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[bookmark: _Toc433029921]Introduction

The Work Request Management (WRM) system is a robust and integrated solution which allows you, the customer, to better manage their work request (WR) portfolio. It provides you the ability to share files, transact business, and measure performance.
[bookmark: _Toc433029922]Overview of WRM
[bookmark: _Toc433029923]Accessing WRM
All users must have a COV account to access WRM.  In order to request a new account or make changes to an existing account, you will need to follow the guidelines presented at https://esupport.virginia.gov/, including the completion and approval of any required forms.
Once a COV account is established, you must contact VITA at VITAOneStop@vita.virginia.gov to request access.  The level of access is granted based on the function you will perform.  For agencies, AITR approval is required. 
Your access level is displayed at the top of the WRM Home page (search view).
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[bookmark: _Toc433029924]WRM Home page
When accessing WRM, you will be taken to a homepage. Depending on your access level, the homepage will be either the search view or the dashboard view as shown below.
Search View
[image: ]
Dashboard View
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[bookmark: _Toc433029925]Navigation Menu
The navigation menu is found on the left side of the screen. It provides you with the ability to select various functions available within the WRM (Note: options will vary based upon your access level):
[image: ]
1. Home: takes you to the dashboard view
2. Search: takes you to the search view
3. Add Work Request: allows you to create a WR (with the appropriate access levels)
4. Work Packages: search screen for WRs linked to a Work Packages
5. Service Catalog: navigates to the service catalog website where the form library can be found
· The Service Catalog Form Library contains all requirements documents and standard forms currently in production
6. Customer Feedback: navigates to the Connections SharePoint site where you can provide process and database comments (not intended for entering issues regarding specific WRs issues)
7. Extract: downloads an extract of all available work request details into an Excel format
8. WRM User Guide/Dashboard Orientation: navigates to training material
[bookmark: _Toc433029926]Search View
The search view is used to locate specific work requests.
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[bookmark: _Toc433029927]Search View Navigation
You may refine their search criteria by selecting specific items to narrow the results. 
· Examples are circled in red. 
· By default, the search view loads with all of your assigned work requests that are active. 
· To view all WRs or those that are inactive (cancelled or complete), change the values in the area circled in green.
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[bookmark: _Toc433029928]Search Field Definitions
	Field Name
	Description and Use

	CAM:
	VITA Customer Account Manager associated with the WR. Note CAMs are assigned at the customer level, not by WR.

	CSP: 
	Customer Service Provider associated with the WR. The CSP is the supplier representative. They are assigned at the customer level, not by WR.

	Work Request Status: 
	Phase assignment for WR.  Only certain phases are available depending on the type of WR.

	Work Request Number: 
	Automatically assigned by WRM when the WR is created. The number begins with the customer acronym for helpful identification of the customer.

	Work Request Type:
	Type of work request

	Standard Forms:
	If the WR is a standard form, you can search by standard form type

	Customer: 
	Lists all executive branch agencies and most boards, commissions, and higher education institutions. Contact VITA if the desired entity’s name is not found on the list.


If you are unsure of the previous options, you may search based on a keyword:
	Field Name
	Description and Use

	Work Request Name or Request Description Keyword:
	Enter keywords or phrase for a work request.


To export the search results to Excel, select Export Results button at the bottom left of the screen. 
[image: ]
[bookmark: _Toc433029929]Dashboard View
Listed as Home on the left side menu, the WRM Dashboard is designed to help you find actionable information quickly. Your WRs will be summarized in the status grid with the WRs requiring your action listed below under My Tasks.   
[image: ]
· Category Status Grid:  Every Category heading and number under it is clickable. Clicking on it will reveal additional information including lists of WRs. 
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· My Tasks:  This is the default query each time you open the Dashboard. My Tasks is a list of items waiting action by your agency. 
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· Gold stars: these appear next to any WR updated in WRM since the date indicated by the user. The date setting can be adjusted in the field found in the upper right of the screen. This is a helpful tool if you have been out of the office for a period of time and need awareness of changes to your portfolio.  
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· Color Icons:  these appear next to any WR not performing within the specified timeframes.
  [image: ]





