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TECHNICAL SERVICES STATEMENT OF WORK No. 1 

Schedule 2 – Detailed Application Services Description 

1.0 Definitions 

The following defined terms will apply to this Detailed Application Services Description (Services 
Description).  All Section references herein are to this Services Description, unless otherwise indicated.  
Any other capitalized terms used herein shall have the meaning ascribed to them where first defined 
herein or, as applicable, in the Agreement or Schedule 1 (Supplemental Technical Services Definitions). 

“Adaptive Maintenance” means the enhancement of In-Scope Applications performed to keep the 
application usable in a changed or changing System Software and In-Scope Applications environment. 

“Application Change” means any functional enhancements to current specifications or changes to 
underlying software, hardware. 

“Application Development Project” means a project for which an Application Project Plan has been 
approved and agreed in writing by both parties. 

“Application Development Services” has the meaning ascribed in Section 2.3. 

“Application Maintenance and Support Services” has the meaning ascribed in Section 2.2. 

“Application Maintenance and Support Services Fee” means the fee specified in Attachment 1 to 
Schedule 6.1 of Technical Statement of Work No. 1. 

“Application Monitoring” has the meaning ascribed in Section 4.2. 

“Application Project Plan” means a plan which details items such as the following: the scope and 
exclusions, objective, work product, milestones, dependencies and constraints; business case; 
acceptance criteria; parties’ obligations; deliverables and specifications; project environment; project 
organization; project management strategy and controls; communication strategy; quality management 
and any other details relevant to the proposed application development. 

“Application Services” means, collectively, Application Development Services, Essential Services and 
Application Maintenance and Support Services to be delivered by CGI. 

“Application Support Hours” means 6:30 AM to 5:00 PM Central Time, unless otherwise specified in 
Appendix 2.1.  For certainty, Application Support Hours means the window during which the Application 
Services are to be delivered by CGI hereunder, even though the Application Support might be performed 
by CGI at those times or any other times. 

“Bank of Hours” means a discounted 12-month block of hours that KDOR purchases, for each Contract 
Year and that KDOR may apply against any Application Development Services Charges, Common 
Services and Essential Service charges incurred during such Contract Year.  

“Base Application Services Fee” has the meaning ascribed to in Section 8.2(A)(ii).  

“Common Services” has the meaning ascribed in Section 7.0. 

 “Contract Year” means, for the purposes of this Services Description, each 12-month period following 
the Effective Date. 

“Corrective Maintenance” means the reactive modification of In-Scope Applications performed after 
delivery to correct defects discovered from time to time.   
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“Emergency Maintenance” has the meaning ascribed in Section 4.3. 

“End-User Requests” has the meaning ascribed in Section 6.2. 

“End-User Support Services” has the meaning ascribed in Section 4.6. 

“Essential Services” has the meaning ascribed in Section 2.4. 

“Minor Enhancement” means any Adaptive or Perfective Maintenance requiring one hundred twenty 
(120) hours or less effort to complete.  

“Major Enhancement” means any Adaptive or Perfective Maintenance requiring more than one hundred 
twenty (120) hours of effort to complete.  

“In Scope Applications” means the application software listed in Appendix 2.1 as amended from time to 
time, together with any replacements thereof and/or additions thereto as per Change Control Process.   

“Optional Services” means any maintenance and support services outside of the scope of Application 
Maintenance and Support Services.   

“Perfective Maintenance” means the modification of In-Scope Applications performed after delivery to 
improve performance, functionality or maintainability. 

“Preventative Maintenance” has the meaning ascribed in Section 4.5. 

“Problem” means (a) any behavior of the In-Scope Applications that materially deviates from its 
documented functional or non-functional specifications; or (b) any unexpected change in behavior of the 
In-Scope Applications which negatively impacts the ability to use such software caused by a design, 
coding or configuration or similar defect. 

“Project” means, with respect to an In-Scope Application, any Adaptive Maintenance or Perfective 
Maintenance, or legislative changes or transformational changes requiring greater than 120 hours effort 
to complete. 

“Service Management” has the meaning ascribed in Section 3.2. 

“System Software” means the programs used on computer or micro-processor based devices which are 
generally known as operating system Software, utilities, system Software, database management system 
Software and middleware and similar Software and any enhancements or replacements thereof. 

“Time and Material Basis” means charges based upon hourly rates and expenses incurred. 

In addition, the following legend will apply to all RACI matrices included in this Services Description: 

R = Responsible 
For the purposes of this Services Description, this means a 
party is responsible for the action or completion or 
implementation of the task.    

A = Approve 
For the purposes of this Services Description, this means a 
party’s approval (i.e. “go” or “no go”) regarding the 
implementation of the action or task in issues. 

