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DOCUMENT OVERVIEW

The following document will assist in defining the service item forms used in the Kinetic Request implementation.  Combined with the process diagram for your service and the branding standards, the form creator will have enough information to quickly and accurately create the process needed for the business.  

This document will outline questions that are to show on the request form, behaviors of the form such as hide/show or lookups, and emails that get sent to the requester.

Simple Form Definitions

For simple forms, a list of fields along with their default value and requirements are enough to build a form to the specifications required.

EXAMPLE – SIMPLE Form DEFINITION

	Question
	Help Text
	Question Type
	Answer Values
	Required
	Default Value

	This request is for:
	Determine if request is for you or someone else
	List
	Me, Someone Else
	Yes
	Me

	First Name
	
	Free Text
	
	Yes
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


	Item
	Notes

	Look-up
	Example:  After entering email address, lookup requester’s first/last name.

	Confirmation        Page Content
	Example:  Include all requester fields and fields from the “Hardware” section in a table format (field-value).   Include the KSR ID# and a link back to the portal.  Also include a link to survey for follow up on ease of process.

	Shown/Hidden Sections
	

	Shown/Hidden Questions
	

	
	

	
	

	
	

	
	


COMPLEX FORM DEFINITIONS

Complex forms should be defined as much as practical before actually developing the form.  Time spent during the definition stage will be saved at least two-fold during the development stage.

Form mock-ups are a great way to define requirements for a service item, particularly more complex forms where multiple people may approve parts of the request.  By having a form mock-up, the business can better identify problem areas.  In addition, some of the dynamic parts of the form such as hide/show can be discussed and better defined. 

The mock-up does not need to include branding or stylization rather focusing on questions/fields asked of the requester and/or approvers.

In addition to the mockups, other items should also be included in the requirements:

· Other complex items such as lookups, page branching, and other special characteristics of the form.  

· It is likely the business will not know all of the capabilities of Kinetic Request, so there will also be questions to be answered by the form creator.

· The process diagram with approvals and emails being sent out.  An example process diagram is included in the Delivery Model documents.  Email notifications are also discussed in the notifications document in the Delivery Model.

Example –COMPLEX FORM MOCK-UP

The following is an MSWord mock-up of a form with important details outlined in red.  This makes it much easier for the form developer as well as interesting parts of the form.  Looking at this mockup the business may ask for a particular section to start out as hidden and only shown once a question is selected.  It also makes it easier to identify where fields should be defaulted and other information.

	Applicant Information: Full legal name as it appears on the Applicant’s Social Security or I.D. Card

	Function (Select one): 
	Add:   FORMCHECKBOX 

	Modify:   FORMCHECKBOX 

	Deactivate:   FORMCHECKBOX 


	Process Request   FORMCHECKBOX 
  on  or   FORMCHECKBOX 
  by
	date: 
	time:  Free text, not required

	Legal First Name:  Free text, required
	Middle Name:  Free text, not required
	Legal Last Name:  Free text, required

	Nickname:  Free text, not required
	E-mail Address:  E-mail format, not required

	Phone Number:  Free text, required
(include country code if outside the US)
	Domain Login:  Free text, not required

	Job Title:  Free text, required
	

	Business Unit:  List to be provided, required
	Department:  List to be provided, required

	Supervisor Name:  Free text, required
	Supervisor E-mail:  E-mail format, required

	Building #:  Free text, required
	Office #:  Free text, required

	City:  Free text, required
	State / Province:  Free text, required
	Country:  Free text, required

	Employment Status: 

Required, radial buttons to limit to one choice
	 FORMCHECKBOX 
  Full time or Part time Employee

OR

 FORMCHECKBOX 
  Non-employee*  
	*REQUIRED for all non-employees and temporary access.  

The default is 30 days for non-employees; 24 hours for temporary access.

Expiration Date:  Date Picker

	For Temporary access, please include the business justification (expiration date required)

	Free text, not required

	For System Administrator access, please include the business justification 

	Free text, not required


Add question: Are you the applicant / client? If yes, pre-populate the answers to the next section. 