The definitions of each color icon can be found by selecting the green question mark at the following location.
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[bookmark: _Toc433029930]Viewing a Work Request
To view or print an individual WR record, select the View/Print button to the left of the WR number.
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You have the ability to print the individual WR record from the View screen.
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Once you select the Printer Friendly Work Request Extract button, you will have the option to Print, Edit Work Request or Cancel (exit the screen).
[bookmark: _Toc433029932]Adding a Work Request
You (depending on the assigned access level) have the ability to create a new WR. Select the Add Work Request button found on the left side navigation panel. The below screen will appear.
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Complete the form using the following field definitions.
	Fields Names
	Definitions

	Customer
	The agency or governmental entity responsible for this work request. If the entities name is not found, contact VITA for direction.

	Work Request Name
	A short descriptive name of your choice

	Work Request Type
	The type of work request being processed. Select from the drop-down field. 
· Selecting Standard Forms as the WR type will result in a second field appearing. You will be prompted to select the standard WR form type being submitted.
· Change orders may only be opened for WRs that are currently in the implementation phase. You will be prompted to select the associated parent WR.

	Service Group
	This represents the supplier who will be providing the service. Northrop Grumman is the default for all custom WRs and estimates. Service Group assignment for standard forms is automatically assigned. Unless directed to change this field, leave the default selection as is.

	Stakeholder’s Section
	This includes the customer point of contact information. Completion of these fields is optional because the information is already included on the requirements document or standard forms.

	Work Request Desc
	A description of the request provided by the person creating the request.

	Link to a Work Package
	Provides you with the ability to link this WR to a predefined list of Work Packages. 
· If yes, is selected, a drop-down list with selections will appear.
· A work package allows multiple WRs that are related to be grouped together for reference purposes.
· Contact VITA if you need a work package created.

	Major IT Project
	This selection indicates if this work request is related to a major IT project.

	General Comments
	A secondary text area which allows you to provide comments regarding the WR 

	Address Information
	Includes street address, floor, city, state, postal code fields. Completion of these fields is optional because the information is already included on the requirements document or standard forms.

	New Location/Relocation
	Indicates whether this WR is related to a move or a new location.

	Customer Requested Production Date
	The date when the customer needs implementation completed. 

	Customer Requested Production Date Reason
	Allows you to provide the reasons for the requested production date and business impacts of that date. If the date provided is a hard date or is flexible, please provide details in this field

	Requirements Details
	This section is not used. Complete and attach the appropriate requirements document found in the Service Catalog Form Library.


* Fields shaded in orange indicates required fields
Once the required fields have been completed, you have the option to save as a draft or submit the work request.
1. Select the Save as Draft button to save your work as a draft. You will remain on the edit screen and the following message will appear at the top of the screen: Congratulations, you have successfully saved your new Work Request as a draft! This Work Request has not been submitted to VITA.
[image: ]
The following fields in Figure 3 are automatically assigned following the creation of a WR and will appear once the WR is saved in Save as Draft mode.
	AITR
	The agency’s primary point of contact with VITA, the “Agency IT Resource”.

	VITA CAM
	VITA CAM associated with this work request.

	CSP
	Customer Service Provider


WRs saved in draft form will appear on the search page without a WR number and will be listed as Pending Requirements Completion.
· Note that VITA will not see this WR while it is in draft form.
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2. To submit your work request to VITA, place a check mark in the box circled in red in the below picture. Then select the Submit Work Request to VITA button. 
[image: ]
The below view screen will appear and you will have the option to Submit Work Request to VITA or Go Back and Edit. 
· If you choose to Submit Work Request to VITA, this work request will be submitted to VITA and a WR number assigned. You will be taken back to the WR page so you can note the WR number and continue to edit the WR if desired.
· Note WRs are automatically assigned to the Customer Initiation Phase when created. VITA has not been notified to take action on the WR at this time.
· If you choose to Go Back and Edit, you will be return to the Work Request – Edit screen.
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[bookmark: _Toc433029933]Cancel a Draft Work Request
If the WR is still in the Pending Requirements Completion phase (WR number has not been assigned), you have the option to cancel. The Cancel this Work Request button will appear after the WR has been Saved as a draft or after selecting the Go Back and Edit button. 