C = Consulted 
For the purposes of this Services Description, this means 
consultation of a party prior to the approval of the other party. 

I = Informed 
For the purposes of this Services Description, this means 
informing the other party (in writing) after an action has been 
taken or the task has been implemented by a party. 

 



 Contract ID:  00000000000000044559, Technical Services Statement of Work No. 1 
Page 3 

Technical Services Statement of Work No.1, Schedule 2             Detailed Application Services Description 
Confidential  

2.0 Application Services – Overview 

Application Services consists of Service Management, Application Maintenance and Support Services, 
Essential Services and Application Development Services which are listed below: 

2.1 Partnership Management Services means the following: 

A. Service Management 

2.2 Application Maintenance and Support Services means the following: 

A. Application Monitoring 

B. Emergency Maintenance 

C. Corrective Maintenance 

D. Preventative Maintenance 

E. End-User Support Services 

2.3 Application Development Services means the following:  

A. Perfective Maintenance (Major Enhancements ) 

B. Application Development Projects and Legislative Changes 

2.4 Essential Services means the following: 

A. End-User Requests 

B. Adaptive Maintenance and/or Perfective Maintenance (Minor Enhancements) 

C. Audit support 

D. Disaster Recovery (DR) support 

E. Integration of Third Party projects 

F. Support Fiscal notes process as per Kansas Statutes 75-3715a 

2.5 In-Scope Applications 

Applications Services will only be performed on In-Scope Applications.   

2.6 Optional Services 

Any Optional Services regarding Application Services agreed to by the Parties shall be 
documented through change control process. 

3.0 Partnership Management Services 

3.1 Overview 

Partnership Management is aimed at managing the governance process, and providing delivery 
of the committed services for the In-Scope applications.  

3.2 Service Management means: 

A. Managing Application Services, excluding project management. 

B. Reporting on Application Services performance indicators. 

C. Billing for Application Services. 
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D. Participating, as required, in governance committees and other management 
meetings. 

E. Prioritizing tasks. 

F. Coordinating resource allocation to deliver Application Services. 

G. Monitoring of Bank of Hours. 

In Addition to Service Management, Appendix 2.2 (Table 1) sets forth the responsibilities 
of each Party related to Architecture and Planning. 

4.0 Application Maintenance and Support Services 

4.1 Overview 

Application Maintenance and Support Services are aimed at maintaining the In-Scope 
Applications in good operating condition. In respect of general Application Maintenance and 
Support Services, the responsibilities of each Party are set forth in Appendix 2.2 (Table 2). 

4.2 Application Monitoring means: 

A. Analyzing In-Scope Application logs and batch processing logs with the objective 
to detect faults, Problems or defects.  

B. Performing routine administration tasks on In-Scope Applications. 

C. Opening Incident reports when faults or defects are detected. 

D. Submitting manual batch processes for execution. 

E. Identifying ways to reduce reliance on manual intervention to keep In-Scope 
Applications working as specified. 

4.3 Emergency Maintenance means, following an In-Scope Application outage or fault or 
Problem preventing continued normal operation: 

A. Opening an Incident report to record outage. 

B. Implementing temporary fixes or workarounds with the objective to restore 
application functionality as soon as possible following an outage or a Problem. 

In respect of Emergency Maintenance, the additional responsibilities of each Party are set forth in 
Appendix 2.2 (Table 4). 

4.4 Corrective Maintenance means: 

In response to an In-Scope Application incident resulting from a Problem, CGI will 
perform the following Corrective Maintenance: 

A. Identifying underlying Problem. 

B. Performing root cause analysis for Severity 1 Incidents caused by application 
Problems. 

C. Implementing corrective actions to In-Scope Application design, code, 
configuration or software environment in order to resolve Problem. 

D. Testing the corrections to determine if they resolve the Problem. 
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E. Scheduling the corrections for deployment into production. 

F. Updating the documentation to reflect the corrections implemented. 

In respect of Corrective Maintenance, the additional responsibilities of each Party are set 
forth in Appendix 2.2 (Table 5). 

4.5 Preventative Maintenance means: 

A. Actively searching for opportunities to improve application maintainability, 
reliability, and supportability through preventative measures, i.e. modifications to 
application code, configuration, and tuning parameters. 

B. Assessing the impact of the potential preventative changes on application 
stability, reliability and maintainability. 

