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Benefits Product Support Applications, Artifacts, and Tools Guidance
1. Purpose
ProPath activities by design spell out the ‘what to do’ but not the ‘how’. The ‘how’ is documented in guidance artifacts. 
The Benefits Product Support process requires, in certain activities, to become application specific in the ‘Artifacts’ and ‘Tools’ used to perform that activity. 

The guidance provided in the sections below defines, where appropriate by application, the correct artifacts and tools used in specific Benefits Product Support process activities. 
2. Benefits Application Identification
· BDN is the Benefits Delivery Network, supporting Compensation, Pension and Education benefits with batch and on-line processing
· BIRLS is Beneficiary Identification Records Locator Subsystem, with a number of web and batch applications that support all benefits
· Insurance supports all Insurance applications with web, on-line and batch processing
· LGY is Loan Guaranty, supporting all Loan Guaranty web, on-line and batch applications
· Education Benefits is a number of web-based applications that support Education benefits processing
· NCA is the National Cemetery Administration, maintaining Memorial's web and batch applications
· VETSNET is a suite of on-line and batch applications for Compensation and Pension benefits, hosted on the Corporate Unix/Oracle platform
3. Activity/Application Specific Guidance

The following ProPath Benefits Product Support activities require specific artifact and tools guidance usage based on the application the activity is supporting:
· SUP-2.8  Develop Issue Solution
· SUP-2.9  Communicate Issue Solution

· SUP-2.12  Finalize Installation Documentation
· SUP-2.13  Perform Product Installation Process
4. SUP-2.8 Develop Issue Solution
4.1. Artifacts Used and Organizations
X = Artifact to be used by the organization in that column  
	Artifact Name

	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	CA Service Desk Manager® Help Desk Ticket
	x
	x
	NA
	x
	NA
	NA
	NA

	Email 
	x
	x
	x
	x
	x
	x
	x

	Face-to-Face Meeting Minutes
	x
	x
	x
	x
	x
	x
	x

	IBM Rational ClearQuest® CCR
	NA
	NA
	x
	x
	x
	x
	NA

	Project Initiation Request (PIR)
	x
	x
	NA
	x
	x
	NA
	x

	Remedy® Ticket
	NA
	NA
	NA
	NA
	
	x
	NA

	Summary of research, findings and recommendation
	x
	x
	x
	x
	x
	x
	x

	Telephone call
	x
	x
	x
	x
	x
	x
	x


4.2. Artifacts Created
N = New Artifact Template filled out with information as a result of performing the activity and saved as a project specific document for the organization in that column
U = Update of a pre-existing project specific document as a result of performing the activity for the organization in that column
	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits
	Template Link

	Application Turnover Transmittal (ATT)
	
	
	N
	N
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_application_turnover_transmittal_template.doc 

	Approved Technical Documentation
	N
	N
	N
	N
	N
	N
	N
	[No Link]

	CA Service Desk Manager® Help Desk Ticket
	U
	U
	U
	U
	U
	
	U
	[No Link]

	Change Order
	N
	N
	N
	N
	N
	
	N
	[No Link]

	Completed IBM Rational ClearQuest® CCR
	
	
	N
	
	N
	
	N
	[No Link]

	Completed SQL Script File
	
	N
	N
	N
	N
	N
	N
	[No Link]

	Data Compares
	N
	N
	
	
	
	
	
	[No Link]

	Data File
	N
	
	N
	N
	
	N
	N
	[No Link]

	Developer’s Test Plan 
	
	N
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_developers_test_plan_template.doc  

	Emergency (Level 1) / Supplemental (Level 2)   Installation Technical Risk Assessment
	
	
	N
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_emerl1_suppl2_installation_technical_risk_assessment_template.doc 

	Emergency Install Technical Risk Assessment Questionnaire (EIT)
	
	
	N
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_emergency_install_technical_risk_assessment_questionaire_template.doc 

	Executable Code
	N
	N
	N
	N
	N
	N
	N
	[No Link]

	Program Action Request (PAR)
	
	N
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_program_action_request_template.doc  

	Project Initiation Request (PIR)
	N
	N
	
	N
	N
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_project_initiation_request_template.doc   

	Project Installation Authorization (PIA)
	
