
Friday, November 07, 2014

Request

FredQuest Ticket

Manager
Known?

No

Charter
+

Solution 
Analysis Assign at Managers 

Meeting

Type?Service Desk PMOProject
Normal Change

Internal
or

External
or

PMO Request Form

Setup

Add to Project Portfolio
Create Google Share
Naming Convention

Add to Cabinet List

CIO brings to 
VP/Cabinet

Cabinet 
DecisionEnd No

Alert Client
Close ticket

Archive Share
Update Portfolio

PLANNING

Operations

Help Desk
Multimedia
Networking
Production

Programming
Systems

Governance

Initiating Processes

Yes

PM Adds to Google share
Alerts PMO

Yes

Service Request
Incident

Standard Change

PM and PMO are notified 
of charter acceptance

PMO 
Form

Executing Closing

Initiating Planning

KEY

Project ‐ a temporary endeavor with a beginning and 
an end. It creates a unique product, service or result.

Service Request ‐ a request from a user for 
information,  advice, for a Standard Change or for 
Access to a documented  IT Service.

Standard Change ‐ A change that is recurrent, well 
known, has documented procedures, is low risk and is 
the pre‐approved accepted response to a known set 
of circumstances where authority is given in advance 
of implementation.

Normal Change – a change that is not a Standard 
Change and must follow the complete change 
management process. 

Incident ‐ An unplanned interruption to an IT Service 
or reduction in the quality of an IT service.
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