C. Coordinating and prioritizing the findings with KDOR for all Preventative 
Maintenance opportunities. 

D. Seeking approval for those opportunities recommended by CGI. 

E. Implementing approved preventative changes. 

For Preventative Maintenance that CGI recommends and KDOR chooses not to approve, 
CGI shall be relieved of its responsibilities for all resulting Problems that would have been 
prevented if the proposed Preventative Maintenance had been implemented.  For 
Preventative Maintenance that KDOR approves, but CGI declines or fails to implement, 
CGI will be responsible for resulting Problems that would have been prevented had the 
preventive maintenance been implemented. 

In respect of Preventative Maintenance, the additional responsibilities of each Party are 
set forth in Appendix 2.2 (Table 6). 

4.6 End-User Support Services means: 

A. Responding to end user requests for assistance on how to use the applications. 

B. Answer end user requests for clarifications about the business rules implemented 
in the applications. 

C. Explain to end users the features implemented in the applications. 

D. Work with end-users to diagnose potential problems with applications. 

E. Open incidents whenever a problem is identified. 

F. Record and document interactions with end users. 

In respect of End-User Support, the additional responsibilities of each Party are set forth 
in Appendix 2.2 (Table 3): 

4.7 Exclusions 

The resolution of a Problem not caused by CGI falling into one of the categories below is 
considered to be an Application Change to an In-Scope Application and will be provided 
as part of the Application Development Services: 
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A. Any problem that was known and documented in KDOR tracking systems by 
KDOR prior to such new application’s transition into maintenance, unless 
otherwise agreed to by the parties.  

B. Any problem for which the resolution would require an upgrade or the 
replacement of the In-Scope Applications.  

C. Any problem for which the resolution would require changes to the operating 
environment (hardware, operating systems, database engine, etc.).  

D. Any problem for which the resolution requires support services from an 
application software vendor/licensor which have been discontinued or for which 
KDOR does not hold a current maintenance or support agreement.  

E. Any problem with the stability of an In-Scope Application regarding which CGI 
has expended a material effort to resolve such problem, has notified KDOR in 
writing of such efforts, and for which the applicable Application vendor has 
acknowledged responsibility. 

4.8 Pre-existing Problems 

Problems known to KDOR and opened less than 24 months prior to the Effective Date are 
included within Application Maintenance and Support Services but, will be addressed on a 
commercially reasonable effort basis during the Term. Any problems older than 24 months will be 
archived, unless specifically excluded from the archive by the Executive Steering Committee as 
defined in schedule 4.2 – Governance. 

5.0 Application Development Services 

5.1 Scope of Services – Overview 

Application Development Services provide the human resources required to deliver Major 
Enhancements to In-Scope Applications, and Application Development Projects. 

Application Development Services can be required for various reasons, including: 

A. A request from KDOR business users for new subsystem, application or initiative. 

B. A regulatory/legislative change impacting the applications. 

5.2 Application Development Projects, or Perfective Maintenance (Major 
Enhancements) 

CGI will deliver the following to implement new Applications or make Major 
Enhancements to existing In-Scope Applications: 

A. Planning and project management 

B. Working with users to define business requirements 

C. Developing functional specifications 

D. Architecture and design of the solution 

E. Assessing Third Party solutions for delivering functionality 

F. Coordinating work from third parties 
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G. Coding 

H. Quality assurance and testing 

I. Implementation 

J. Train the trainers on the new system 

K. Post-implementation support 

L. Knowledge transition to Application and Maintenance Support team 

In respect of Application Development Projects and Major Enhancements, the additional 
responsibilities of each Party are set forth in Appendix 2.2 (Table 10): 

6.0 Essential Services 

6.1 Scope of Services – Overview 

Essential Services provide the human resources required to deliver Minor Enhancements 
to In-Scope Applications, Adaptive Maintenance, Audit support, Disaster Recovery 
support and responses to End-User Requests. 

6.2 End-User Requests means those requests from KDOR which are not within the scope of 
the End-User Support Services.  

In respect of End-User Requests, CGI will provide the following: 

A. Producing special reports or other form of data analysis that an application 
cannot generate automatically. 

B. Perform security administration such as account creation and deletion, password 
resets that cannot be handled by the service desk, and rights management. 

C. Analyzing application usage patterns and volume information. 

D. Creating complete or partial copies of a production database for analysis 
purposes 

E. Assisting end users performing those services themselves (e.g., if an SQL client 
is given to an end user to let them generate their own custom reports) 

6.3 Adaptive Maintenance and/or Perfective Maintenance (Minor Enhancements) to In-
Scope Applications 

CGI will carry out the following tasks to implement Application Changes: 

A. Working with KDOR to define the required change. 

B. Developing functional and/or technical specifications for the proposed change (as 
required) 

C. Designing a solution to implement the change. 

D. Assessing the architectural compliance and impacts of the change. 

E. Estimating the effort required to implement the change. 

F. Submitting the change to client for approval and prioritization. 

G. Making and testing the change. 
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H. Scheduling the change for deployment into production. 

