
Service Desk (SD)
(5-help, Help desk)

Voice/
Communication

IT
Services/Pinnacle

Client gets “Got It Notification”

Send 
“ETC” Work

Send 
Status 

Yes
Review 
Request

Complete

Contact 
Requestor

Route

Client gets “Do It Notification”

Billable

Enter 
Billing

Send 
Done

Yes

No

This is the workflow process for each service

Single Front End Process and Routing Fulfillment Billing and Maintenance

IT Services
 Website

Client gets “Done Notification”

Close 
Request

O
rd

er
 W

or
kf

lo
w

Bill Client

Billing/Pinnacle Lifecycle/
maintenance

Client Support

Data Center

ITS Order Management Workflow

Single Front End Process and Routing Fulfillment Billing and Maintenance

Complete

No

Review 
Request

Single Front End Process and Routing Fulfillment Billing and Maintenance

Entered into Pinnacle

Mulptiple flow back to 
client and SD

Who enters?
QA, rejects, periodic 

billing, verifies statements

Where to from SD?
How tracked and 

processed?

<Stub>

C
lie

nt
 n

ot
ifi

ca
tio

n

Client receives 
Confirmation of

 Order, 
Billable cost, ITS 
receives CNF to 

proceed, Billable PTA 
linked to order

Client receives 
“Request received” 

notification

Client receives 
Status and 
schedule 

notification

Client recevies 
“Complete” 

notification and 
triggers “OK” to bill

Different support levels, 
different costs

Feedback to billing
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Web Site

Client gets “Done 
Notification”

Client gets “Got It 
Notification”

Review 
Request

Send Email 
“ETC”

Work

Is 
complete

?

Send 
Status 
Email

No

Yes

Contact 
Requestor for 

more info

Fulfillment Workflow

Process and Route

Review 
Request

CompleteContact 
requestor

Route

Billing and Clouser

Client gets “Do It 
Notification”

Is Billable

Enter 
Billing

Send 
Status 
Email

Yes

No

This is the 
workflow process 
for each service

Single Front End
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Service Request Process

WorkProcess Request Completion BillingUser Request

User Gets an 
Order Tracking 
Number

User Enters:
Name
Contact Info
PTA
Service Options

Web Site(s) Else

Yes

IT Contact Client 
(Phone or email)

Review Order 
Requests

Telecom

Input into Pinnacle

Email Client with 
Pinnacle number

Team/Service Workflow Black Boxes

Data 
Center

Network

Work on 
request

X time is 
work complete?

NoUpdate 
Client

X time is 
work complete?

Update 
Client

Get Info 
from Client

Work on 
request

Yes

Update 
Client

Update 
Pinnacle

Start Billing

Update 
AM

Update 
Client

Update 
Pinnacle

Yes

Generate 
Remedy 

Req

Generate 
Remedy 

Req

Update 
Remedy 

No

Update 
Remedy 
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Service Request Process

BillingWorkProcess RequestUser Request

No

No

Yes

Yes

Go

No Go

No

Yes

Network

Update 
Account 
Manager

Update 
Client
“Do It”

2

Is work 
complete?

If Service 
Offered

Update 
Pinnacle

Update Client
“Done”

4

3

Update Client
“On Track” or 

“Delay”

Review 
Requests

Data 
Center

3.5

3.5

Update 
Remedy 

Is work 
complete?

Update 
Account 
Manager

Work on 
request

Input into Pinnacle

Example: Team/Service Workflow

Telecom

Route/Review 
Requests

Work on 
request

Update 
Remedy User Request 

Service

Generate 
Remedy 

Req

1.5 1
Inform Client 

“Got It”
(Order 

Number)

3.5

Start Billing

Inform Client 
“Need More 

Info”

Update 
Client

“Need More 
Info”

Update Client
“On Track” or 

“Delay”

Go/No Go 
Request?
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   Future Service Request Process

Work

Update Client
“On Track” or 

“Delay”

Process Request

Update 
Client

“Do It and 
Due Date

BillingUser Request

No

No

Yes

Yes

No Go

No

Yes

Data 
Center

Update 
Remedy w/ 
“Is Billable”

Go/No Go 
Request?

Is work 
complete?