	
	N
	N
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_project_installation_authorization_template.doc 

	QA Web Application Turnover Transmittal – Original SIO
	
	
	N
	N
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_qa_web_att_original_sio_template.doc 

	Remedy® Ticket
	
	
	
	
	
	U
	
	[No Link]

	Request for Architecture Change (RFAC)
	
	
	N
	
	
	
	N
	[No Link]

	Test Execution Output
	N
	N
	N
	N
	N
	N
	N
	[No Link]

	VBA Project Assignment - Batch
	N
	N
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_project_assignment_batch_template.doc  

	VBA Project Assignment - Online
	N
	N
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_project_assignment_online_template.doc  

	VBA Transmittal - Batch
	N
	
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_transmittal_batch_template.pdf  

	VBA Transmittal - Online
	N
	
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_transmittal_online_template.pdf   


4.3. Tools

X = Tool to be used by the organization in that column
	Tool Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	CA Service Desk Manager®
	x
	x
	x
	x
	x
	
	x

	Eclipse 
	
	
	
	
	x
	
	x

	IBM Rational ClearQuest®
	
	
	x
	x
	x
	x
	x

	Install Shield
	
	
	x
	x
	
	
	

	MS Visual Studio
	
	x
	x
	x
	x
	
	x

	PIR Tracker
	x
	x
	
	x
	
	
	x

	Remedy Help Desk® Application 
	
	
	
	
	
	x
	

	Serena Dimensions
	
	x
	x
	x
	x
	
	x

	SQL Server Management Studio
	
	x
	
	
	
	
	

	Toad
	
	
	
	
	
	
	x


4.4. Additional Information

· Developer's Test Plan is utilized by the Insurance applications.  The status of the development item is updated to represent "in development".
· BDN creates but does not retain Data Compares, Data Files and Test Execution output.
5. SUP-2.9 Communicate Issue Solution

5.1. Artifacts Used
X = Artifact to be used by the organization in that column
	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	Application Turnover Transmittal (ATT)
	
	
	x
	x
	
	
	x

	CA Service Desk Manager® Help Desk Ticket
	x
	x
	x
	x
	x
	
	x

	Completed Change Order
	
	x
	x
	x
	x
	
	x

	Data Compares
	x
	x
	
	
	
	
	

	Emergency Install Technical Risk Assessment Questionnaire (EIT)
	
	x
	
	
	
	x
	

	IBM Rational ClearQuest® CCR
	
	
	x
	x
	x
	x
	x

	Project Action Request (PAR)
	
	x
	
	
	
	
	

	Project Initiation Request (PIR)
	x
	x
	
	x
	x
	
	

	Remedy® Ticket
	
	
	
	
	
	x
	

	Test Execution Output
	x
	x
	
	
	
	
	

	VBA Project Assignment (Batch)
	x
	x
	
	
	
	
	

	VBA Project Assignment (Online)
	x
	x
	
	
	
	
	


5.2. Artifacts Created

N = New Artifact Template filled out with information as a result of performing the activity and saved as a project specific document for the organization in that column
U = Update of a pre-existing project specific document as a result of performing the activity for the organization in that column
	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits
	Template Link

	765 Installation Form
	
	N
	
	N
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_765_installation_form_template.doc 

	Application Turnover Transmittal (ATT)
	
	
	U
	U
	
	
	U
	[No Link]

	CA Service Desk Manager® Help Desk Ticket
	U
	U
	U
	U
	U
	
	U
	[No Link]

	Change Order
	
	U
	U
	U
	U
	
	U
	[No Link]

	Coordinated Installation Procedures for Regional Offices (ROs)
	
	
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_coordinated_installation_procedures_for_regional_offices_guide.doc 

	Data Compares
	U
	U
	
	
	
	
	
	[No Link]

	Developer’s Test Plan
	
	U
	
	
	
	
	
	[No Link]

	Development Complete Checklist (DCC)
	
	
	N
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_development_complete_checklist.doc 

	Emergency Install Technical Risk Assessment Questionnaire (EIT)
	
	U
	
	
	
	U
	
	[No Link]

	IBM Rational ClearQuest® CCR
	
	
	U
	U
	U
	U
	U
	[No Link]

