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Project BackgroundProject Background

CSR – Customer Service Request
System Work for MMIS after Go-Live
Maintenance, Enhancements or Defects

No Global Prioritization Of CSR’s
Each Bureau Had Their Own Priorities

No Organization Around Who Or When CSR’s Were Released
ACS Has 10 Days To Respond To A Released CSR With A “Statement of 
U d t di ”Understanding”
“Statement of Understanding” Requires Business Analyst and 
Engineer/Developer To Create
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Project BackgroundProject Background

The End Result –
Resources Already Allocated At 100% Would Have To Be Pulled 
Off Their Current Assignment In Order To Create A “Statement Of 
Understanding” In Order To Meet The 10 day Requirement On A Understanding” In Order To Meet The 10-day Requirement On A 
Released CSR, Thus Impacting CSR Go-live Dates That Were 
Already Committed To.
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Project Goals & ObjectivesProject Goals & Objectives

Goal: 
E  Th  ACS PMO T  A i t Th  ACS S t  T  T  Engage The ACS PMO To Assist The ACS Systems Team To 
Develop An Improved CSR Process With The Client.

Objectives:
Better, More Frequent Communication
Ability To Prioritize WorkAbility To Prioritize Work
Ability To Forecast When Work Will Start And Be Completed
Give Client Visibility And Control Into The CSR Process And Work
Better Use Of ACS ResourcesBetter Use Of ACS Resources
More Focused Approach To Completing Work
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Project Scope & BenefitsProject Scope & Benefits

Project Scope
T  P t  ith th  Cli t t  H l  D t i  CSR P i itiTo Partner with the Client to Help Determine CSR Priorities

Balance Expertise
Priorities by Subsystem

Develop A Schedule Of Future ChangesDevelop A Schedule Of Future Changes
Ensure Open And Constant Communications

P j t B fitProject Benefits
Predictability
Visibility
Forecasting
Focused Resources
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How Did We Do This?How Did We Do This?

Joint CSR Tracking System Developed
Di id d S t  St ff I t  S b t  S ifi  TDivided Systems Staff Into Subsystem Specific Teams

Green Team – Eligibility
Blue Team – Claims Entry & Adjudication
R d T  R i i t & P idRed Team – Recipient & Provider
Gold Team – TPL, Claims Payment, Financial, PA, Reference
Orange Team – Web Portal, Architecture, Call Center, Document 

M tManagement
POS Team - Pharmacy System

Top 10 CSR’s 
Not Specific To Teams, Subsystems Or Bureaus
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How Did We Do This?How Did We Do This?

Combined Related CSR’s
Set Thresholds For Small  Medium & Large ProjectsSet Thresholds For Small, Medium & Large Projects

Thresholds Tied To Specific Deliverables
Each Systems Team Lead Trained In Project Management And 
MS Project
JAD Sessions For Complex CSR’s 
Client Appointed One Entity With Authority To Release CSR’sClient Appointed One Entity With Authority To Release CSR s

CSR’s are only released when ACS has resources to work on the CSR 
Client Gave Quicker Approvals
All Projects And CSR’s Have Workplans
Portfolio Management Approach

C bi  CSR’  & P j t  B  T
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Combine CSR’s & Projects By Team
Review Work In Process



© Affiliated Computer Services, Inc. (ACS) 2007Slide 10



How Did We Do This?How Did We Do This?

Bi-Weekly Meeting With Client To Review Performance Reporting
Current Schedules/WorkplansCurrent Schedules/Workplans
Late Tasks
Completed Tasks
Pl d T kPlanned Tasks
Deliverable Status
Risks
R i  C t P i itiReview Current Priorities
New CSR’s
ACS Recommendations
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Performance ReportingPerformance Reporting

Completed Tasks –
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Next StepsNext Steps

Create A Standard Release Schedule To Accommodate System 
Changes Within A Specific Timeframe  (Quarterly Release Changes Within A Specific Timeframe. (Quarterly Release 
Schedule)

Combine Priority CSR’s And/Or CSR’s that may impact the same Combine Priority CSR s And/Or CSR s that may impact the same 
programs or interfaces.
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