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 Work Breakdown Structure
Harvest and Service Desk Integration with Clarity 

Description 

The Harvest and Unicenter ServicePlus Service Desk (USPSD) Integration with Clarity puts in place a combined interface between Harvest, Unicenter Service Desk, and Clarity. This interface ensures that information between the three products can easily be transferred back and forth. This is done by implementing an interface script to process requests from Service Desk to both Harvest and Clarity. 

Benefits to the Client include:

· The ability to expand process automation and improve the business alignment of all software changes by integrating with:

· Centralized request management

· Portfolio management

· Project Planning and Resource Management

· Centralized Change Management

Project Prerequisites
In order for the interface to be implemented the following items must be installed and already configured:

· Harvest version 5.2. or higher server

· Harvest version 5.2. or higher Windows client

· Service Desk 6.0 or higher

· Clarity version 7.5

· XML Gateway (any version)

NOTE: This interface only supports Harvest and Clarity on Oracle.

During the engagement, the “Consultant” consulting team will provide the following items:

· Service Desk Harvest Interface - the main program that provides the interface between Service Desk, Harvest, and Clarity

· Interface Setup

· Interface Testing

· Interface Training

· A final closeout meeting

Value Proposition
The engagement provides the following business values:

· Faster response for the application development team to operations requests.

· A direct link from the application development environment to operations for service management that allows the development team to handle issues with the correct priorities as specified by operations in the originating ticket. 

· Automation of communication between operations and application development for improved ROI.

· Greater transparency of the application development process for operations that provides for better communication and alignment of application development and operations with the organization's business needs. 

Standard Deliverables
The following deliverables will be provided as a result of this engagement:

· Analysis of Harvest lifecycle and Service Desk workflow

· Integration of Harvest projects with Service Desk workflows.

· Integration of Harvest lifecycles and Service Desk workflows with Clarity.

· The integration will enable

· Communication of information to Harvest on initiation of a Service Desk ticket

· Updating of Service Desk ticket during promotion of the Harvest package associated with the ticket

· Updating of Clarity as Harvest Packages are promoted

· Creating a Clarity project task or incident based on a Service Desk ticket

· Solution Architecture Specification document describing

· Implementation architecture

· Completed Test Plan

· Demonstration of the interface and knowledge transfer on the integration components

· Testing and verification of the integration components

· Knowledge transfer to end users and product administrators

· Skills assessment and education recommendations

Project Limitations
The following limitations will apply to this engagement:

· All work will be done at one (1) Client location

· The linking of the Harvest project with a workflow must be explicitly specified. There is no automatic update of project names within Service Desk 

· No additional customizations to either Service Desk, Clarity, or Harvest outside those necessary to implement the integration are included 

· The Harvest Service Delivery Integration is provided with no additional customizations in function or appearance to Service Desk or Harvest forms at the Client site. 

· Unique users must be < 200. Cleanup/scrubbing of user names for integrations is not included.

The following items will not be part of the interface:

· Automatic updates to the project names in Service Desk

· Support for different Service Desk and Harvest workflows

· Dynamic changes to the Harvest and Service Desk data mappings (Priority, Severity, etc.)

· Creation of a Service Desk Call request from Harvest

Project Exclusions
The engagement excludes the following unless expressly stated in the Statement of Work:

· No setup of incident workflow is included in Clarity as part of this engagement.

· Time information from Service desk to Clarity (or vice versa) for incidents is out of scope.

Client Responsibilities
The following requirements are critical to the timely completion of the engagement. Failure to meet these requirements in a timely manner will impede the project quality and delivery time and may result in additional fees to complete the stated objectives: 

· Provide information and documentation concerning Client's systems and applications including relevant business and technical documentation. This includes access to computer-based knowledge/document management systems 

· Provide completed Implementation Questionnaire

· Provide access to all relevant Client technical staff when required during the project

· Clarity, Service Desk, and Harvest must have been installed and configured prior to the start of the engagement

· Provide key personnel responsible for selection and implementation of “Consultant” technology solution for interviews, workshops, and the final recommendations presentation 

· Make appropriate office space and standard office resources available, including but not limited to adequate work areas, office supplies, workstations, logins, and passwords (if necessary) to accomplish the tasks of this engagement. 

The Client should also ensure that all “Consultant” and third-party software installed, or to be installed, are properly licensed for the proposed site locations. In addition, all required supporting system hardware and software resources must be installed at required configuration and release levels. 

Versions Supported
Harvest Version 5.2 or higher

Service Desk 6.0 or higher

Clarity Version 7.5

Stage IMP: Integration Set Up 

Description 

The engagement is designed to quickly implement the Harvest and Service Desk Interface to Clarity. The end-result is an interface that provides an automated method of communication between operations and application development. 

