Projects ) find Tasks Exceeding Planned Period of Performance
Inventory © [nyentory Item Details By Contract
O Inventory Parts Usage By Contract
QA ) contract 0A Summary Resuits
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- Parts Owed by Subcontractors > 7 Days - (Y)

) Find Service Record Percentage By Hour (Performance Me
) Open Service Records By Contract

-/ TAM Open Service Records Dispatched

-/ Company Scere Card (Project Performance Measurement
) Item Types in Service Records Vs Contract Item List

") SLA Performance For Each Contract

| Average Costs per Item Type For Each Contract

_ Project Financials
- Find Subcontracter Service Record Percentage By Hour

~) Find Project Cost Categories Exceeding Year To Date Bud

~ Project Financial Performance

7 Repair Log Savings/Loss Analysis
2 Repair Log Contract Labor Hour Analysis

7 Repair Log Employes Labor Hour Analysis

__OA Summary Results For Each Contract.

Version: 4

Reports Subcontractor performance.
Supports customizable escalation
thresholds and automated alert routing.
Incident workflows may be
constructed to ensure actions are
approved and validated.

Provides SLA performance and
exception tracking.

All Incident management reports are
definable to historical periods,
contracts, and other selectable criteria.
Provides secure access.
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CENTRE - Problem Management

Determining what problem to tackle first and who is responsible for identifying the root cause is
critical for effective problem management. Properly tracking, prioritizing and routing problems
streamlines the process and increases problem-handling efficiency. As a result, organizations can
effectively address the underlying causes of incidents.

CENTRE Problem Management is an integrated Service Desk solution. It leverages flexible
workflow and data sharing, eliminates redundant and recurring incidents, identifies permanent
solutions and temporary workarounds, and provides a high level of visibility throughout the
problem lifecycle. Links between the problem, incident, change, and configuration items are
maintained for reference and reporting purposes.

Incident Record

CENTRE’s Problem Management maintains the VIE
relationships between the problem, incident, Workflow Status [ Not Initiated |
Change, and Confi gU ration reCOl’dS. Service Record #: Contract #: Service Record Category: Catalog Service:
209576 5955-000 Request hd General Support
Status: Priority: QA Complete: Classification:
Closed * 1-Low hd NO ¥ HNone
Reference Incident #: Reference Request #: Reference Event #:
SRR POC: £ achzel Beaupre Loc
Workflow Status [ Not Initiated ] POC Phone: 7q3_gog-goa2 POC Extension: -s5q
Problem # 57 Impact 2 - Med/Low-Somewhat Sic + Priority: 2 - Med/Low-Somenwhat Sic 7 POC@: ;. hacl.Beaupre@itgonline.com
Urgency: 2 - Med/Low-Somewhat Si; ltem Type: Phone Systems - Status: Problem (No Solution Avaifble) v Alternate POC:
City: Subcomponent: Select Subcomponent - Manager: Yum, Thomas Alternate POC Phone: Alternate POC Extension:
State: Wanufacturer; MICROSOFT v CreaonDale:08 15 2013 Caller: oo
- Rl et Caller Phone: 73.558-5232 Caller Extension: 75,
Country; United States - Agency: 15
Problem Description: Problem Fix: Related Incideats :
Since migrating to the 2013 Edge Server, usershave Addre=s 1: 2745 Hartland Road; 2nd floor
been experiencing random call drops nd quality issues 209753 Address 2:
200865 City: Falls Church State: ya Zip: 23043
ﬁ?giﬁg Country: |nited States -
210346 Manufacturer: o ep Model: 5013
o Serial# 176209576 Description: oTHER
New Serial #: SN verified
Asset Tag #: 5L
item TYPe: oihar Type - Fart

ponent: one v

Customer contacted after Service Site User contacted
Record closed
Service Record was opened as: Local

Problem/Known Error 1

Supports flexible threshold escalation and notification.

Facilitates customizable reports.

Maintains historical records for support staff.

Maintains a complete detailed audit log of the change record.

Tracks ownership and problem responsibility.

Maintains free text areas to define problem descriptions and resolution.
Automatically increases problem priorities based upon the number of associated
incidents.

