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	Project Brief



Project Overview

	Project ID
	1507
	Project Name
	Enabling Self Service

	Short Description

	Implement on-line logging of maintenance & repair issues with automated workflow & consolidated management reporting.
Implement on-line account management to view account statements & current balance.



Project Governance

	Budget
	
	Sponsor
	Wayne Buckley & Simon Hirst.

	Approved on
	
	Start Date
	Apr ‘15
	End Date
	Jul ‘15


Project Detail

	Purpose & Objectives

	· To provide infrastructure, support and services appropriate to the needs and expectations of members;

· To drive the adoption of new working styles & processes vital in a technology-driven age;
· To reduce the time, cost and effort associated with logging maintenance defects & sharing financial information with members. 



	Scope

	· Integrate Winterthur way web-site with agent solution to provide “manage my account” capability. Functionality may include, but not be limited to: view account statements; pay on-line (service charge and penalty notices); amend contact details; notify of tenancy change. 
· Implement on-line issue logging and management platform. Functionality may include, but not be limited to: identification (and validation) of reporting member or resident; notification of new (unconfirmed) maintenance/repair/defects; logging (unconfirmed) breach of estate rules; reviewing known/live issues and the schedule of planed remedial works; basic workflow automation (e.g.: task directed to most relevant individual; case referenced confirmed by e-mail to reporting member/resident) and management reporting (e.g.: number of incidents by block, type, individual etc.).
· The specification, sourcing, configuration & deployment of new technology components (e.g.: open source help desk solutions). 

· Validation that the planned solutions satisfy regulatory (e.g.: data protection) requirements. 
· Creation of documentation (e.g.: user manual / training material) to support the on-going maintenance of Winterthur way by VHMCs managing agent.


	Key Milestones (deliverables)

	· (Specify – Apr 15) Complete functional specification (and use case) for issue & account management solutions

· (Configure – Jun 15) Source, configure, test and deploy technology solutions.
· (Launch – Aug 15) Launch on-line service. 