The method is made up of a single stage that includes the following steps:

· Technical Startup

· Architecture and Design

· Service Desk Configuration

· Harvest Configuration

· Clarity Configuration

· Configuration Review

· Technical Closure

Technical Startup takes place prior to the arrival of the Consultant on-site. The Implementation Questionnaire is sent to the Client for completion. The Client is requested to return the questionnaire with as much information completed as possible to the Consultant prior to their on-site arrival. This allows for questions or issues to be addressed and resolved in a timely manner. 

Architecture and Design reviews the Client's current Harvest, Clarity, and Service Desk environments to ensure compatibility. 

The three configuration steps install, configure, and test the interface scripting in the Harvest, Service Desk, and Clarity environments. The test cases are run and correct results verified. 

The Configuration Review step tests the complete solution.

Technical Closure presents the results to the Client as part of a Technical Closure briefing.

Entry Criteria

The following items are needed to begin the stage:

· Signed Statement of Work

· Harvest Change Manager version 5.2 or higher server installed and configured

· Harvest Change Manager version 5.2 or higher Windows client installed and configured

· Service Desk 6.0 or higher installed and configured

· Clarity Version 7.5

· Any relevant documentation from the pre-sales cycle, such as:

· The Client's stated business requirements

· Proposed engagement dates

Exit Criteria

The following are required to complete the stage:

· The integration has been completed

· The product integration has successfully passed the testing documented in the Test Plan of the Solution Architecture Specification

· Knowledge Transfer sessions have been conducted with the appropriate end users and product administrators

· The final review session has been conducted with the Client

· The Solution Architecture Specification for the Clarity Integration has been delivered to the Client

Outputs

	Installed & Configured Software
	Mandatory

	Solution Architecture Specification for Clarity Integration
	Mandatory


Step IMP.01: Technical Startup 

Description 

In this step, perform preparation activities prior to arriving at the Client site. This will make the time spent on-site productive for the Client and “Consultant”. 

Outputs

	BPL Provided Project Schedule
	Optional

	Clarity Integration Implementation Questionnaire
	Mandatory


Task IMP.01.010: Perform Engagement Management Setup Activities 

Description 

Regardless of how small a non-project engagement may be, some degree of management is required to safe-guard the interests of “Consultant”. In many cases, this may amount to no more than ensuring the appropriate contract paper is signed, the timesheet/s authorized, and the invoice payment received. 

The Engagement Management Model outlines the management process required for an engagement, and the EMM Documentation Requirements Matrix summarizes the minimum documentation and control that is required to execute the various engagement types. A link to the EMM can be found under the “Consultant” Net Links button to the left. 

The management tasks associated with these ‘short’ engagements devolve to the most appropriate person. In many cases, this will be the Consultant assigned to execute the technical component. In all cases, the Delivery Manager will ensure that the Consultant/s assigned to the engagement are aware of who is undertaking the associated management tasks that the Matrix prescribes. 

Perform the following action:
If required, generate the EMM Documentation Requirements Matrix for this engagement. The assigned “Consultant” Engagement Leader does this. 

Outputs

	EMM Documentation Requirements Matrix
	Optional


Roles

Project Manager 

Task IMP.01.020: Prepare for Engagement 

Description 

Contact the Engagement Leader or the Project Manager to obtain any project information. If this person is not available, or does not have the required information, obtain this information from the account team, the Client, and/or other support areas identified in the task. 

At the start of this engagement, the Client will receive and complete the Implementation Questionnaire. Download the questionnaire and customize it as needed before sending it to the Client. 

In preparing for this project, obtain and/or consult the following:

· Best Practices Library Method

· Technical Knowledge Library

· Statement of Work

· Project Background Information

· Client Background Information

· ServiScope

· Training Plan for the Client

· Escalation Procedure

For further instructions on this task, please see the Guidelines (click the 'Guidelines' button on the left of this page).

Guidelines

Prepare for Engagement
Read Method
Read the entire method before beginning the project in order to completely understand what will take place and what will be needed. At this time, download all necessary documentation templates and examples required for the project. 

Discuss Project Background with Engagement Leader
Ask for a copy of the Statement of Work (SOW), the pre-worked Solution Architecture Specification, and the Request for Proposal (RFP), if they exist. 

Query the Engagement Leader about the Client's overall regard for “Consultant” and any potential problem areas. It is not up to the Consultant assigned to this project to address other issues, but it would be wise for him/her to be aware of any issues the Client may have. 

Discuss with the Engagement Leader any Client expectations regarding education or training. Verify that the Client will be taking any needed classes before certain project tasks are started, if required. 

Obtain “Consultant” Product Required Maintenance
Check for the latest downloads and obtain, if necessary. Any open issues for the Client can also be accessed from this site. 