[image: ]

Select Cancel this Work Request button; enter a General Comment and select Cancel this Work Request again.  The status will be changed to Canceled.

[image: ]
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[bookmark: _Toc433029934]Editing a Work Request and Loading Documents
After a WR has been created (WR number assigned) you may edit selected data fields and load documents. Open the WR by selecting it from the Search view. Select the Edit button to the left of the work request number. 
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The WR record will appear. You may now edit any available fields. After you have edited the WR, you may:
· Save the changes and remain on the record.
· Save and Close the record. You will be taken back to the search view or dashboard view.
· Cancel the changes. This does not cancel the WR.
Note that all changes are recorded in an audit trail available to VITA.


You may also load documents be selecting the Add Document function. 
· Do not load any document that contains sensitive or private information (ex: social security numbers or personal medical information).
[image: ]
The following fields will appear if you select the Add Documents function.
[image: ]
To load a document, you should:
· Select the document type. This is a dropdown list. Note document types are limited by your access level. The document type of “Other” is provided for any documents that do not match the defined Document Types
· Select Document Name which allows you to provide a short description of the document. If providing a revised document, indicate the version by ending the document name with V2, V3, etc.
· Select File Location which allows you to select the file to be loaded from their PC. Note there is a 4MB file size limit.
· Select Save Document if only one document is to be loaded; Save and Add Another Document if more than one document is to be loaded; or Cancel to not save the document.
· If a document is accidentally loaded, contact VITA to have it deleted.
· Once the documents have been saved, you must save the WR entry to capture all changes including the addition of the documents. This is done by selecting the Save or Save and Close button.
[bookmark: _Toc433029935]Electronic Approvals of Work Requests
Customers with the appropriate authority may approve WRs either by:
· Signing and returning the customer quote or standard form to VITA via the VITAOneStop@vita.virginia.gov email address
· Electronically approving the WR in WRM
To electronically approve a WR in WRM, you should follow these steps. Only AITRs or those customer staff with appropriate access levels may electronically approve WRs.
[bookmark: _Toc433029936]Electronic Approvals of Design and Build WRs and Change Orders
For Design and Build (aka: Custom) WRs and Change Orders:
· Receive and review the customer quote and statement of work which will be sent by VITA to the AITR. Note these documents are also loaded to WRM and available to the customer.
· If the proposal is acceptable, the AITR selects the Edit function for the WR (see previous section)
· Once the WR or change order is open, the AITR should verify the information in the cost section matches the costs listed on the customer quote. These fields will already be populated with the cost information.
· If this is a change order, the cost from the originally approved WR and the change order will be provided. Recurring costs are listed as either monthly or annually.
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· When ready to approve, the AITR should change the phase assignment to 3A – Customer Approval Received and select the Save button. 
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· This action will trigger a secondary confirmation window to appear. 
· This window will ask the AITR to confirm they are the authorized approval and list the costs associated with only this approval, not the entire WR if this is a change order.
· Record of this approval is kept within WRM.
· The AITR can either select Approve which will notify VITA this WR has been approved for implementation or Return which will return you to the edit page.
[image: ]
· Following selection of the Approve function, the WR entry will be saved.
[bookmark: _Toc433029937]Electronic Approvals of Standard WRs
For standard WRs:
· Note that some standard forms require multiple approvals (ex: AITR and ISO) and are therefore not eligible for electronic approvals. Reference the approval instructions in the approval section of the standard form to determine if it must be signed.
· Complete the desired standard form found in the Service Catalog Form Library.
· Create the WR in WRM if one has not already been created (see previous section).
· Load the completed standard form as a document. Select the document type of Signed Standard Form even though it will be approved electronically.
· Enter the cost information in the cost fields. The cost information must match the cost section found at the end of the standard form.
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· When ready to approve, the AITR should change the phase assignment to 3A – Customer Approval Received and select the Save button. 
[image: ]
· This action will trigger a secondary confirmation window to appear. 
· This window will ask the AITR to confirm they are the authorized approval.
· Record of this approval is kept within WRM.
· The AITR can either select Approve which will notify VITA this WR has been approved for implementation or Return which will return you to the edit page.
[image: ]
· Following selection of the Approve function, the WR entry will be saved.
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Work packages are used to group WRs for easy reference.
[bookmark: _Toc433029939]Adding a WR to a Work Package
Open the WR. In the project information section, select Yes to the Link to a Work Package field. A dropdown list of Work Package selections will appear. Select the appropriate Work Package and then save the WR. Contact VITA if there is a need to create a Work Package. 
To remove a WR from a Work Package, select No to the Link to a Work Package field.
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[bookmark: _Toc433029940]Viewing Work Packages
To view the WRs assigned to your agency, select Work Packages from the left side menu. The Work Package page will appear. Select the appropriate Work Package from the dropdown menu and select Search.
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WRM will provide a list of all WRs (active and inactive) associated with this WR for your assigned agency. You may open individual WRs for further details on each.
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[bookmark: _Toc433029941]Extract All Report
This report enables you to export into Excel format all data fields for WRs associated with your agency. This is a helpful tool when conducting trend analysis and research.
To run this report, select the Extract button on the left side menu. A new screen will appear. You will be prompted to select either active or inactive WRs. Select the Export button to run the report.
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You will be prompted to either open or save the Excel file that has been generated.
[image: ]
Once opened or saved and opened, you will be able to access the information in Excel.
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[bookmark: _Toc283902947][bookmark: _Toc283903144][bookmark: _Toc283903173][bookmark: _Toc283906577][bookmark: _Toc433029942]Frequently Asked Questions