	Program Action Request (PAR)
	
	U
	
	
	
	
	
	[No Link]

	Project Initiation Request (PIR)
	U
	U
	
	U
	U
	
	
	[No Link]

	QA Web Application Turnover Transmittal – Original SIO
	
	
	U
	U
	
	
	
	[No Link]

	Remedy® Ticket
	
	
	
	
	
	U
	
	[No Link]

	RFAC - Request for Architecture Change for Database


	
	
	
	
	
	
	N
	[No Link]

	Software Release Request
	
	
	
	
	
	N
	
	http://vaww.oed.wss.va.gov/process/Library/vba_software_release_request_template.doc 

	Test Execution Output
	U
	U
	U
	U
	U
	U
	U
	[No Link]

	Test Integrated Checklist (Oracle Package)
	
	
	N
	
	N
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_test_integration_oracle_checklist.doc 

	User Acceptance Criteria
	N
	N
	
	
	
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_user_acceptance_criteria_template.doc 

	VBA Audit Turnover
	N
	N
	
	N
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_audit_turnover_template.doc 

	VBA Production Release Memo with Example
	
	
	
	
	N
	N
	
	http://vaww.oed.wss.va.gov/process/Library/vba_production_release_memo_template.doc 

	VBA Project Assignment – Batch
	U
	U
	
	
	
	
	
	[No Link]

	VBA Project Assignment – Online
	U
	U
	
	
	
	
	
	[No Link]

	VBA Release Management Plan
	
	
	
	
	N
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_release_management_plan_template.doc 

	VBA Transmittal - Batch
	U
	
	
	
	
	
	
	[No Link]

	VBA Transmittal - Online
	U
	
	
	
	
	
	
	[No Link]


5.3. Tools
X = Tool to be used by the organization in that column

	Tool Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	CA Service Desk Manager®
	x
	x
	x
	x
	x
	
	x

	IBM Rational ClearQuest®
	
	
	x
	x
	x
	x
	x

	PIR Tracker
	x
	x
	
	x
	
	
	x

	Remedy Help Desk® Application
	
	
	
	
	
	x
	

	Serena Dimensions®
	
	x
	x
	x
	x
	
	x


5.4. Additional Information

NCA employs a Standard Software Release Form that is used to request a specific activity be performed on the ALPHA (testing server), BETA (User acceptance testing server) or PROD (Production server). NCA’s only artifact is this Software Release Request document. 

· When application development team needs to add a new table, a new field to an existing table or making changes to the databases, the team will open a Request for Architecture Change for Database (RFAC) to notify the Database Management Team.
· Software Release Request – This form is used to request and document the deployment of new application code, newly developed executables that are included, and any associated configuration or database changes.

· The PM delivers a Release Memo and Software Release Request as part of their release management activity for the NCA Team.  The following documentation is regularly used.

· PROD Release Memorandum - This captures the Release Date, the Release Manager and the helpdesk Ticket number. It also provides tabular information regarding Change Request Numbers, The System it is developed for and any Release Notes that are pertinent.

· NCA has regular release meetings with OPS (Operations) to make sure everyone is informed about pending software installations (and their part in the process).

· BDN may create but does not retain Data Compares, Data Files and Test Execution output.

6. SUP-2.12 Finalize Installation Documentation
6.1. Artifacts Used
	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	765 Installation Form
	
	x
	
	x
	
	
	x

	Application Turnover Transmittal (ATT)
	x
	
	x
	
	x
	x
	x

	Change Order
	x
	x
	x
	x
	
	x
	x

	Coordinated Installation Procedures for Regional Offices (ROs)
	
	
	
	
	
	
	x

	Project Initiation Request (PIR)
	x
	x
	
	x
	x
	
	

	QA Web Application Turnover Transmittal – Original SIO
	
	
	x
	x
	
	
	

	Development Complete Checklist
	
	
	x
	
	
	
	

	Emergency Install Technical Risk Assessment Questionnaire (EIT)
	
	
	x
	
	
	
	x

	Emergency (Level 1) / Supplemental (Level 2)   Installation Technical Risk Assessment
	
	
	
	x
	x
	
	x

	Project Installation Authorization (PIA)
	
	
	x
	x
	x
	
	x

	Software Release Request
	
	
	