YVVVYVYYVYY
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CENTRE - Change Management

In today’s demanding business climate, IT change is unavoidable. Unfortunately, so is the
unplanned downtime that results from unauthorized, ad hoc, or poorly implemented changes.
When systems and users go offline, the impact is felt in reduced productivity and lost revenue.

Managing and controlling change is a vital undertaking to business operations. CENTRE’s
Change module is designed to keep the Change Management process moving forward by
allowing IT organizations to put a much tighter focus on what’s being changed, who’s making the
change, and how changes will impact resources and users. It provides the solution to:

e« Reduce downtime <= Improve visibility e+ Provide escalation <+ Track compliance

e Post Change Review Schedules e

Reduce the business risk of implementing change

e« |dentify and link related records (Configuration Items) < Maintain detailed audit trails

Post Change Review

Risk Impact and Back-out of the Change

NEW POST IMPLEMENTATION REVIEW FOR CHANGE REQUEST [ 232] NEW ANALYSIS FOR CHANGE REQUEST [ 232]
The mandatory editing fislds ars indicatsd with an asterisk * e e e B ) :
Impacts. and business.
“Diats of Follon-up Audit: E e
Assigned Auditor: o, . -
Audit Program Manager: - =
Actual FoBow-up Dats: :I
Vs sction tsken sftective?: _ .
Rssolution:
Identity and deseribe &
gt e
found ur attar
impiementation:
A
Change Record 1
VIEW CHANGE REQUEST [ 232]
eron s ok a3
Changs Request Name: ITIL V3 - Modify the Asset "Serial Number Summery’ display to include two (2) sdditional fields,
Category: Desirsd Complstion Dats: 9/12/2008
Changs Type:
‘Change Authority:
Oosctption of unt o U NOT .. s1 ncrmation ben veing > Sera umber Summary
Root Causs:
e — S
— -
Internal Audit Number:
Status: Approwsd Date:
Approvea BY: Bagin Worx Date:
Assigned Too Dus Cuate:
Information Sscurity Approval Required: ‘Completed Date:
PR s
Dats Last Upastsa: 5/28/2009 3:56:11 PM
Last Updated By: Hadjikyriskou, George
] /28/ 2000 3:56:11 PM Changed by: Hadjikyriakou, George o
v Assessments Related (Cls) to this Change 4
NEW ASSESSMENT FOR CHANGE REQUEST [ 232]
o e X
e et flalehilowve CE e CONFIGURATION ITEM SOURCE RECORDS
Cost Reduction: Configurstion Ttem Souree Type Configuration Tem Source Key Colurn Value Delete Ttem
(Person Hours Per Year Vaks)
Revsnus Enhancsment:
{Curnency Vake)
Compliancs:
(RegistranonAporatsal)

Riskfo Qualty: =t o
RisktoFinancs: -

Rik t0 REpUtEtion: cope o
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CENTRE - Configuration Management

The Configuration Management goal is to provide a logical model of the service support
infrastructure. At a minimum, this requires identifying and storing configuration items (ClIs) in
an asset repository.

CENTRE’s Configuration Management system provides a broad range of infrastructure and asset
management tools which support configurable asset types, relationships, and services. CENTRE
Configuration Management offers the:

Ability to associate the incident, problem and change record to the related CI.
Ability to track and relate all events that impact the CI.

Ability to set up standardized CI relationship types.

Provides a “single master of record” representation of your infrastructure.
Ability to track, manage and report on Cls and the CMDB with a variety of real-
time and trend reporting tools.

Ability to track history of CI modifications.

Ability to create relationships between Cls.

Centralized CMDB that is shared across all ITSM processes.

Enforcement of standard naming conventions.

