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Term / Abbreviation Definition

CAB Change Advisory Board also known as SCRB Service Change
& Release Board

Cl Configuration Item

CMS Configuration Management System

DML Definitive Media Library

ECAB Emergency Change Advisory Board also known as ESCRB
Emergency Service Change & Release Board

ESCRB Emergency Service Change & Release Board

HO Home Office

HOSIM Home Office System Integration Model

HOT Home Office Technology

HLD High Level Design
Process flowchart depicting each of the processes at a high
level containing organisational swim lanes, process inputs &
outputs, process phases and activities.
Underpinning document containing process objectives, common
principles and a matrix of responsibilities with responsibility
narrative.

LLD Low Level Design
Process flowchart depicting each of the processes at a lower
level containing organisational and role swim lanes and process
phases and activities.
Underpinning process description matrix spreadsheet
containing process steps, activity, description, inputs, outputs,
touch points & role based RACI matrix.

PBA Patterns of Business Activity

PCA Patterns of Consumption Activity

RACI / RACI Matrix Responsibility assignment — Responsible, Accountable,
Consulted, Informed.

RfC Request for Change

RfP Request for Proposal
A request for proposal is an invitation for suppliers to submit a
proposal on a specific commodity or service.

RIS Request for Services

ROM Rough Order of Magnitudes

SACM Service Asset & Configuration Management

SCRB Service Change & Release Board

SKMS Service Knowledge Management System
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1 Service Reporting

[The contents of this section may be subjected to changes.]

1.1 Purpose of this document

This document describes the High Level Design for the Service Reporting Process. It is one of a
series of processes that, in aggregate, form the Home Office Technology Live Services Service
Model.

It describes who is accountable for the process within the Home Office Live Services
Organisation, the purpose/objectives of the process, common principles, responsibilities by
‘actor’ and the process flow via Swimlane Diagrams.

The target audience for this document is:-

e Live Services Transformation Programme staff, to aid understanding of what the
programme is required to deliver

e Live Services Operational staff, to aid understanding of how the process must be
operated

e Home Office Technology staff tasked with the delivery of services and who must
therefore be able to comply with the process and operate within it effectively

e Internal and External Service Suppliers who must similarly understand the process
and be able to comply with it in the delivery of their services.
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1.2 Relationship to other documents

This document is one in a series of documents that inter-relate. In an effort to minimise ongoing
maintenance of the Home Office Document Set, reduce duplication of information and ensure
information is concise and at an appropriate level, this document is one of a number in the
overall HOT Service Model Design Set. This document and its relationship to supporting
material is described in the following figure:
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1.3 Process Ownership

The Home Office Live Services Organisation acts as the service integrator for all Home Office IT
services, and is split into a number of key functions, namely:

Service Operations (includes Service Desk)
Service Management and Integration

Live Services Toolset

Service Architecture, Design and Implementation
Technical Service Support

Business Management

Operational Security.

It is the Business Management function which is accountable and therefore owns this process.

1.4 Process Purpose

The objectives of the Service reporting process are to deliver service reports based on
requirements from the Service Management processes and to provide the metrics and key
performance indicators to allow these processes to produce overall service reports which can
be presented to management, business and governance boards, including:

To provide a standard process for managing the delivery of service reports and ensure a
consistent approach is adopted.

To validate and align all reports according to the requirements that have been provided.
To define, identify and consolidate the component data required to support the report.

To analyse raw data to identify and record service improvement opportunities across the
service lifecycle and service portfolio.

To ensure that all reports are tested and validated to ensure they meet the required
quality.

To produce agreed, informative, timely, and accurate reports that are appropriate to the
audience and will assist with informed decision making.

HOSIM High Level Design Not for disclosure outside the Home Office without prior permission
Service Reporting © Crown Copyright



Official
© Crown Copyright

1.5 Common Principles

The Service Integrator will take ownership of the end-to-end service reporting process.

The Service Integrator will ensure all requirements are validated and agreed prior to the
development of the reports.

The Service Integrator shall ensure that all suppliers collaborate and cooperate in the
creation and maintenance of the reports and the gathering of the component data.

The Supplier(s) will ensure that the component data is available to in the correct format
and schedule according to the requirements.

The Service Integrator shall build, test an validate the systems and mechanisms which
consolidate the component data into service information based on the requirements

The Service integrator will provide data analytics to identify trends, potential risks and
service improvements opportunities.

