

IFAS Computer Coordinators

Recommendations for IT Services Documentation Requirements

Summary of Recommendations

Problem: Much of the available information about the services that IFAS IT provides is disorganized and out of date. New services are implemented, but not well advertised, organized or documented. This frustrates end-users and leads to inefficiencies in the delivery and maintenance of these services.

Recommendation: Current documentation should be reviewed, updated and improved according to criteria specified in the Service Documentation Requirements section below. The IT website should be reorganized with a focus on end-user and unit support staff requirements. It should provide clear and complete documentation of the services offered and should be kept current. The existence of this documentation should be well advertised via e-mail to all users of these services. Likewise, future additions and modifications should be advertised as they are made. Further, all future services should be developed with such documentation needs in mind.

Service Documentation Requirements

The relatively simple task of better documenting IT services could greatly improve these services. Improved documentation could pay great dividends for both service users and providers alike.

Documentation for Service Users:

If proper documentation is not provided to the users of services, many things become more difficult than necessary. 

· First of all, it is difficult for those needing services to learn about and take advantage of available services if they are not well advertised. Valuable services go under utilized.

· Carefully documenting the goals and purposes of available services sets user expectations and at the same time provides a structure within which service providers can meet those expectations.

· Once unit support staff and end users clearly understand the services that are available, they need to know how these services can be obtained or implemented. Without clear instructions, the valuable time of both clients and providers cannot be used efficiently.

· Services undergo changes. Service transitions, updates or additions can be expected to occur; problems arise for which the users should be notified.  If procedures for notification of changes, updates, alerts or transitions are not clearly specified, then changes can cause unnecessary confusion. Both the client and the provider should have it clearly specified how to proceed when changes or problems occur.

Fortunately, current e-mail and the web services provide ready means for rapid maintenance and dissemination of such information. The challenge is to review, update and improve the documentation of current services from an end-user perspective. Among the details that should be considered and included are:

· the purpose of each service, and the advantages each provides for users in comparison to alternatives;

· the goals of each service--including issues of coverage (who may use it), scope (what limitations apply), and planned availability (e.g., service hours and regularly scheduled maintenance periods);

· clear instructions on how services can be obtained or implemented, including a description of who to contact for questions that go beyond what is anticipated;

· unit support staff and end-user troubleshooting instructions and FAQs for each service--including support contacts and methods for problem resolution.

A mechanism for feedback on the usability of this documentation should be worked into the system so that the documentation can be continually improved to better meet the needs of the users. The IT website should provide a form that can be used to solicit comments and suggestions at various locations within the site. Additionally, Helpdesk and other support personnel should continually evaluate how current documentation is meeting end-user needs and solicit/implement improvements whenever possible. 

Documentation for Service Providers

Detailed service documentation can also greatly assist the IT staff in better implementing, deploying and maintaining services. A review of end-user documentation would provide a good time to reconsider many aspects of the internal documentation as well. Some issues that might be considered are:

· a detailing of the hardware, software and personnel resources available to the support of each service;

· operational procedures for each service, such as the maintenance of service logs recording what changes are made, how they were made, when and by whom;

· notification procedures for each service to be followed when changes affecting end-users are desirable or unavoidable--including the specifics of coordination with available unit support personnel; 

· protocol for the coordination of technical service issues with the IFAS Helpdesk and unit support personnel;

· details of service security implementation, monitoring and response.

Getting these and other issues documented in an organized, written fashion, and making this documentation readily available to all staff, could be expected to provide a positive influence on services overall. 