	Requestor Information (if different from Applicant):

	Full Name:  Free text, required
	Title:  Free text, required

	E-mail Address:  e-mail format, required
	Phone Number:  Free text, required


Alphabetical list by domestic and international with check boxes, no limit to number of choices selected (“hide” applications which are not built using white text, once forms are built then show in black text) **May want to break this section off into another page for readability

	Please select Applications

	DOMESTIC PLATFORMS / APPLICATIONS
	INTERNATIONAL APPLICATIONS

	 FORMCHECKBOX 
  Accts Pyble
	 FORMCHECKBOX 
  Citril
	 FORMCHECKBOX 
  Journal
	 FORMCHECKBOX 
  Solar
	 FORMCHECKBOX 
  Celatil
	 FORMCHECKBOX 
  VPN-EMEA

	 FORMCHECKBOX 
  Accts Rec
	 FORMCHECKBOX 
  DMZ
	 FORMCHECKBOX 
  K2
	 FORMCHECKBOX 
  STAN
	 FORMCHECKBOX 
  EMEA-Ops
	

	 FORMCHECKBOX 
  AIM
	 FORMCHECKBOX 
  DPP
	 FORMCHECKBOX 
  Lawtil
	 FORMCHECKBOX 
  Trident
	 FORMCHECKBOX 
  Int’l CRM
	

	 FORMCHECKBOX 
  AIX
	 FORMCHECKBOX 
  FTP
	 FORMCHECKBOX 
  MS
	 FORMCHECKBOX 
  VersionCC
	 FORMCHECKBOX 
  Int’l Payroll
	

	 FORMCHECKBOX 
  BBSync
	 FORMCHECKBOX 
  Gekko
	 FORMCHECKBOX 
  NT
	 FORMCHECKBOX 
  VPN
	 FORMCHECKBOX 
  VPN-Africa
	

	 FORMCHECKBOX 
  BSM
	 FORMCHECKBOX 
  Intranet
	 FORMCHECKBOX 
  Project
	
	 FORMCHECKBOX 
  VPN-Asia
	


Complex Form Additional Requirements

	Item
	Notes

	Look-up
	Example:  After entering email address, lookup requester’s first/last name.

	Question?
	Example:  Can the application retrieve user info from Peoplesoft?

	Shown/Hidden Sections
	

	Page Branching
	

	Confirmation Page Content
	

	
	

	
	


**Remember to include a process diagram in your requirements

Notifications

Notifications are sent out to the requester in some situations.  They are typically:

· An invitation to fill out a form:  Not all forms are accessed via a portal.  There are times where one or more people are invited by mail to fill out a form.  Example:  An organization has a time sheet form.  Employees are notified once a month via email to fill out this timesheet form. 

· A reminder of invitation:  When the above invite is not filled out in a configured time period, a reminder should be sent to the person.

· Other “FYI” notifications:  There are situations where other people are to be notified that are not the requester or the approver.  This is often a manager or employee with a similar role after a submission is made.

NOTE:  Approval notifications are defined in the Delivery Model – Request Tasks document and not in this section.

	Item
	Notes

	Form Invite
	Example: 

Should have corporate banner (See branding document)

Should include name, month and year of timesheet.

Should include business unit and department

Subject:  ***Attention:  Submission Needed

	Reminder
	Example: 

Should have same fields/look as the invite

Subject:  **Reminder: Submission Needed

Send after 3 days without a response

	Other Notification
	 

	
	


IMPROVING OUR SERVICE

One objective of undertaking a service request process is improved visibility, timeliness and overall experience of making requests for your customers.   Having an avenue for them to report good or bad experiences with the portal and the underlying fulfillment activities is crucial.  

Some suggestions:

· Including the estimated time to fulfill the service somewhere prominent within the form itself

· Include a link to a survey on all of your confirmation pages.  This link can pass information to the survey about what form/situation was accessed using Kinetic Survey
· Include the ID of the submission on the confirmation page for easier follow-up
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