Obtain “Consultant” License Data
Validate that any license keys or registration data needed by the Client have been received and that they match the planned hardware and software configuration. If license keys are not available at the Client site, contact the “Consultant” Licensing group to obtain the needed information. 

Verify Software Availability
If software is required for the engagement, verify with the Engagement Leader that the software was ordered and that the correct product was shipped or that it can be downloaded from supportconnect.ca.com . Also, ensure that it is the right product for the Client's environment. 

Ask about the IT infrastructure where the software will be installed. Determine whether the right software was ordered and shipped and that no integration issues are evident. 

Information needed from the Client:

· The version numbers of the software

· The general configuration and number of the systems involved, including OS brand and version

· The number of locations/buildings where the affected systems are housed

Review Additional Sources of Information
It is a good idea to check other sources of information regarding the product before going to the Client site:

· Technical Knowledge Library

· TechWeb

· “Consultant”Net - Select specific product

· Client Spotlights:

· Usergroup site(s) - registration required

· Lab-unique situations

Consult ServiScope
ServiScope is a comprehensive customer information portal available to the combined Services/Support organization. By entering a Customer Site ID, a variety of information sources can be viewed quickly and comprehensively. This includes information from: 

· “Consultant”PS Report - a comprehensive listing of all transactions between “Consultant” and the Client. It is important that anyone from “Consultant” visiting the Client site be aware of these transactions so that we better understand the relationship between the two companies. Note that this will include all ongoing Services projects and will identify the current Customer Advocate if one has been assigned to the Client. Contact this individual to see if a Relationship Account Plan has been done for the Client. Request any other available information. If the Customer Advocate is unassigned or unknown: 

· SupportConnect - shows statistics related to open and pending issues plus history.

· PIT/PAR - an internal system listing Projects in Trouble/Projects at Risk.

· SFS - “Consultant” Sales Forecasting System.

ServiScope allows for a quick view of Client address and phone information, active projects, licensed products, and education courses attended. 

ServiScope is available at http://serviscope.ca.com/.

This information should be reviewed with the “Consultant” Account Team for accuracy. Any updates need to be resolved by the appropriate manager. 

Review Open Issues for Client
Review any open issues for the Client by going to SupportConnect. If you are unsure about whether the Client needs a specific fix, please contact Client support. 

If you do need to download any patches, contact the Client and notify them that you are going to download them using their site ID. 

SupportConnect is available at http://supportconnect.ca.com/.

Verify Release and Gen Level
Verify in TOPS the Product Release and Gen levels of the software shipped to the Client to ensure that the latest software has been shipped. 

If you do not know how to access TOPS, please contact either Admin support in your office or request TOPS access using Exchange forms. 

Inputs

	Clarity Integration Implementation Questionnaire
	External
	Mandatory

	Statement of Work
	External
	Mandatory


Outputs

	BPL Provided Project Schedule
	Optional

	“Consultant”PS Report
	Optional

	Clarity Integration Implementation Questionnaire
	Optional


Roles

Consultant 

Task IMP.01.030: Review Implementation Information with Client 

Description 

Review the information on the returned Implementation Questionnaire. If the questionnaire was not completed or is not available, discuss project goals and objectives, hardware and software requirements, and any other prerequisites for the project with the Client at this time. If there are any environment issues, they must be resolved prior to arriving on-site to begin the installation of the software. 

Checklist

Information needed from the Client:

· Critical applications within the scope of this engagement

· Databases supporting those applications

· Costs associated with being "down" - to prioritize needs

· Acceptable recovery times

· Legal or internal retention policies

· Current configurations (high-level within scope)

· Current plans (both backup and disaster recovery)

· Current roles and responsibilities (as regards backup and restore activities)

· Alert notification requirements

Inputs

	BPL Provided Project Schedule
	
	Optional

	“Consultant”PS Report
	
	Optional

	Clarity Integration Implementation Questionnaire
	
	Optional


Outputs

	Clarity Integration Implementation Questionnaire
	Optional


Predecessors

*Prepare for Engagement
Roles

Consultant 

Task IMP.01.040: Review Project Schedule with Client 

Description 

Review the project schedule with the Client Project Sponsor and verify the readiness of the Client to proceed. Confirm the resolution of any issues brought up in the previous task. Confirm the availability of required Client personnel ahead of time. Schedule the initial kick-off session (conducted at the Client site on the first day of the engagement) and advise the Client of participants required to attend the session. This should include the Client administrators for Harvest, Clarity, and Service Desk as well as any other interested stakeholders. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Optional


Outputs

	BPL Provided Project Schedule
	Optional


Predecessors

*Review Implementation Information with Client
Roles

Consultant 
Step IMP.02: Architecture and Design 

Description 

In this step, use the information gathered in the previous step and in this current step to define and document the required architecture for the product installation and create a test plan. Record all information in the appropriate sections of the Solution Architecture Specification. Review the Solution Architecture Specification with the Client and obtain the Client's approval before proceeding. 

Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory

	Solution Architecture Specification for Clarity Integration
	Mandatory


Task IMP.02.010: Conduct Briefing with Client Project Sponsor 

Description 

Have a discussion with the Client Project Sponsor. Discuss specific business drivers and critical success factors that should be considered to judge the success of the engagement. 

Brief the Client on the following aspects of the assessment: 

· Its scope and objectives

· The anticipated benefits of this effort

· The nature of the architecture review process

· The procedure for scheduling and installing the interface

· The scope of the Solution Architecture Specification they will receive,

· What kind of knowledge transfer will take place, and

· The time frames for completing this process.

This meeting with the Client Project Sponsor is followed by a kick-off session with the managers of the areas that will be affected and with the administrators for the involved products - Harvest, Clarity, and Service Desk. 

Inputs

	BPL Provided Project Schedule
	
	Optional
	

	Clarity Integration Implementation Questionnaire
	
	Optional
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	

	Meeting Minutes
	Optional
	


Predecessors

*Review Project Schedule with Client
*Technical Startup
Roles

Consultant 

Task IMP.02.020: Conduct Kick-Off Session 

Description 

During the kick-off session, introduce the participants, describe and set expectations of the Client for the engagement, and describe the communication and escalation paths and other procedures that will be used during the engagement. Review the deliverables from the Statement of Work to properly set the expectations of the Client. Ensure that any Client personnel needed for subsequent tasks will be available as required. The “Consultant” Project Manager should be invited to attend this session. 

The topics covered should include the following:

· Review of Client pre-requisites

· Project schedule

· Project objectives

· Project Scope

· Client environment

· Planned functionality

· Knowledge Transfer requirements

Review the content of the Implementation Questionnaire previously completed to ensure that the information is still accurate. Set up individual interviews with the Client administrators for Harvest, Service Desk, and Clarity. The purpose of these interviews will be to collect information about each product and to identify what data will be mapped between the three products. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Meeting Minutes
	
	Optional
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	

	Meeting Minutes
	Optional
	


Predecessors

*Conduct Briefing with Client Project Sponsor
Roles

Consultant 

Task IMP.02.030: Gather Harvest Information 

Description 

Interview the Client's Harvest Administrator to verify the questionnaire answers and gather information about the existing Harvest installation. This includes: 

· Harvest installation information

· Harvest Database information

· Harvest implementation information

· Harvest Users and their access level

Identify that access is available to the system, that passwords are known, etc. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Meeting Minutes
	
	Optional
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Conduct Kick-Off Session
Roles

Architect 

Consultant 

Task IMP.02.040: Gather Service Desk Information 

Description 

Interview the Client's Service Desk administrator to verify the questionnaire answers and gather existing Service Desk installation information. This includes: 

· Service Desk installation information

· Service Desk Database information

· Service Desk implementation information

· Log on ids

· User information

· Access to run PDM

· Workflow information

· Configuration information, etc.

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Gather Harvest Information
Roles

Architect 

Consultant 

Task IMP.02.050: Gather Clarity Information 

Description 

Interview the Client's Clarity administrator to verify the questionnaire answers and gather information about the existing Clarity installation. This includes: 

· Clarity installation information

· Clarity Database information

· Clarity implementation information

· User information

· Configuration information,

· Integration project information

· Customized field information

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Gather Service Desk Information
Roles

Architect 

Consultant 

Task IMP.02.060: Gather Users and Role Information 

Description 

Identify the users of the integrated systems and record the necessary information in the User Information section of the Implementation Questionnaire. If the information was previously supplied by the Client, use this time to verify the information provided. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Gather Clarity Information
Roles

Architect 

Consultant 

Task IMP.02.070: Gather Service Desk to Harvest Integration Information 

Description 

Based on the information collected previously from the Client's Harvest and Service Desk administrators, determine what data needs to be mapped across between Service Desk and Harvest. Then determine if a new field in Service Desk and/or a form in Harvest need to be created. If necessary, involve the Client's Harvest and Service Desk administrators in this discussion. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Gather Users and Role Information
Roles

Architect 

Consultant 

Task IMP.02.080: Gather Service Desk to Clarity Integration Information 

Description 

Based on the information collected previously from the Client's Service Desk and Clarity administrators, determine what data needs to be mapped across between Service Desk and Clarity. Then determine if a new field in Service Desk and/or customized fields in Clarity need to be created. If necessary, involve the Client's Service Desk and Clarity administrators in this discussion. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Gather Service Desk to Harvest Integration Information
Roles