In respect of Adaptive Maintenance and/or Perfective Maintenance, the additional 
responsibilities of each Party are set forth in Appendix 2.2 (Table 7): 

6.4 Audit services means 

A. The activities ascribed in Section 3.6 (a) in the Technical Services Statement of 
Work No. 1 

6.5 Disaster Recovery (DR) support means 

A. Supporting KDOR yearly DR drill planning activities 
 

B. Supporting KDOR yearly DR drill execution activities, such as restoring 
applications, database in the DR environment and execution of regression test 
cases 

6.6 Integration of Third Party Projects 

In respect of Integration of Third Party Projects, the responsibilities of each Party are set 
forth in Appendix 2.2 (Table 9). 

6.7 Support Fiscal Notes Process means 

A. Supporting KDOR Fiscal Notes requests by providing the budgetary IT effort 
estimate and any associated End-User Requests as per section 6.2 above 
 

B. Completing the estimates for Fiscal requests within forty eight (48) hours. 
 

C. If no dollar estimate is possible, providing explanation that can be utilized by 
KDOR to respond to the budget office request. 
 

7.0 Common Services 

7.1 Scope of Services – Overview 

Common Services consists of Build & Deploy Services, Application Logical Database 
Administration, and Middleware administration of in-scope applications: 

7.2 Build and Deploy Services means: 

A. Maintain existing build and deploy scripts for the In-Scope Applications. 

B. Develop new scripts as needed based on enhancements to the In-Scope 
Applications. 

C.  Promote and deploy the application changes to test and production 
environments. 

In respect of Build & Deploy Services, the additional responsibilities of each Party are set 
forth in Appendix 2.2 (Table 11). 

7.3 Application Logical Database Administration means: 

A. Provide logical database support as needed for the In-Scope Applications to 
provide the Application services. 

B. Document the changes to databases. 
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C. Maintain user access to Application data. 

D. Monitor and report on database activity. 

E. Develop and support scripts, stored procedures and triggers. 

F. Create copies of databases to support development, test, production and other 
environments as necessary to meet the needs of IT Applications and Projects. 

G. Run scripts to support data fixes as necessary. 

In respect of Application Logical Database Administration, the additional responsibilities 
of each Party are set forth in Appendix 2.2 (Table 12). 

7.4 Middleware Administration means: 

A. Provide administration support for FileNet, Windows web server for the In-Scope 
Applications. 

B. Document the changes to server configuration. 

C. Monitor and report Middleware server activity. 

D. Develop and support automated scripts for configuration. 

In respect of Middleware Administration, the additional responsibilities of each Party are 
set forth in Appendix 2.2 (Table 13). 

8.0 Pricing   

8.1 Overview 

The pricing structure for Application Services covers the services related to the 
management and execution of the activities related to the In-Scope Application life cycle.  
The pricing structure is comprised of: 

A. Fixed service fees for the Partnership Management and Application Maintenance 
and Support Services. 

B. Bank of Hours for Essential Services, Common Services and Application 
Development Services; and 

C. Time and materials charges or project fixed price charges for Optional Services. 

8.2 Application Maintenance and Support Services 

A. Pricing Structure:  The Application Maintenance and Support Services Fee is 
an annual charge payable monthly in twelve equal payments, and comprises: 

i. Management Fee 

The management fee is a fixed charge covering Partnership Management 
for all In-Scope Applications. 

ii. Base Application Services Fee 

The Application Service Fee includes a charge for Application 
Monitoring, Emergency Maintenance, Corrective Maintenance, 
Preventative Maintenance, and End-User Support Services.   
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B. Price Adjustment Mechanisms 

The charges for Application Maintenance and Support Services evolve as In-
Scope Applications portfolio changes or as Optional Services are added or 
removed. 

Any adjustment to the annual charge in a given month will be reflected starting on 
the next monthly invoice. 

i. Addition of New Functionality into Application Portfolio 

In the event a new application software replaces existing In-Scope 
Applications while providing similar functionality (an “Application 
Modernization”) the effect on pricing will be the sum of the impact of the 
removal of the functionality associated with the old application, and the 
impact of the addition of the functionality delivered by the new application 
as set out in a Change Control Note (CCN).   

Revised support fee is calculated that is mutually agreed by both parties 
when New Functionality to existing In-Scope Applications or new 
Applications are added to the In-Scope Applications.  

i. Removal of Functionality from Application Portfolio 

Functionality can be removed from the application portfolio by 
decommissioning an existing application or by removing a significant 
amount of functionality and unless otherwise agreed, its supporting 
technical implementation (e.g. code, packages, modules, transactions, 
databases). 