Start Billing

Inform Client 
“Got It”
(Order 

Number)

2

Telecom

Update Client
“On Track” or 

“Delay”

3.5

Update Client
“Done”

Example: Team or Service Workflow

Update 
Remedy 

Work on 
request

Inform Client 
“Need More 

Info”

Update 
Client

“Need More 
Info”

Generate 
Remedy 

Req

Input into Order 
Tracking System

1

4

User Request 
Service

Review 
Requests

Route/Review 
Requests

3.5

1.5

If Service 
Offered

3

Update Billing 
System

Update 
Account 
Manager

Work on 
request

Is work 
complete?

Validate PTA and 
Authorization

Example: Data enter Team Workflow

Example: Telecom Team Workflow
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It Services

HelpSU

Web Forms

Telecom
(Phone, Net 2 

Jack)

Data Center
(Servers, Custom 

Networking)

Automated Form 
Requests

(FW Changes, 
Disk Space, 

SunetID)

G
ot

 It

Order # = Remedy Number

Order # = Pinnacle Number

Pinnacle

D
o 

It

Pinnacle

D
on

e

Unix

Pinnacle

Email

Pinnacle

Email

Billable Service

Non Billable Service

Review 
Request

Order # = Email Requestor

Email Approver/Requestor 

Email Due Date

Network

Storage

Windows

Email Update

Email Done Status

This option could be 
elimanated if the selections at 
the web page were limited.

New Web Site

5-Help

Email Done

Email Done

Short Term Order Work Flow
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Requestor will 
get a Remedy 
Number

Email sent to Firewall 
Team

Telecom
(Phone, Net 2 

Jack)

Data Center
(Servers, Custom 

Networking)

Web Form 
Requests

(FW Changes, 
Disk Space, 

SunetID)

G
ot

 It

D
o 

It

D
on

e

Pinnacle

New Web Site

Short Term Order 
Work Flow

Network

Facilities

Unix

Storage

DBA

Windows

Pinnacle

Process will include 
email updates for orders 
taking longer then x Days

Service Work Flow Process

Example High Level Workflow

Review 
Request

Send Email 
“Go” or “No 

GO”

Work

Is 
complete

?

Send 
Status 
Email

No

Email Done

Yes

Send to 
Billing

Email

Requestor will 
get an email

Review 
Request

Send Email 
“Go” or “No 

GO”

Email 
Approval

Is 
complete

?

Send 
Status 
Email

No

Email Done

Yes

Send to 
Billing

Contact 
Requestor 
for more 

info

No Go

Work
Require 
Billing

Yes

Example High Level Workflow

Service Work Flow Process

No Go

Client will get an email 
stating request done.

Client will get an email 
stating request done.

Process will include 
email updates for orders 
taking longer then x Days

Process all 
billing 

requested from 
workgroups

Billing Team

Requestor will get an Email stating 
“Go” with ETC or  “Need More Info”

Contact 
Requestor 
for more 

info

It Services

Requestor will get a 
Pinnacle Order Number

Service Work Flow Process

See Original Order Management Team 
Results

Phone

Net-2-
Jack

Remedy
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Telecom

Server Hosting

G
ot

 It

D
o 

It

D
on

e

Billing 
System

Web Site

Future Order 
Work Flow

Process will include 
email updates for orders 
taking longer then x Days

Service Work Flow Process

Example High Level Workflow

Review 
Request

Send Email 
“Go” or “No 

GO”

Work

Is 
complete

?

Send 
Status 
Email

No

Email Done

Yes

Send to 
Billing

Review 
Request

Send Email 
“Go” or “No 

GO”

Email 
Approval

Is 
complete

?

Send 
Status 
Email

No

Email Done

Yes

Send to 
Billing

Contact 
Requestor 
for more 

info

No Go

Work
Require 
Billing

Yes

Example High Level Workflow

Service Work Flow Process

No Go

Client will get an email 
stating request done.

Client will get an email 
stating request done.

Process will include 
email updates for orders 
taking longer then x Days

Process all 
billing 

requested from 
workgroups

Billing Team
Contact 

Requestor 
for more 

info

Service Work Flow Process

See Original Order Management Team 
Results

Net-2-Jack

Data Center 
Hosting

Application 
Hosting

SunetID

Email

Data 
Storage

Firewalls

Infrastructure 
Services

Maintenace

Desktop Support

Storage

Network

Facilities

Unix

Storage

DBA

Windows

Review Request 
for Basic data

Insert Request into 
Billing System

If Offered
Requestor will 
get a Number

Contact 
Requestor

Routing/
Workflow 
Engine

Telecom

Requestor 
will get an 
Email stating 
“Go” with 
ETC or  
“Need More 
Info”
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