Architect 

Consultant 

Task IMP.02.090: Gather Harvest to Clarity Integration Information 

Description 

Based on the information collected previously from the Client's Harvest and Clarity administrators, determine what data needs to be mapped across between Harvest and Clarity. Then determine if a new custom field in Clarity and/or forms in Harvest need to be created. If necessary, involve the Client's Harvest and Clarity administrators in this discussion. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	


Outputs

	Clarity Integration Implementation Questionnaire
	Mandatory
	


Predecessors

*Gather Service Desk to Clarity Integration Information
Roles

Architect 

Consultant 

Task IMP.02.100: Create Solution Architecture Specification 

Description 

Document the information gathered thus far in the appropriate sections of the Solution Architecture Specification. Use the sample SAS provided as an input to this task as the starting point. 

Note that the setup of the Harvest and Clarity Project names are done manually by the Service Desk Administrator.

Determine the components to be tested to demonstrate to the Client that the product has been installed and configured properly. A detailed test plan should be added to Section 7 of Solution Architecture Specification. 

Review these test plans with the Client. Verify that all required tests have been identified and described. Confirm that the exit criteria will be acceptable to the Client. 

Guidelines

The Test Plan must include the following:

· A description of how to step through each of the key software functions and the expected results.

· Test Exit Criteria, which are used to determine that the tests have completed successfully.

· Test plans should cover all the Use Cases listed in SAS.

The objective of unit and system testing is to demonstrate that the delivered system passes all of the tests. Ensure that the Test Exit Criteria are defined so that it is possible for the delivered system to pass these tests under normal operating conditions. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	External
	Mandatory
	


Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

*Gather Harvest to Clarity Integration Information
Roles

Architect 

Consultant 

Task IMP.02.110: Review Solution Architecture Specification with Client 

Description 

Review the draft Solution Architecture Specification and proposed schedule with the Client. Ensure the availability of required personal for the configuration and testing steps. This will include the following Client Administrators: 

· Service Desk

· Harvest

· Clarity

Inputs

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Client Feedback
	Optional
	

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

* Create Solution Architecture Specification

Roles

Architect 

Consultant 

Step IMP.03: Service Desk Configuration 

Description 

In this step, install the integration scripts and configure the integration workflow in Service Desk. Follow the Solution Architecture Specification and refer to the SOW for any limitations on scope. Complete those portions of the Solution Architecture Specification related to Service Desk configuration. 

The latest version of the integration scripts should be obtained from the Technical Knowledge Library (http://tkl.ca.com).

“Consultant”Net Links

http://tkl.ca.com 

Roles

Consultant 

Outputs

	Installed & Configured Software
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Task IMP.03.010: Install Integration Files 

Description 

Download the latest version of the interface scripts from the TKL to the Service Desk server. Follow the instructions for installation included in the zip file. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Harvest-Service Desk-Clarity Integration Scripts
	External
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Review Solution Architecture Specification with Client
Task IMP.03.020: Configure the Integration Workflow in Service Desk 

Description 

Configure the Service Desk Workflow to ensure that the interface scripts are called from Service Desk to transfer data over to Harvest and/or Clarity when a workflow task is completed. The parameters required by the interface script can be obtained from the interface help file. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Install Integration Files
Task IMP.03.030: Configure the Service Desk Forms 

Description 

Update the Service Desk Change Request forms to include field for capturing all the necessary information for the interface such as the: 

· Harvest Project name, and

· Clarity Project name, description, assignee, priority, and estimated hours.

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure the Integration Workflow in Service Desk
Task IMP.03.040: Create Integration Tables and Populate with Data 

Description 

Create the necessary tables in Service Desk that will hold the values for the Harvest and Clarity project names. The values stored in these tables are referenced in the Service Desk form when the Change request is created. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure the Service Desk Forms
Task IMP.03.050: Provision User IDs 

Description 

Use the Service Desk Administrative Client interface to add new Service Desk users. Ensure that appropriate access rights are granted to these users. This list was previously compiled and documented in the User Information section of the Implementation Questionnaire. These same users will need to be added to both Harvest and Clarity. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Create Integration Tables and Populate with Data
Task IMP.03.060: Configure Parameter File for Harvest Integration 

Description 

Update the Configuration.ini file to specify the main parameters that all of the interface scripts will use. This includes the following items (refer to the sample ini file attached as an input to this task for details): 

· General Section for encryption file and ID manager information.

· Section for each Harvest project that will be part of the interface.

· Database connection information.

· Section for Service Desk.

· Section for Service Desk Workflow.

Inputs

	Installed & Configured Software
	
	Mandatory
	

	Sample Configuration.INI File
	External
	Optional
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Provision User IDs
Task IMP.03.070: Configure Parameter File for Clarity Integration 

Description 

Update the Configuration.ini file to specify the main parameters that all of the interface scripts will use. This includes the following items (refer to the sample ini file attached to this task as an input for details): 

· General Section for encryption file and ID manager information.