Both parties will discuss and negotiate the adjustment in support fee 
based on the metrics that are collected such as size of the app, level of 
effort spent last 12 months etc. 

ii. Changes to Application Maintenance and Support Services Fee 

A baseline for the total application maintenance and support fees will be 
established at the contract Effective Date. In the event that the total 
Application Maintenance and Support Fees should vary after 12 months, 
then the following adjustments will be made one time to Application 
Maintenance and Support services fee. 

a. If actual effort tracked during first 12 months is less than initially 
planned then shift the excess hours to the Application Development 
Bank of Hours. Revised Application Maintenance effort drives the 
adjusted fixed price for the remaining period of the contract.  

b. If actual effort tracked during first 12 months is more than initially 
planned, then shift the additional hours from Application Development 
Bank of Hours to Application Maintenance. Revised effort drives fixed 
price for Application Maintenance and Support fee for the remaining 
term of Technical Services Statement of Work No. 1. 

8.3 Application Development Services, Essential Services, and Common Services 



 Contract ID:  00000000000000044559, Technical Services Statement of Work No. 1 
Page 11 

Technical Services Statement of Work No.1, Schedule 2             Detailed Application Services Description 
Confidential  

Application Development Services, Essential Services, and Common Services are 
provided as a blended rate through a Bank of Hours.  

A. Pricing Structure 

i. Bank of Hours 

The Bank of Hours can be used (as directed in writing by KDOR) towards 
Application Development Services, Common Services and Essential 
Services. Application Development Services, Common Services and 
Essential Services have their respective Bank of Hours. Through the 
governance process, with Executive Steering Committee approval, 
specific Bank of Hours allocated for Essential Services may be utilized for 
Application Development Services, and specific Bank of Hours allocated 
for Application Development Services may be utilized for Essential 
Services.  

The Bank of Hours is divided in twelve equal numbers of hours adjusted 
according to the number of working days in each month of the Contract 
Year. The size of the Bank of Hours must always add up to a whole 
number of fully-utilized resources. 

KDOR may, with three (3) months’ notice, increase the size of the Bank 
of Hours for the remainder of the Contract Year. For the period starting 
from the effective date of the adjustment and until the end of the Contract 
Year, the Bank of Hours is divided in equal numbers of hours adjusted 
according to the number of working days in each month of the Contract 
Year. Resources added this way must remain assigned for a minimum 
period of six (6) months. 

KDOR may, through quarterly planning process, decrease the size of the 
Bank of Hours, excluding the hours allocated to Common Services, as 
described in this paragraph. When KDOR makes a decision during 
quarterly planning to decrease the Bank of Hours, the implementation of 
that decision will be delayed for one quarter and will take effect instead 
on the first day of the following quarter. (For example, the quarterly 
planning for the April-June quarter occurs in March of that Contract Year, 
and any decision made during quarterly planning for the April-June 
quarter to decrease the Bank of Hours will take effect on July 1 of that 
Contract Year).  In the event of such a decrease in the Bank of Hours, 
the monthly payment will be adjusted accordingly by (i) decreasing the 
monthly Bank of Hours by the specified reduction and (ii) multiplying the 
resulting decreased monthly Bank of Hours amount by the Contract Year 
Blended Rate defined in Schedule 3.1  

The initial size of the Bank of Hours is included in Schedule 3.1 of 
Technical Services Statement of Work No. 1.  The Resource Profile in 
the Bank of Hours tab in Schedule 3.1 is based on the activities that 
need to be accomplished for Essential Services Common Services and 
Application Development Services. If this Resource Profile mix changes, 
the Blended Rate indicated in Contract Year Blended Rate Table in 
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Schedule 3.1 will be adjusted. Resource Profile mix changes will be 
mutually agreed to by the Parties in writing.     

The price and commitment for a Bank of Hours for a Contract Year is 
based on the Bank of Hours Rate Card included in Schedule 3.1. 