	
	
	x
	

	System Test / Acceptance Report
	
	x
	
	
	
	
	x

	Test Integrated Checklist (Oracle Package)
	
	
	x
	
	x
	
	

	VBA Transmittal - Batch
	x
	
	
	
	
	
	x

	VBA Transmittal - Online
	x
	
	
	
	
	
	x


6.2. Artifacts Created

N = New Artifact Template filled out with information as a result of performing the activity and saved as a project specific document.
U = Update of a pre-existing project specific document as a result of performing the activity.
	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits
	Template Link

	765 Installation Form 
	
	U
	
	U
	
	
	U
	[No Link]

	Application Turnover Transmittal (ATT)
	U
	
	U
	
	U
	U
	U
	[No Link]

	Artifact Review Agenda and Minutes
	
	
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/artifact_review_agenda_and_minutes_template.doc

	Development Complete Checklist (DCC)
	
	
	U
	
	
	
	
	[No Link]

	ECAP Server Schedule
	
	
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_ecap_server_schedule_template.doc

	ECAP - VAONCE Requirements Development and Development Procedures
	
	
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_ecap_vaonce_requirements_development_deployment_procedures_guide.doc

	Emergency (Level 1) / Supplemental (Level 2)   Installation Technical Risk Assessment
	
	
	
	U
	U
	
	U
	[No Link]

	Emergency Install Technical (EIT) Risk Assessment Questionnaire
	
	
	U
	
	
	
	U
	[No Link]

	IT Assessment
	
	
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_it_assessment_template.doc

	Project Initiation Request (PIR)
	U
	U
	
	U
	U
	
	
	[No Link]

	Project Installation Authorization (PIA)
	
	
	U
	U
	U
	
	U
	[No Link]

	Record of Notification
	
	
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_record_of_notification_template.doc

	Requirements Specification Document
	
	
	N
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/requirements_specification_document_template.doc 

	Signed VBA Transmittal - Batch 
	U
	U
	
	
	
	
	U
	[No Link]

	Signed VBA Transmittal  - Online
	U
	U
	
	
	
	
	U
	[No Link]

	Software Release Request
	
	
	
	
	
	U
	
	

	System Design Document 
	
	N
	
	
	
	
	N
	http://vaww.oed.wss.va.gov/process/Library/vba_system_design_document_template.doc

	System Test / Acceptance Report
	
	U
	
	
	
	
	U
	[No Link]

	Test Integration Checklist (Oracle Package) 
	
	
	U
	
	U
	
	
	[No Link]

	VBA Release Management Plan
	
	
	
	
	N
	
	
	http://vaww.oed.wss.va.gov/process/Library/vba_release_management_plan_template.doc


6.3. Tools

	Tool Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	CA Service Desk Manager®
	x
	x
	x
	x
	x
	
	x

	IBM Rational ClearCase®
	
	
	
	
	
	x
	

	IBM Rational ClearQuest®
	
	
	x
	x
	x
	x
	x

	MS Visual Studio
	
	
	
	
	
	
	x

	PIR Tracker
	x
	x
	
	x
	
	
	x

	Remedy Help Desk® Application
	
	
	
	
	
	x
	

	Serena Dimensions®
	
	
	x
	x
	
	x
	x

	Visual Source Safe
	
	
	
	
	
	
	x


7. SUP-2.13 Perform Product Installation Process
7.1. Artifacts Used

	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	765 Installation Form
	x
	x
	
	x
	
	
	x

	Application Turnover Transmittal (ATT)
	
	
	x
	
	x
	x
	x

	Approved Technical Documentation
	x
	x
	x
	x
	x
	x
	x

	CA Service Desk Manager® Help Desk Ticket
	x
	x
	x
	x
	x
	
	x

	Change Order
	x
	x
	x
	x
	x
	
	x

	Completed SQL Script File
	
	x
	x
	x
	x
	x
	x

	Coordinated Installation Procedures for Regional Offices (ROs)
	
	
	
	
	
	
	x

	Data Compares
	x
	x
	
	
	
	
	

	Data File
	x
	
	x
	x
	
	x
	x

	Development Complete Checklist (DCC)
	
	
	x
	
	
	
	