· Section for Clarity connection information.

· Database connection information.

· Section for Service Desk.

· Section for Service Desk Workflow.

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure Parameter File for Harvest Integration
Task IMP.03.080: Test Service Desk Configuration 

Description 

Execute the unit test plan in the Solution Architecture Specification related to the Service Desk component. Record the results and discuss with the appropriate Client personnel. 

If there are any issues uncovered by the tests, make the appropriate changes to the software implementation. Repeat the tests and continue to make changes until all tests complete successfully. 

Review the test exit criteria and the final test results. Get agreement from the Client sponsor that the tests have been successfully run and that the implementation and resulting functionality meet the service objectives. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

*Configure Parameter File for Clarity Integration
Step IMP.04: Harvest Configuration 

Description 

In this step, install the integration scripts and configure the Harvest lifecycle for integration. Follow the Solution Architecture Specification and refer to the SOW for any limitations on scope. Complete those portions of the Solution Architecture Specification related to the Harvest configuration. 

The latest version of the integration scripts should be obtained from the Technical Knowledge Library (http://tkl.ca.com).

“Consultant”Net Links

http://tkl.ca.com 

Roles

Consultant 

Outputs

	Installed & Configured Software
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Task IMP.04.010: Install Integration Files 

Description 

Install the integration file scripts on the Harvest server. Both Service Desk and Harvest provide open interfaces that allow users to execute remote commands and perform data sharing and replication. Both applications are platform neutral and run equally well on both Windows and Unix environments. These scripts provide the technology that is used to develop the bridging technology solution. 

The scripts are included in a .zip file that can be obtained from the TKL.

Perform the following tasks:

· Set up User IDs.

· Set up the Service Desk Communication Protocol.

The Service Desk Notification method interface is used to pass the Harvest package data stream via (NX_NTF), which contains all the request fields (Description, priority, etc). This stream will be interpreted by a script that will create the Harvest Package (hcp) and the related html form. 

· Set up the Harvest Communication Protocol

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Harvest-Service Desk-Clarity Integration Scripts
	External
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Test Service Desk Configuration
Task IMP.04.020: Configure the Integration Lifecycle in Harvest 

Description 

In the existing Harvest project, configure the UDP calls to invoke the interface files that will update the workflow sequence in Service Desk as the package is promoted in Harvest. These UDP calls can be either stand alone or as a postlink to a pre/post link process. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Install Integration Files
Task IMP.04.030: Provision User IDs 

Description 

Use the Harvest Administrative Client interface to add new Harvest users. Ensure that appropriate access rights are granted to these users. This list was previously compiled and documented in the User Information section of the Service Desk, Clarity, and Harvest Implementation Questionnaire. These same users will need to be added to both Service Desk and Clarity. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure the Integration Lifecycle in Harvest
Task IMP.04.040: Create the Harvest Integration Forms 

Description 

Create the needed integration forms in Harvest. These forms are used to store the integration information between Service Desk and Harvest. The data coming from Service Desk can be either mapped to an existing Harvest form or a new form would be created. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Provision User IDs
Task IMP.04.050: Configure Parameter File for Service Desk Integration 

Description 

Update the Configuration.ini file to specify the main parameters that all of the interface scripts will use. This includes the following items (refer to the sample ini file provided previously for details): 

· General Section for encryption file and ID manager information.

· Section for each Harvest project that will be part of the interface.

· Database connection information.

· Section for Service Desk.

· Section for Service Desk Workflow.

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Create the Harvest Integration Forms
Task IMP.04.060: Configure Parameter File for Clarity Integration 

Description 

Update the Configuration.ini file to specify the main parameters that all of the interface scripts will use. This includes the following items (refer to the sample ini file provided previously for details): 

· General Section for encryption file and ID manager information.

· Section for Clarity connection information.

· Database connection information.

· Section for Harvest Project.

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure Parameter File for Service Desk Integration
Task IMP.04.070: Test Harvest Configuration 

Description 

Execute the unit test plan in the Solution Architecture Specification related to the Harvest component. Record the results and discuss with the appropriate Client personnel. 

If there are any issues uncovered by the tests, make the appropriate changes to the software implementation. Repeat the tests and continue to make changes until all tests complete successfully. 

Review the test exit criteria and the final test results. Get agreement from the Client sponsor that the tests have been successfully run and that the implementation and resulting functionality meet the service objectives. 

Inputs

	Installed & Configured Software
	
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

*Configure Parameter File for Clarity Integration
Step IMP.05: Clarity Configuration 

Description 

In this step, install the integration scripts and configure the integration workflow in Clarity. Follow the Solution Architecture Specification and refer to the SOW for any limitations on scope. Complete those portions of the Solution Architecture Specification related to the Clarity configuration. 

