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Request Management Solution

1. Project Objective and Scope of Work
1.1 Project Objective
ECZA is seeking to implement a Request-Management portal (RMS) that enables the
Centre of Excellence (CoE) in ECZA to receive various requests from multiple parties within
ECZA and from outside entities. The RMS will offer the requestors the required services
following an automated system workflow.

1.2 Target Audience
e External Entities’ Employees.
e ECZA Employees.
1.3 Scope of work
The scope of work for this project covers the following elements:
1.3.1 Registration
¢ Allow Adminsto register usersin the system by entering the login information
and thengenerating password.

1.3.2 Login
o Allow usersto login to the system.
¢ Allow usersto login to the systemwith the related features offorget
password.
1.3.3 Employees Management
¢ Allow admin user to manage the roles of CoE users and create employee
groups.
1.3.4 Form Submission
e Support one form only with 25 fields of various Types.
e Support 3 forms based on requesttype/initiator, with 100 fieldsfor each

form.
1.3.5 Process Workflow
e Stagel

o Request can be initiated by CoE employee/ registered client with one
defined workflow.

o Workflow steps will be automated (defined in analysis stage).

o Max Workflow steps is 10 steps.
e Stage 2
o Request can be initiated by CoE employee, email request, or
registered user.
o Support manual WF where user can choose the next person to send
request to.
o Support 3 workflows (up to 15 steps for each workflow).
o Auto-prioritization of requests along with supporting SLA (service
level agreement).
o Auto-assignment of requests to employees based on workload.
o Workflow can be conditional (change steps based on user entry /
system validation).
1.3.6 Customer Survey
o Provide 2 survey forms (text, multiple choice) options.
e Link survey with request type / request initiator.
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1.3.7 Reports
e Log of services requests.
e Customersurvey report.
e Log of services requests.
o Performance KPI report.
1.3.8 Dashboards
¢ Internal employee workload dashboard.
¢ Simple Dashboard with maximum 3 charts and 5 indicators.
e “360” dashboard for clients.
1.3.9 Notifications
¢ Notification to users using Email/ SMS.
1.3.10 Integration
e Integration with Email/ SMS.
¢ Integration with outlook to create/ update requests (limitations & details will
be determinedwhile detailed business analysissessions).

1.4 Assumptions

o Requests coming to CoE frommultiple government entitiesthrough the Secretary
General office and not directly from GOV entities, therefore, the external users
outside of ECZA will not interact with the system or be notified by it.

e All employees in ECZA will have the freedom to submit requests.

e Customers have to login to the system to be able to submit requests (Lite release).

e The delivery of the requirements will comply with all relevant obligations
documented in the Framework Agreement for ECZA Integrated Technology
Solutions Project.




2. Deliverables
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1

Registration

Allow Admin Internal
users in the system by
entering the

login information and
then generating
password

Simple

Allow Admin External
users in the system by
registration

requests

Simple

Login

Allow Internal users in
the system by entering
the login

information and then
generating password

Simple

Allow External users in
the system by entering
the login

information and then
generating password

Simple

Employees Management

Allow admin user to
manage the roles of
CoE users and
create employee
groups

Simple

Form Submission

Support 3 forms based
on request type /
initiator, with

100 fields for each form

Simple

Customer Survey

Provide 2 survey forms
(text, multiple choice)
options

Simple

Link survey with
request type /request
initiator

Simple

11

Reports

Customer survey report

Simple

Log of services
requests

Simple

Performance KPI report

Simple

12

13

14

Dashboards

Internal employee
workload dashboard

Simple

“360” dashboard for
clients

Simple

Gatekeeper workload
dashboard

Simple

15

Notifications

Notifications to users
using Email /SMS

Simple

16

17

Auto-prioritization

Auto-prioritization of
requests along with
supporting Service
Level Agreement (SLA)

Medium

Auto-assignment of
requests to employees
based on workload

Medium

)



3. Bill of Materials
The table below detail the bill of material required for this project and therefore bidder required

to comilete it with their best Erice:

1

Registration - Allow Admin Internal users in
the system by entering the login information
and then generating password - Complexity
Simple

1
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g

Registration - Allow Admin External users
in the system by registration requests -
Complexity Simple

Login - Allow Internal users in the system
by entering the login information and then
generating password - Complexity Simple

Login - Allow External users in the system
by entering the login information and then
generating password - Complexity Simple

Employees Management - Allow admin
user to manage the roles of CoE users and
create employee groups - Complexity
Simple

Form Submission - Support 3 forms based
on request type / initiator, with 100 fields for
each form - Complexity Simple

Customer Survey - Provide 2 survey forms
(text, multiple choice) options - Complexity
Simple

Customer Survey - Link survey with request
type / request initiator -Complexity Simple

Reports - Customer survey report -
Complexity Simple

10

Reports - Log of services requests -
Complexity Simple

11

Reports - Performance KPI report -
Complexity Simple

12

Dashboards - Internal employee workload
dashboard - Complexity Simple

13

Dashboards - “360” dashboard for clients -
Complexity Simple

14

Dashboards - Gatekeeper workload
dashboard - Complexity Simple

15

Notifications - Notifications to users using
Email /SMS - Complexity Simple

16

Auto-prioritization - Auto-prioritization of
requests along with supporting Service
Level Agreement (SLA) - Complexity
Medium

17

Auto-prioritization - Auto-assignment of
requests to employees based
on workload - Complexity Medium

)