Through quarterly and annual planning KDOR may carry forward hours 
from the Bank of Hours from one Contract Year to the next as specified in 
this paragraph.  KDOR’s right to carry forward unused hours from the 
Bank of Hours is limited to 20% of the Bank of Hours and  excludes hours 
allocated for Common Services.  Unused hours carried forward shall be 
added to the Annual Bank of Hours allocation for the next Contract Year 
but shall not be included in any calculation of Blended Rates or Services 
Fees. KDOR will continue to pay for the carried-over unused hours in the 
current Contract Year, and the carried-over unused hours must be utilized 
during the first six months the next Contract Year. When measuring used 
hours, carried forward hours will be utilized first. For further clarity, any 
unused hours in excess of 20% shall be considered forfeited.  

ii. Rate Card 

The rates applicable for any Optional Services or beyond committed Bank 
of Hours are included in Schedule 3.2 of Technical Services Statement of 
Work No. 1. 
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8.4 Appendix 2.1 

List of In-Scope Applications 

See ‘KDOR TS SOW - Schedule 2 - Appendix 2.1 - Application Inventory - Legal Review.xlsx” 
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Appendix 2.2 
 

RACI Matrices 
 

This Appendix 2.2 outlines CGI’s and KDOR’s respective roles and responsibilities under this Schedule 2 
– Detailed Applications Services Description. 

1. Architecture and Planning 

Description CGI KDOR 

Define, maintain and communicate the current enterprise 
architecture, the target enterprise architecture, and the long 
term plan to achieve the target architecture 

C R 

Define an Annual IT Plan containing a prioritized list of IT 
initiatives to be carried out during the upcoming year 

C R 

Recommend changes to architecture, applications, 
hardware or projects in which an opportunity to improve 
client’s business efficiency through IT initiatives is 
recognized 

R R 

Provide high level impact assessment of proposed initiatives R C 

Based on the KDOR Annual IT Plan, produce the Annual 
Work Program including a prioritized list of IT initiatives to be 
carried out by CGI for the upcoming year including resource 
allocation, budgets and calendars 

R A,C 

Monitor the evolution of IT technologies and practices and 
identify opportunities to improve Client’s business and IT 
efficiency 

R R 

2. Application Maintenance and Support 

Description CGI KDOR 

Develop standards and procedures for Application support 
activities 

R I 

Monitor the end-of-life calendars for Software used in IT 
environment and recommend modernization when products 
become obsolete 

R A 

Monitor the operation of the Applications with the objective 
to identify abnormal behavior 

R I 

Diagnose abnormal behavior and open Ticket if a problem is 
detected 

R C 

Update available documentation whenever a change is 
made to an Application or its operating environment. If no 
documentation exists to capture the change, create a 
change log document for the Application 

R I 

Collaborate with Infrastructure management teams to 
diagnose problems 

R C 

Perform routine maintenance of client Applications and 
Software 

R I 
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Perform manual operations specified in the operating 
procedures of the Applications (e.g. submit non-automated 
batch processes for execution) 

R I 

Notify CGI in advance of any anticipated exceptional 
processing requirement 

I R 

Identify applicable vulnerabilities and virus threats and 
recommend appropriate safeguards related to application. 

C R 

3. End-user support 

Description CGI KDOR 

Contact the Service Desk for any Application-related 
question, issue, or request 

C R 

Contact the KDOR User to understand the question, issue, 
or request 

R I 

Diagnose KDOR User-reported  issues and submit problems 
for resolution 

R C 

Answer “how-to” questions from KDOR Users related to In-
Scope Applications (Note:  This is not intended to replace 
“training” of KDOR-Users.) 

R C 

4. Emergency Maintenance 

Description CGI KDOR 

Notify Service Desk of Application outages R R 

Implement temporary business workaround, if possible C R 

Diagnose problem R C 

Develop and test a fix for the outage R A 

Perform unit, integrated, regression, functional, and non-
functional tests (as required) 

R I 

Perform End User acceptance testing of fix (as required) C R 

Implement fix into production environment R A 

Coordinate problem resolution with 3rd parties, where 
applicable 

R I 

If the fix is temporary, create Ticket for subsequent 
Corrective Maintenance 

R I 

5. Corrective Maintenance 

Description CGI KDOR 

Submit problems or issues with applications to the Service 
Desk 

R R 

Identify root cause of the problem R I 

Devise resolution to problem R A 

Implement resolution to problem R I 
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Perform unit, integrated, functional, and non-functional tests 
(as required) 

R I 

Perform End User acceptance testing of resolution (as 
required) 

C R 

Schedule fix for deployment into production R A 

6. Preventative Maintenance 

Description CGI KDOR 

Investigate Incident trends and latent defects R I 

Identify, if possible, Preventative maintenance activities to 
counter trends or prevent latent defects from generating 
problems 

R I 

Assess costs and benefits of preventative maintenance 
initiatives 

R I 

Request authorization to proceed with preventative 
maintenance that CGI believes are beneficial to KDOR and 
CGI 

R A 

Schedule preventative maintenance initiatives requested by 
CGI for inclusion in a future Application release 

R A 

Implement and test preventative maintenance initiatives 
requested by CGI and approved by KDOR 