The latest version of the integration scripts should be obtained from the Technical Knowledge Library (http://tkl.ca.com).

“Consultant”Net Links

http://tkl.ca.com 

Roles

Consultant 

Outputs

	Installed & Configured Software
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Task IMP.05.010: Configure Custom Fields for Project Tasks 

Description 

Update the Clarity project Task field to include the new custom fields to hold Harvest Project and State information. These fields are initially populated by the interface scripts. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Test Harvest Configuration
Task IMP.05.020: Provision User IDs 

Description 

Use the Clarity Administrative Client interface to add new Clarity users. Ensure that appropriate access rights are granted to these users. This list was previously compiled and documented in the User Information section of the Implementation Questionnaire. These same users will need to be added to both Harvest and Service Desk. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure Custom Fields for Project Tasks
Task IMP.05.030: Create Maintenance Projects for Applications 

Description 

Use the Clarity Administrative Client interface to set up the Service Desk applications that will be configured for integration with Clarity. This list was previously identified and documented in the Service Desk Client Environment section of the Implementation Questionnaire. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Provision User IDs
Task IMP.05.040: Configure Views 

Description 

Use the Clarity Administrative Client interface to configure the views in Clarity to display the customized variables that will store the integration values. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Create Maintenance Projects for Applications
Task IMP.05.050: Install Integration Files 

Description 

Install the latest version of the integration files obtained from the TKL on the Clarity server. The integration file in Harvest will be set up as a UDP process being invoked as a postlink to the promote/demo processes. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure Views
Task IMP.05.060: Configure Parameter Files 

Description 

Update the Configuration.ini file to specify the main parameters that all of the interface scripts will use. This includes the following items (refer to the sample ini file previously provided for details): 

· General Section for encryption file and ID manager information.

· Section for Clarity connection information.

· Database connection information.

· Section for Harvest Project.

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Install Integration Files
Task IMP.05.070: Test Clarity Configuration 

Description 

Execute the unit test plan in the Solution Architecture Specification related to the Clarity component. Record the results and discuss with the appropriate Client personnel. 

If there are any issues uncovered by the tests, make the appropriate changes to the software implementation. Repeat the tests and continue to make changes until all tests complete successfully. 

Review the test exit criteria and the final test results. Get agreement from the Client sponsor that the tests have been successfully run and that the implementation and resulting functionality meet the service objectives. 

Inputs

	Clarity Integration Implementation Questionnaire
	
	Mandatory
	

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Configure Parameter Files
Task IMP.05.080: Initialize Interface 

Description 

Initialize the integration table values in the Clarity database to ensure that all the new transactions will be transferred to Service Desk. This is done through the integration script. 

Inputs

	Installed & Configured Software
	
	Mandatory
	


Outputs

	Installed & Configured Software
	Mandatory
	


Predecessors

*Test Clarity Configuration
Step IMP.06: Configuration Review 

Description 

This step covers the system testing of the interface scripts to ensure that the integration functions as per design.

Roles

Consultant 

Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Task IMP.06.010: Execute System Test Plan 

Description 

Execute the system test plan in the Solution Architecture Specification related to all installed components. Record the results and discuss with the appropriate Client personnel. 

If there are any issues uncovered by the tests, make the appropriate changes to the software implementation. Repeat the tests and continue to make changes until all tests complete successfully. 

Review the test exit criteria and the final test results. Get agreement from the Client sponsor that the tests have been successfully run and that the implementation and resulting functionality meet the service objectives. 

Inputs

	Installed & Configured Software
	
	Mandatory
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

*Initialize Interface
Task IMP.06.020: Conduct Knowledge Transfer Session for Admin 

Description 

Demonstrate the basic functionality of the installed software to the Clarity, Service Desk, and Harvest product administrators as it is important to ensure that Client personnel are knowledgeable in how to use the interface following the Implementation engagement. This should not be considered as formal training. Recommendations for additional training should be included as part of the Solution Architecture Specification report delivered to the Client at the conclusion of the engagement. 

A set of slides taken from the sample demo script used for internal training has been included as an input to this task. It may be used as a guideline of what to show as part of this training session. Modify the slides as needed. Look for other materials in the Technical Knowledge Library. 

Inputs

	Sample Materials for Clarity, SD, Harvest Integration
	External
	Optional
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Predecessors

*Execute System Test Plan
Task IMP.06.030: Conduct Knowledge Transfer Session for End Users 

Description 

Demonstrate the basic functionality of the installed software to end users as it is important to ensure that Client personnel are able to use the interface following the Implementation engagement. This should not be considered as formal training. Recommendations for additional training should be included as part of the Solution Architecture Specification report delivered to the Client at the conclusion of the engagement. 