YV VY

>
>
>
>
>
>
>

Incident links to ClI

ClI attributes and values
Contract # 5065-000
POC:
Alternate POC:

Cl Number: 47535421

Reference Request #:
Cl Number Log
Olid Cl Number:

Cl Humber Summary

POC Extension:

Item Type:

Primter -
Alternate POC Extension: Subcomponent: onea -
- Model: =500
Description: o o
Address 1: 200 norh High Street Manufacturer: g | -
Address 2.
it Columbus Stater on Zip: 43215-2463 Quantity:
Countoy: nitad States ~ CLIN:
Manufacturer: 5e L Model: iszo0
Serial #: 4, 55021 Description: printar AssetTag: ga7ooa
N ™ S verified
AssetTaa s garana
teern TyPe: Erinter - ) T
Change Management l CI Summary with number of Incidents, Parts, and Costs
Cl NUMBER [ 4153H21 ] SUMMARY
VIEW CHANGE REQUEST [ 232] =
First Service Service | Total Parts | Total Parts | Electronic th;:tt’r'a ctor| Last Service
Record Date Records Shipped Cost Repair Labor | '3 “?"%" 7| Record Date
vy’ display to include two (2) additional fields. Charges =
Desired Compieson Date: 9/12/ 2008 8/18/2007 12:08:44 PM 10 14 1,123.45 0.00 1,187.50  |4/12/2011 5:32:51 PM
e "Serial Number Summry’ disslay to incude two (2) acdtonal fislds of =
2- Humber of Changes related to this item. C I Relati OnSh i pS :
CONFIGURATION ITEM RELATIONSHIPS
CONFIGURATION ITEM RELATIONSHIPS CI Number: CHKD847VIFQ City: Falls Church Urgency: 2 - Medium
CI Number: BZDS 72200020 City: Falls Church Urgency: § - High Manutacturer: CISCO State: VA Impact: 3 - bledium
Rl UL e Impact; 5 - High Configuration ltem Type: Networking Devices Zip: 22043
[ = H D Model: cisco WS-C3550-12T Country: United States
Model: SETS01CW2 Country: United States "
Description: |TG-Acoess- Switch4
Description: ITG-EXCHANGE
Relationship [Configuration tem ] Zip
R"ET’;’:’:""’ ClNumber | Manufacturer Cenfiguration Htem Type Model City | state Czn‘ge Country | Urgency| Impact | Add/Remove| Type by | T Type e By State| ¢ oge oy |l e
LICENSEE TO| 29502959 |MICROSOFT| Exchange Swr Ent 2003 English OLP NL Falls Church| VA | 22043 United States) 1-Low | 1-Low| =] PARENT TO | BZDS72300020 INTEL Server SE7S01CW2 | FallsChurch | VA | 23043 | United Ststes 5-High 5-High|  =|
LCENSEETO & Fe Fu Falls hurch) VA 22043 United States 27 1-Low =] PARENT TO | ECHK4450431 |  INTEL Senver SETSOiCW2 | FallsChurch | VA | 22043 | United States 5-High 5-High|  =|
LICENSEE TO Windows Sur Ent 2003 Win32 English OLP NL Falls Church Va 22043 United States 1-Low 1-Llow ;J FARENT TO ECHK4480327 INTEL Server SETS01CW2 Falls Church | WA 22043 | United States 5- High 5 - High ;J
c 3- 3- -
il R B cisco WS-G3550-121 Falls Church| VA (22043 United States) 20 i =] PARENT TO | FOCOS01WZ4C | CISCO  |Networking Devices|  (2850G.24 United States |5 - High ME:“"" =
3- 3-
CHILDTO CHiko s A2 casmpazT  Falls Church) VA 22043 Unied States 1 i veium ) PARENT TO | FOCOS087304 | CISCO  |Netwoking Devicss (C2850G48 | Fall:Church | VA | 22043 | United States 5- High ME:"HM =
PARENT TO | FOC104371WR | GISCO |Networking Devices Catalyst2860 | FallsChurch | VA | 22045 | United States M;;“m Me:"“m =l
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Workflow Status [ Not Initiated ]

Change Request Name: Causal Analysis and Resolution

Change Authority:
Proposed Change:

CENTRE - Release Management

As software systems, development processes, and resources become more widely distributed,
they become more specialized and complex. Release of software products and hardware is an
ongoing cycle of development, testing, verification, and release. Release Management solves the
growing complexity of systems which must fit together seamlessly to assure the success and long-
term value of a product or project.