R A 

Schedule release for deployment into production R A 

7. Adaptive and Perfective Maintenance 

Description CGI KDOR 

Identify and document preliminary requirements for 
Perfective Maintenance to Applications 

I R 

Develop  requirements sufficient for estimation purposes R C, A 

Identify and document technical requirements for Adaptive 
Maintenance to Applications 

R A 

Provide estimate for analysis and estimation for Adaptive 
Maintenance or Perfective Maintenance 

R C, A 

Develop specifications, impact analysis, and effort 
estimates for implementation of Adaptive Maintenance or 
Perfective Maintenance 

R C, A 

Prioritize and package changes structured into releases R C 

Implement and test releases R A 

Perform user acceptance testing of release C R, A 

Schedule release for deployment into production R A 

8. Standards, Tools, Environments 

Description CGI KDOR 
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Use a formal application development methodology R A 

Leverage application development and testing tools 
required to support application development initiatives 
(Cost of tools is responsibility of KDOR) 

R A 

9. Third Party Projects 

Description CGI KDOR 

Develop acceptance criteria for integration of 3rd party 
software into IT environment and transition to maintenance 

R A 

Communicate solution architecture, infrastructure and 
environment requirements, functional specifications, 
development plans, test plans and implementation plans to 
CGI 

I R 

Assess impact of 3rd party project on IT environment R A 

Validate that acceptance criteria defined above is met prior 
to deploying solution into production 

R A 

Define budget for application support and maintenance 
requirements 

R A 

Deploy 3rd party solution to production R A 

Perform knowledge transfer from 3rd party for the purposes 
of supporting and maintaining the solution 

R C 

10. Application Development Project Management 

Description CGI KDOR 

Prepare Service Request   I R 

Prepare preliminary business case (requirements) at 
sufficient level to allow estimating of project.   

C, R A,R 

Plan a review of requirements to provide sufficient detail to 
start the estimating process 
 

R C 

Identify at a high level the complexity of the 
project/enhancement and select the appropriate Software 
Development Lifecycle (SDLC) methodology 

R CA 

Identify KDOR activities, tasks and deliverables for the project 
(e.g., business change management activities, KDOR 
acceptance testing, etc.); 

R CA 

Identify CGI activities, tasks and deliverables for the project 
(e.g., business change management activities, 
communication plan, etc.); 

R I 

Identify KDOR and CGI project resource requirements R C, A 

Produce Project Plan and Financial Plan. R C, I 
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Description CGI KDOR 

Review and gain approval for the Project Plan and Financial 
Plan.  (Prepare minutes of the meeting.) 

R A 

Update Business Case with new costs, time, and resource 
estimates as the new baseline.  

C R 

Confirm and assign CGI resources on project R I 

Confirm and assign KDOR resources to project I R 

Prepare and maintain risk assessment and risk management 
plan 

R C, A 

Prepare and maintain project communications plan and 
project stakeholders list 

R A, C 

Produce the Project Work Plan & detailed Work Breakdown 
Structure (WBS)  

R I 

Execute, coordinate and monitor the delivery of the project 
against the Project Plan and the Project WBS 

R I 

Prepare project plan compliance check list using the 
deliverable compliance check list and the minutes of the 
Project Plan review meeting. 

R C 

Manage preparation and review of Detailed Business 
Requirements and Recommended Solution & obtain sign-off 

R A, C 

Manage preparation and review of Detailed Design Document 
and obtain sign-off 

R A, C 

Obtain signoff of Client Acceptance Testing C A, R 

Manage execution of third party assigned deliverables, if 
required 

R I 

Prepare project status reports, risk management status R I 

Plan, hold and minute project status meetings as appropriate 
for project complexity  

R C 

Manage project change control process including change 
request documents, approvals, integration of work into project 
plan 

R A 

Manage and review project issues and escalate as per the 
Project Plan proposed action plan and monitor resolution 

R C 

Coordinate internal quality  reviews and manage the approval 
process with respect to the agreed Project Plan and 
Deliverable compliance checklist 

R C 

Coordinate and manage Releases and the associated Project 
Implementation Plan(s) 

R C, A 

Develop material in preparation for quality Gates R, I 
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Description CGI KDOR 

Manage and report on project financials (Bank of Hours) R I 

Execute project closure tasks R I 

11. Build and Deploy Services 

Description CGI KDOR 

Identify and maintain (create/manage/document/label) 
Configuration Items (code repository/Software library, build 
and deploy logs, baseline and build scripts), for all 
environments. 