A set of slides taken from the sample demo script used for internal training has been included as an input to this task. It may be used as a guideline of what to show as part of this training session. Modify the slides as needed. Look for other materials in the Technical Knowledge Library. 

Inputs

	Sample Materials for Clarity, SD, Harvest Integration
	External
	Optional
	

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Predecessors

Conduct Knowledge Transfer Session for Admin
*Execute System Test Plan
Task IMP.06.040: Complete Documentation 

Description 

Review for completeness all sections of the Solution Architecture Specification. Be sure to document all installation information. Also include any additional recommendations and/or notes taken during the course of the engagement. Include recommendations for additional “Consultant” Training Courses that would benefit the Client. 

Checklist

Consider the following when completing the Solution Architecture Specification:

· Additional training that would be beneficial to the Client

· Related software solutions

· Follow-on consulting

Ensure that all the deliverables as stated in the SOW have been met and that all documentation is in an appropriate and professional state for delivery to the Client. 

“Consultant”Net Links

http://ca.com/education/paths.htm 

Inputs

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

Conduct Knowledge Transfer Session for End Users
*Execute System Test Plan
Step IMP.07: Technical Closure 

Description 

In this step, review the implementation during the project closure meeting or briefing session. Contact the Project Manager to ensure that the meeting is scheduled with the Client well in advance to secure the availability of key personnel. 

Present the final documentation and end results to the Client Project Sponsor. Ensure that all requirements specified in the SOW have been met so that the Client Project Sponsor will sign-off on the engagement. 

Roles

Consultant 

Outputs

	Client Feedback
	Optional
	


Task IMP.07.010: Prepare for Final Review 

Description 

Update the SAS with any final installation and configuration information. Review the deliverables included in the Statement of Work and make sure that all requirements have been met. Review any notes taken during the course of the engagement to make sure that nothing has been overlooked. Include recommendations for additional education courses that would benefit the Client. 

Decide whether a presentation should be done as part of the final closure meeting. If so, the slides used for the Knowledge Transfer sessions may be modified for use. Another option is to perform a live demo of the installed solution. 

Inputs

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Solution Architecture Specification for Clarity Integration
	Mandatory
	


Predecessors

*Complete Documentation
Task IMP.07.020: Review Installation with Client Project Sponsor 

Description 

Review the final Solution Architecture Specification documentation with the Client Project Sponsor or their designated IT representative. It helps to do this in advance of the final review session to eliminate any surprises that may take place in front of a larger audience. Use any feedback provided to update the SAS. Make sure the “Consultant” Project Manager is provided with copies of all finalized documentation prior to the final closure meeting. Ensure the attendance of the Project Manager at this meeting as well as any other “Consultant” Sales personnel who may be stakeholders with the Client. 

Inputs

	Solution Architecture Specification for Clarity Integration
	
	Mandatory
	


Outputs

	Client Feedback
	Optional
	


Predecessors

*Prepare for Final Review
Task IMP.07.030: Conduct Final Review Session 

Description 

Conduct a final wrap-up session. The purpose of this session is to provide closure to the Implementation engagement and to do so on a positive note. The Client Project Sponsor and Project Team members should attend as should all of the Client's Technical Representatives and Administrators who participated during the engagement. The entire “Consultant” team, including the Salesperson, the “Consultant” Project Manager, (or Engagement Leader), the Delivery Manager, the Principal Consultant and the Customer Advocate (if assigned) should also be invited. Review the final engagement deliverables with the Client. Deliver a presentation that covers the following items: 

· What has been accomplished,

· Benefits realized thus far,

· Recommendations for moving forward in terms of an enterprise solution, and

· Recommendations for other “Consultant” or “Consultant” partner products that might be of benefit to the Client

Provide information regarding ongoing “Consultant” support, user group information, and follow-on activities that they should expect from “Consultant”. 

Ensure that the Client will sign off on all project deliverables as identified in the Statement of Work. Update any documentation with any feedback received from the Client during this engagement closure briefing. 

Checklist

Consider reviewing/discussing the following items with the Client:

· Review the deliverables of the engagement

· Recap the Client's expectations for the engagement and how those expectations were met. Be clear on what business issues were addressed. 

· Discuss outstanding action items, confirm who has ownership of them, and set a timeframe for their resolution

· Review suggested next steps for the Client, such as additional services or Education needs

· If a Customer Relationship Manager (CRM) has been assigned, make sure the Client knows who that person is and how to reach them. 

Techniques

Walkthrough Review 

Inputs

	Client Feedback
	Optional


Outputs

	Client Feedback
	Optional


Predecessors

*Review Installation with Client Project Sponsor