CENTRE’s Release Management is tightly integrated with ITSM processes and is designed to
sustain software management in a planned, traceable, and orderly approach. Development of new
software and modification of existing software is phased with documentation, verification, and
disciplined execution. CENTRE’s Release Management will impart Best Practices through
effective policies and procedures by:

» Tracking compliance. » Tracking costs and hours.  » Maintaining audit trails.

» Reducing costly downtime and rework. B Effecting software patch management.

» Qualifying and quantifying the outlay. » Reducing the risk of implementing change; and
» Managing the control and protection of software assets.

Software Requirement
Change Request View REGURBMENT{#72

Workflow Status [ Not Initiatad |

VIEW CHANGE REQUEST[ 83 ]

Verifioat
3/29/2)

Category: Desired Completion Date: 5/31,
Change Type:

4/15/2007 B:55:16 AM Entered byiAgritellis, Elias C.

Requested by: Angelakis, Michssl

Add Customer Survey functionality to Tasks and Change Requests as in Service Cal
There will ba links to the survey screen on all three screens. The axisiting Survey

Requirement Scores and Comparison

Requirements Score Card for Program [ITG CENTRE | - Release [ 487 l
Reginat e ted Design, Estimates, and Process Area
TSRS ) e T Requiement | Vabdabon I llhm ('ﬁﬁﬁﬁ H:;:Ld;faw 2 Di:t
Line Requirement signed To uiremen ati ssues  Issues  Con par ariance
s Resouree = B Heakied Tieatfed  Review tours Bors [t EDIT DESIGN SPECIFICATION FOR REQUIREMENT[ 872 ]
! L Ooed el bidelS, Chgeundosly Foles S, | Mo Mo |SchereDevlopment 1SL0V2 22| B3| 0 Date Created: 4/19,/2007 9:13:08 AM Created By: Agritellis, Elias
H 1O oo idgetS,  Mewfundosly | el BidgetS. | o Mo Scbbere Development 116726 75 3575 | 0 Date Last Updated: 2,/9 /2008 11:59:46 AM Last Updated By: Hadjikyriakou, George
3 D O Felos BicgetS | Dot CoooukisBomenel Mo Mo |ediickou Geome 1433 135 381 1
4 L Ored Feles BicgetS | MewFuiuelly Covtulsis Bnmanuel Mo Mo |SohhereDevopment 7788 235 71| 0 Desal REQUIREMENT [ 872 ] - PROGESS AREAS
5 § O Felos BicgetS | Meiewie Covoulsks Bnmeniel Mo Mo SobherDeilopment TRSME 315 B 1 Add ©
g © Ol Covtoks Enmanuel Meiwwne  Coutullis Enmaniel W0 o fore 1006 9.5 W1 0 Th = Process Area Description
Uit Fell, Bidgt 5 it | FesBidgeS | b Mo | Pangdlos Somoln) 100 15 0 iy Name
1 1 ers, 3 lrs, Bridget 5. ngalos, Spyo (] | LOBIT L 2 screer
CMMI-CORE L2/CM Configuration Management
8 Lom el mies et ResdiEs W ko SheeGue  LBD 1 TH 0 fialds e —
- ol S o e~ — — e e e | CMM? ~Are s ~man =
crest @ EDIT ESTIMATE FOR REQUIREMENT [ 872 ]
reat:
The mandatory editing fields ave indicated with an asterisk *
Creat ¢ \WorkDescription: 55,5007 3:43:30 BM Entered by:Angelakis, Michael b. B
| This requitement is being changed to reflect discussions during the Software Management Review Board
. surve) measting.
Release Scores and Comparison ®
Craat: 1-At the Project screen level the Praject Manager will decide, (by selecting an available option), if the
Requirements Score Card per Release cl project is subject to Custornar QA and Surveys.
L2
Progemiians: seet - Creat: Cl 2-A list of available Customer Survey Forms vill be presented to the Project Manager for selection
1
Percen) 3- All forms must include the contents of the paragraph below.
Totsl | Totsl | Total Defect | Defec] In_saicMmml
} oo || P b | [l i a 4/19/2007 B8:55:16 AM Enterad by:Agritallis, Elias C. -
] Progrmn o o P [ e b [ o e e L"Basis of Estimation: ;4 Customer Survay functionality to Tasks and Change Requests s in Servics Calls. Thare vill be links =
5 e = cas | wa | WA | WA | WA | wa W e JR— ta navigate to the survey screen these screens
1 176 8eamn 625 | WA | WA | WA | WA | wa WA WA ‘5. Med= 1, High=1.5)
76 Corprate Wetst T in | wa | w 7 7
Al oo lolo ml o s Al eiting Sy steans (2) and e surey eraen (2) shal il & new et of Sousal Ansiyss ans
5 176 Beacon = ==l ollca o0 h = = CMM Resolution fields w in the following sections:
: :L:::z = 56::2 95:‘;75 :,‘:7 Ei]:] N}" "i "?A ;A 1; ead:dh zfthe survey screens (new and existing), along with the standard fields, the following should also
: Tous s E7477 | NA | WA | NA | WA | WA WA WA = scde
0 E i 2 e | 0 O A A B ) i 1. Checkbox to categorize it as a Compliment or a Complaint. (already a part of the Customer Survey)
s e w79 7315 | 4 s | 0 | 2 | o o _f
*Minimum: 200,82 *Most Likely: 269.92 *Maximum: 239