Q: What is needed to access WRM?
A: Customers must have a COV account to access WRM. In order to request a new account or make changes to an existing account, customers will need to follow the guidelines presented at https://esupport.virginia.gov/, including the completion and approval of any required forms.  Once a COV account is established for a customer, the customer will need to contact VITA via the VITAOneStop@vita.virginia.gov email account to request access to the application.
Q: Is it possible to delete a document once it is uploaded within WRM?
A: Yes. Contact the VITAOneStop@vita.virginia.gov email address and we will delete the document if appropriate. VITA limits the ability to delete documents to avoid the accidental removal of a critical document.
Q: Why are there multiple “Save” buttons on the Edit Work Request screen?
A: If there are documents associated with a work request, you will see additional Save buttons.  The ones in the documents section, labeled “Save Document” and “Save and Add Another Document,” are for documents only, and the one in the work request section is for the work request record itself. The work request Save button will return you to the work request view screen.  Each Save button operates only its own area.  So, changes in one section are not affected by pressing the Save button in the other section.  



[bookmark: _Toc433029943]Definition of Terms
	Terms
	Definitions

	Change order
	The change order process allows the customer to modify a work request that has already been approved by the customer and is currently in the implementation phase.  During implementation, additional requirements may be identified that require the original solution to be altered.  The change order is designed to address these modifications but is limited to the scope of the original work request.  New service requests outside of the scope of the original work request must be addressed via a new work request. 

	Design and Build Work Request (aka: Custom) 
	This is one of two work request processes currently available for the delivery of services.  It is often referred to as the custom work request process.  It should be used only if the customer cannot address their service needs via the standard work request process, eVA, or a service ticket.  The design and build work request process allows the customer to order complex solutions that require requirements gathering and the development of a detailed solution. 

	Estimate only
	This type of request can be used if the customer simply needs an estimate as to what a work request may cost but is not ready to proceed with the development of a full solution.  Typically, the estimate contains only a top level one-time cost and a monthly recurring cost.

	IT Service Catalog
	Listing of services offered, including pricing and specifications for each service.

	Standard Work Request
	This is one of two work request processes currently available for the delivery of services.  The standard work request process allows the customer to order predefined services using a form.  If the conditions noted on the form can be met, the customer can order services without waiting for the development of a customized solution. 

	Work request
	The work request is the process in which a customer can request additional services that are not already provided and cannot be addressed via a service ticket or eVA request.

	Work package
	The work package is a means to identify multiple work requests related to the same effort. 
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