All Suppliers will have appropriate interface(s) to the relevant toolset(s), as agreed with
the Service Integrator to access and share component service data.
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1.6 Process Overview

v =
Home Office Service Integration Model — Service Reporting (High Level Design) © Crown Copyright CLCKMIRKFOR A o ickimmaron ¢ A ;‘;ﬁ?@gfﬁ;
Design Service Reports > Build Service Reporting Solution > Produce Service Reports > Data Analytics & Trend Analysis T
H H H H
' ' ' '
' ' ' '
' H ' '
' ' H '
1) : H Supplier H :
=3 . 3 Mgmt . .
% rvice Levelf Supplier . H Sorics H csl :
lanagementAManagement, ' Bervice Leve . M t Service H .
s | , =) = :
(7] Agreed Change Service ETVICH Agreed $ s = ' Data Sources| Mgmt ' lan :
5 Service  MManagement Reporting Service H Change Regorti 5 H = H Servi Service H
2 Measures f\ RFC/RFP Schedule Measures ' Management oy Reporing ! Supplier Service ' Integration Improvement :
= ‘ : RFC/RFP Sasian olution H Mg Reports H Dat Opportunities :
' ' ' '
' . L) L) : :
| ! w ! l : :
:‘ 7 v 0 0
‘ ' ' '
H H ' '
' ' ' '
' v H '
' : ' H
g : ; : H
& . . . .
(o] s g { Participate in trend s
g H H ' analysis, as required :
' H ' '
2 : : i :
: : : T :
' ' ' .
' ' ' | '
H H ' '
. . . ! .
' ' ' i
" " " f "
' H ' '
' ' ' | H
5 . X H ' H y y H
= Validate Identify schedule, format, Alian service H Initiate build, H Validate and assure the data quality Produce and distribute H Collate 3’]" anglyse the raw H
§, service audience, data and information = o?‘ ekl - Assess ad-hoc idation & test of H and format is supplied within the the end-to-end service H data and ]dgntyfy trends and :
) reporting and produce design for end-to- rZ i rema?ﬂ;s H requirements the end-to-end H agreed timescales and instigate report according to the H potential improvement 5
= requirements end service report 4 H service report H supplier escalation, as required schedule and format 4 opportunities S
8 ¥ : T H T H t H
< | ' | H | H | H
0 H | H | H | H
| . H ' '
. I . | . | .
l . . . .
' i ' I ' | '
: : I i I f | '
| ' ' H '
. | ' | ' | '
| ' ' ' '
- | : : L : v :
= Participate in 4 G H s VRO H 3 Provide performance e
% th lidati required to support H test the service H Produce and distribute the . and utilisation data H
= Gl service specific ' specific service . »{ service specific service report ! to aseistinirend :
0 cltho reporting reporting . reporting ’ according to the schedule . Q. ae0e a0 .
7 H ' . analysis .
requirement component ' component ' H :
H H H H
' ' ' '
' ' ' '
HOSIM High Level Design Not for disclosure outside the Home Office without prior permission 9

Service Reporting © Crown Copyright




1.7 Matrix of Responsibilities

Official
© Crown Copyright

Service Line Design Service Reports Build Service Reporting | Produce Service Report Data Analytics and Trend
Solution Analysis
Home Office Responsible for participating in
trend analysis, as required.
Service Responsible for validating Responsible for Responsible for validating | Responsible for collating and
Integrator Service reporting assessing ad-hoc and assure the data quality | analysing the raw data and
requirements. requirements. and format is supplied identify trends and potential
Responsible for identifying Responsible for initiating \t’.\"th'n thle agr((eje_d figat Improvement opportunities.
the schedule, format, build, validation & test of |mesipa €s anl t!ns lgate
audience, data and the end-to-end service supp |e‘rj escaiation, as
information and producing report. required.
design for end-to-end service Responsible for producing
report. and distributing the end-to-
- P d service report
Responsible for aligning en :
service report to original accczlofrdlng tto the schedule
requirements. andtormat.
Supplier Responsible for participating | Responsible for building, | Responsible for producing | Responsible for providing
in the validation of the validating & testing the and distributing the service | performance and utilisation data
reporting requirement. service specific service specific service report to assist in trend analysis
Responsible for the reporting component. according to the schedule.
identifying data required to
support service specific
reporting component.
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