Estimate: 750.918332 Confidence Level (%): 50

Estimate Created by: Hadjikyriakou, George Estimate Creation Date: 05 01 2007
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CENTRE - Project Management

Project management is a planned and organized endeavor to accomplish a specific undertaking or
task. Project management includes the development of a project plan, goals and objectives,
specifying tasks, identifying resources, and associating budgets and timelines for completion.

CENTRE’s ‘Project Management’ system tracks Projects in a planned, manageable, and
systematic approach. It provides resource management, time tracking, expense monitoring, and
workforce collaboration. It is a Web-based system designed to support multiple users modifying
different sections of the plan at the same time. It assists Project Management personnel by;

e Providing Best Practices through effective
policies and procedures.

e Monitoring project and task status.

e Reporting project and task timelines.

e |dentifying task predecessors.

e /mporting data from CENTRE and external
sources

® [dentifying risk mitigation and outcomes.

Project Summaries

e Offering intuitive, fast, and, powerful search
capabilities.

e Providing tracking for multiple locations.

e Tracking project documents and equipment.
e Tracking resource hours and expenses.

® Generating Gantt charts.

e Interfacing with time card entry.

Task Analysis
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CENTRE - Financial Management

Financial Management refers to the concepts of time, money and risk and how they are
interrelated. Finance is one of the most important aspects of business management. Without
proper financial planning and management, an enterprise is unlikely to be successful.

CENTRE possesses many posting and reporting features to ascertain financial health.
Throughout CENTRE, costs are captured, audit trails are created, and risks are identified.

CENTRE’s standard search screens (which are available in each module) permit a user to
instantly filter data to his or her needs, thus providing information such as service costs,
purchasing trends, and supplier performance.

CENTRE also has the capability to run background ‘Potential Problem Management’ scans
designed by the user to watch over data that has breached user established criteria. CENTRE’s
‘Potential Problem Management” was developed to raise alerts by systematically scanning
CENTRE data records for problem trends or record conditions (such as cost levels). The PPMS
system is coupled with CENTRE’s Ad-hoc reporting system providing an exceptionally flexible
analysis tool.

CENTRE supplies financial management and budget reports by project, category, and by month,
and it was designed with the capacity to export and import data in a standard format with external
accounting systems for further analysis and tracking.