	ECAP Server Schedule
	
	
	
	
	
	
	x

	Emergency (Level 1) / Supplemental (Level 2)   Installation Technical Risk Assessment
	
	
	
	x
	x
	
	x

	Emergency Install Technical Risk Assessment Questionnaire (EIT)
	
	
	x
	
	
	
	x

	Executable Code
	x
	x
	x
	x
	x
	x
	x

	IBM Rational ClearQuest® CCR
	
	
	x
	x
	x
	x
	

	Project Initiation Request (PIR)
	x
	x
	
	x
	x
	
	

	Project Installation Authorization (PIA)
	
	
	x
	x
	x
	
	x

	QA Web Application Turnover Transmittal – Original SIO
	
	
	x
	x
	
	
	

	Record of Notification
	
	
	
	
	
	
	x

	Remedy® Ticket
	
	
	
	
	
	x
	

	Requirements Specification Document
	
	
	x
	
	
	
	x

	Software Release Request
	
	
	
	
	
	x
	

	System Design Document 
	
	x
	
	
	
	
	x

	System Test / Acceptance Report
	
	x
	
	
	
	
	x

	Test Integrated Checklist (Oracle Package)
	
	
	x
	
	x
	
	

	VBA Production Release Memo with Example
	
	
	
	
	x
	x
	

	VBA Transmittal - Batch
	x
	x
	
	
	
	
	x

	VBA Transmittal - Online
	x
	x
	
	
	
	
	x


7.2. Artifacts Created

	Artifact Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits
	Template Link

	765 Installation Form 
	U
	U
	
	U
	
	
	U
	[No Link]

	Application Turnover Transmittal (ATT)
	U
	U
	U
	
	U
	U
	U
	[No Link]

	CA Service Desk Manager® Help Desk Ticket
	U
	U
	U
	U
	U
	
	U
	[No Link]

	Development Complete Checklist (DCC)
	
	
	U
	
	
	
	
	[No Link]

	ECAP Server Schedule
	
	
	
	
	
	
	U
	[No Link]

	Emergency (Level 1) / Supplemental (Level 2)   Installation Technical Risk Assessment
	
	
	
	U
	U
	
	U
	[No Link]

	Emergency Install Technical (EIT) Risk Assessment Questionnaire
	
	
	U
	
	
	
	U
	[No Link]

	IBM Rational ClearQuest® CCR
	
	
	U
	U
	U
	U
	
	[No Link]

	IT Assessment
	
	
	
	
	
	
	U
	[No Link]

	Project Initiation Request (PIR)
	U
	U
	
	U
	U
	
	
	[No Link]

	Project Installation Authorization (PIA)
	
	
	U
	U
	U
	
	U
	[No Link]

	Record of Notification
	
	
	
	
	
	
	U
	[No Link]

	Remedy® Ticket
	
	
	
	
	
	U
	
	[No Link]

	Requirements Specification Document
	
	
	U
	
	
	
	U
	[No Link]

	Software Release Request
	
	
	
	
	
	U
	
	[No Link]

	System Design Document 
	
	
	
	
	
	
	U
	[No Link]

	Test Integration Checklist (Oracle Package) 
	
	
	U
	
	U
	
	
	[No Link]

	VBA Production Release Memo with Example
	
	
	
	
	U
	U
	
	[No Link]

	VBA Transmittal - Batch
	U
	U
	
	
	
	
	U
	[No Link]

	VBA Transmittal - Online
	U
	U
	
	
	
	
	U
	[No Link]

	VBA Release Management Plan
	
	
	
	
	U
	
	
	[No Link]


7.3. Tools

	Tool Name
	BDN
	Insurance
	VETSNET
	BIRLS
	LGY
	NCA
	Education Benefits

	CA Service Desk Manager®
	x
	x
	x
	x
	
	
	x

	IBM Rational ClearQuest®
	
	
	x
	x
	x
	x
	x

	PIR Tracker
	x
	x
	
	x
	x
	
	

	Remedy Help Desk® Application
	
	
	
	
	
	x
	


7.4. Additional Information

· BDN does not retain Data Files and Data Compare artifacts

8. Follow Up Responsibility and Follow Up Date
Marilynn Hannemann – June 2014
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