R I,C 

Generate configuration management release builds, as 
requested by the development team 

R I 

Serve as the primary point of engagement for a new 
Applications requiring Software Configuration Management 
(SCM) Services 

R I 

Generate deliverables required for SDLC process. R I 

Manage end user access to the SCM tools. R C,A 

Develop migration strategies and plans. R I,C 

Develop a contingency plan for each implementation that will 
include, where appropriate, back-out procedures, notification 
and escalation lists, work-around plans, affected resources, 
and risk assessments in accordance with the Procedures 
Manual. 

R I 

Review and approve migration and deployment plan. C, I R 

Generate environment-independent build objects. If currently 
the build scripts don’t exist or in-complete, build/enhance them 
overtime. 

R I 

Provide approval for deployment to target environment I R 

Deploy release builds to target environment upon appropriate 
approval. 

R I 

Produce artifacts resulting from build process R I 

Test the application for post deployment shakeout by KDOR 
users 

C R 

Update the build request in the ticketing system after 
successful deployment and shakeout testing 

R I 

12. Application Logical Database Administration Services 

Description CGI KDOR 

Define and execute the Data Definition Language (DDL) and 
Data Manipulation Language (DML) scripts and functions 
needed for the database management system(s). 

R I 

Define and execute database tuning and reorganization scripts 
and functions as required to maintain database and application 

R I 
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performance and integrity requirements. 

Notify KDOR if database and system maintenance, tuning and 
reorganization activities may impact KDOR’s business 
operations. 

R I 

Work with KDOR to schedule and implement database and 
system maintenance, tuning and reorganization activities to 
avoid or minimize impacts to critical operations, user 
performance and business functions. 

R C 

Evaluate and recommend logical database design changes 
associated with Applications changes. 

R I 

Maintain and continually improve database monitoring 
processes and/or tools. 

R  

Plan for changes in the size of databases due to business 
volume changes and Project implementations based on 
information provided by KDOR and CGI’s projections of annual 
growth in database utilization. 

R C 

Create, maintain and support the conceptual, logical and 
physical database models and structures. 

R I 

Provide day-to-day operational support for the database 
management system(s) and database environments, including 
Application DBA support to KDOR. 

R I 

Define, implement and maintain a cloning process to refresh 
database/system environments on demand and periodic basis 
as defined in the Procedures Manual. 

R I 

Define, document and maintain the database standards, 
procedures, policies, and best practices as defined in the 
Procedures Manual. 

R I 

Administer data security and user privileges/roles per KDOR 
requirements. 

R C 

Install, create, configure, upgrade, maintain and support the 
Application system(s) changes 

R C 

Create, configure, upgrade, maintain and support the database 
objects (tables, indices, views, database links) for the SDLC 
environments (i.e., development, test, Q/A, and production). 

R I 

Implement, schedule and monitor the Application and 
database backups per KDOR requirements. 

R C 

Refresh data in non-production environments that are being 
used for SDLC in a manner to allow for effective testing and 
based on a schedule mutually developed with KDOR.  

R C 

Define database audit reporting requirements (including 
content and frequency) for monitoring user activity across 
KDOR database properties. 

C A 

Implement database audit reporting in accordance with KDOR 
requirements. 

R C 

13. Middleware Administration Services 
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Description CGI KDOR 

Define authorization requirements for users, roles, objects, etc. 
and approve change requests. 

I R 

Execute authorization change requests. R I 

Define Middleware creation, upgrade and refresh 
requirements. 

R A 

Create, upgrade and refresh Middleware instances. R I 

Execute Middleware system level changes (initialization 
parameters). 

R I 

Maintain documentation for all Middleware instance 
configuration (parameters and system settings). 

R I 

Define and execute Middleware performance tuning and keep 
Middleware running at optimal performance for KDOR 
workload. 

R I 

Administer Middleware management console for Middleware 
production instances. 

R I 

Monitor Middleware systems and services.   R I 

Monitor application services components and business 
process   based on problem tracking.  

R I 

Open, track, and manage to resolution all Middleware 
problems with the appropriate Middleware OEM support 
organization. 

R I 

Patch Middleware software as appropriate. R I 

Define Middleware backup schedules, retention periods, and 
levels (i.e. full, incremental, or differential). 

R A 

Execute KDOR Middleware backup and recovery policies. C R (Other 
Service 

Provider) 

Define Middleware policy, standards, and procedures. I R 

Configure Middleware system to conform to security policy, 
standards and procedures. 

R C 

Maintain and administer appropriate Middleware security tools, 
such as logging, across defined production Middleware 
instances. Audit logs must be available for reporting for a 
minimum duration as defined in Schedule 4.3. 

R I 

Review and sign off security reports. I R 

Manage and cleanup of audit trails and logs. R I 
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