CENTRE Financial Reporting by Project and Category

Search Project > Select Project > Back to CENTRE

VIEW PROJECT FINANCIALS BY CATEGORY

SUMMARY

Praject StatuaiActiva Pregact CategaryilUnasaigned Project Typa: Unassignad

SCHEDULE
Plannaed Start Date:(9/1/2004 12:00:00 AM 2.00:00 AM
Plannad End Date: 13/31/2015 12:00:00 AM Actual

EARNED VALUE MEASUREMENTS - PART I [CONTRACT TO DATE VALUES]
ctual te Date v

Projected to Date Actua Projected 9% to Completion Actual 36 to Completion
1313 133,56

o
19.91

38,33
s2.89

sa

12.00 o

EARNED VALUE MEASUREMENTS - PART II [AT YEAR END : 2008]
Brojmctad to Datel Actusl to Date) Catagory 1t

o841 s8.70 Average Maintenance Lasor Cont per inatallation B B
28.06 tion

s7.41 az1.07

FINANCIAL SUMMARY

o
10.00

©|3.800,000.00

OVERHEAD
GENERAL 6 ADMINISTRATIVE
CUSTOMER SATISFACTION

age
315.00 229.30
0.00 0.00 0.00 0.00

COST PER CALL 0.00 315.00
COST PER INSTALLATION 0.00 0.00

Back Edit
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CENTRE - Measurement and Analysis

Systematically measuring and monitoring progress against objectives is essential to good
corporate responsibility management.

CENTRE maintains a standard set of reports on the ‘Measurement and Analysis’ menu.
Reporting on progress against the plans is available within CENTRE and is available to
stakeholders and other authorized personnel.

The reports highlight:

Outstanding parts and equipment.

Outstanding Activity Reports due by engineers and subcontractors.
Service Record metrics (performance, cost, and scores).

Inventory details and usage.

Quality assurance.

YVVVYVYYVY

MEASUREMENT & ANALY SIS

Reports marked with a (¥) will only retrieve data from year 9013 and beyond. You may change this to access data prior to the current year.

Parts Parts Owed by Field Engineers > 7 Days - (¥) Parts Owed by Subcontractors > 7 Days - ()
All Parts Owed > 7 Days - (¥)

Activity Reports Activity Reports Owed by Subcontractors = 7 Days - (¥)
Service Records Find Service Record Percentage (Performance Measurements) Find Service Record Percentage By Hour (Performance Measurements)
Item Type Service Record Summary By Contract and Itam Type Open Sarvice Records By Contract

(Project Performance Measurements) TAM Open Service Records Dispatched

TAM Open Service Records Not Dispatched .
Company Score Card (Project Parformance Measurements)

TAM Open Service Records Dispatched w/Parts Shippad
Item Types in Service Records Vs Contract [tem List

Service Records and Service Record Complaints By Region
SLA Performance For Each Contract

Service Record Performance By Serial Number
Average Costs per Item Type For Each Contract

Service Record Type by Contract
ype by Project Financials

Subcontractors Find Subcontractor Service Record Percentage Find Subcontractor Service Record Percentage By Hour

Projects Find Tasks Exceeding Planned Period of Perfarmance Find Project Cost Categories Exceeding Year To Date Budget

Project Financial Performance

Inventory Inventory Ttem Details By Contract Repair Log Savings/Loss Analysis
Inventory Parts Usage By Contract Repair Log Contract Labor Hour Analysis
Repair Log Employes Labor Hour Analysis

QA Contract QA Summary Results QA Summary Results For Each Contract
Contract QA Summary Results By TAM Contract QA Summary Results By City
Contract QA Summary Results By SME Contract QA Summary Results By EDM
Contract QA Summary Results By Local FE Contract QA Summary Results By Subcontractor
Contract QA Summary Results For a specified Score and Contract QA Less than Mean and Parameter

Specified User Category

To devise other measurement and analysis reports, CENTRE provides the Ad-hoc reporting
system. This system is an agile information extraction program designed to effortlessly
interrogate CENTRE’s collection of data. The Ad-hoc system guides the user through a series of
comprehensible screens, making this one of the most powerful and flexible features within
CENTRE.

== Tablez Joins | Columns | Aggregates | Filters | Group By | Sorting | Options | Run Report

TABLE NAME SELECTED TABLE

AccessType - Contract
Actionltem Customerlnvoice
ActionType SalesOrderHeader
ActivityReport

AdhocReporiLog

ADMC2FreightAmount

m
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