Operating Partner Sample Task – Data Mart Operations

Background

The office of Financial Student Assistance (FSA) is investing in a significant Modernization Program that impacts the business, technical and organization aspects of the business.  The program is focused on supporting FSA’s performance metrics associated with its role as the Government’s first PBO. The key metrics are to increase customer satisfaction, increase employee satisfaction and reduce unit cost.  To better achieve these goals, the Modernization Partner (Accenture) has assisted FSA in the design and build of the CFO Data Mart and the FP Data Mart and is in the process of building the Credit Management Data Mart.  As a result of these builds, FSA requests additional assistance in the ongoing applications maintenance and support of its Data Marts.  The work will include the effort to define the applications management environment, perform a transition to the supporting organization, processes and tools, and perform the operations of the CFO, FP, and Credit Management Data Marts.  Additional Data Marts may be built in the future that FSA may desire be operated under this task order.  In that event, this task order may be modified to include those data marts.

Current Environment

The current data mart environment uses Oracle as the database, Microstrategy as the OLAP tool, and Informatica as the ETL tool.  The current 3 data marts share the Microstratey and Informatica repositories but each data mart maintains a separate Oracle database instance that contains its actual data. 

Detailed information related to the current environment and the required support includes:|

· Assist Data Mart power users in creating Data Mart objects within the Microstrategy repository: reports, attributes, filters and metrics.  Need to support 12 Power Users as they create reports.  Assume that each Power User creates 1-2 reports per month.

· Assist in the design of new tables in support of minor enhancements.  Assume 1 new table or modification to existing table every 2 months

· Create/update Microstrategy objects related to minor enhancements.  Assume 2 new, moderate complexity report per month.

· Administration of Development Environment 

· Microstrategy  Assume 12-14 people working in the development environment about 10-50% of their time

· Minimize duplication of metadata objects in the development environment.

· Migrate objects from the ‘my reports’ folder to the ‘public objects’ and ‘schema objects’ folders in development.

· Perform a test to developed Data Mart objects before migrating those objects from development to test.

· Correct issues with metadata corruption.

· Monitor and control the metadata repository for the development environment for all current and future data marts in the shared environment.

· Administer all user accounts for all data marts sharing the Data Mart environment. Includes creating, deleting and modifying user accounts and groups, as approved by the Security Officer for each data mart.

· Informatica  Assume 1-2 people working in the development environment 10-25% of their time

· Make minor enhancements to Informatica mappings when needed.

· Verify a test to developed/changed Informatica mappings, session, and batches before migrating the mapping from development to test.

· Database  As needed

· Monitor the Oracle DEV databases and perform maintenance as necessary.  3 existing data marts – one is 40GB, one is 18GB, one is 20GB.

· Monitory the Oracle repositories (for Microstrategy and Informatica) and perform maintenance as necessary.

· Determine and apply minor enhancements to the Oracle table structures and indexes within the Data Marts for functional and performance requirements.

· Overall  As needed

· Work with the Modernization Partner Integrated Technology Architecture team and the VDC to promptly restore full functionality resulting from any application outages.

· Administration of the Test Environment

· Microstrategy  Assume 12-14 people working in the test environment about 5-10% of their time

· Migrate objects from the development environment to the test environment.

· Perform a test to developed Data Mart objects after migrating those objects from development to test.

· Correct issues with metadata corruption.

· Monitor and control the metadata repository for the test environment for all current and future data marts in the shared environment.

· Administer all user accounts for all data marts sharing the Data Mart environment. Includes creating, deleting and modifying user accounts and groups, as approved by the Security Officer for each data mart.

· Informatica  Assume 1-2 people working in the test environment 5-10% of their time

· Migrate Informatica mappings, sessions, and batches from the development to the test environment.

· Verify a test to developed/changed Informatica mappings, session, and batches after migrating the mapping from development to test.

· Database  As needed

· Monitor the Oracle TEST databases and perform maintenance as necessary.   3 existing data marts – one is 50GB, one is 21GB, one is 30GB.

· Monitory the Oracle repositories (for Microstrategy and Informatica) and perform maintenance as necessary.

· Determine and apply minor enhancements to the Oracle table structures and indexes within the Data Marts for functional and performance requirements.

· Overall  As needed

· Work with the Modernization Partner Integrated Technology Architecture team and the VDC to promptly restore full functionality resulting from any application outages.

· Administration of the Production Environment

· Microstrategy  As needed

· Migrate objects from the test environment to the production environment.

· Perform a test to developed Data Mart objects after migrating those objects from test to production.

· Correct issues with metadata corruption.

· Monitor and control the metadata repository for the production environment for all current and future data marts in the shared environment.

· Administer all user accounts for all data marts sharing the Data Mart environment. Includes creating, deleting and modifying user accounts and groups, as approved by the Security Officer for each data mart. Assume 150 users

· Informatica

· Migrate Informatica mappings, sessions, and batches from the test to the production environment.

· Verify a test to developed/changed Informatica mappings, session, and batches after migrating the mapping from test to production.

· Monitor Data Mart batch jobs to verify data integrity and take corrective action, as necessary.  Assume 6 daily jobs, 1 week job, 35 monthly jobs

· Database  As needed

· Monitor the Oracle PROD databases and perform maintenance as necessary.  3 existing data marts – one is 75GB, one is 30GB, one is 40 GB.

· Monitory the Oracle repositories (for Microstrategy and Informatica) and perform maintenance as necessary.

· Determine and apply minor enhancements to the Oracle table structures and indexes within the Data Marts for functional and performance requirements (the test must have occurred in the development and test environments first).

· Overall  As needed

· Work with the Modernization Partner Integrated Technology Architecture team and the VDC to promptly restore full functionality resulting from any application outages.

· Respond to calls from the Help Desk (resetting passwords, questions on reports, questions regarding the tools, etc) Assume 20 calls each month

· Production application support must be available between 8AM and 7PM ET Monday – Friday, except Government holidays.  Emergency beeper support should be available after standard business hours to address application system outages.

Statement of Objectives

This statement of objectives is to provide the capability to sustain the CFO, FP, and Credit Management Data Marts such that the CFO’s office, FP Channel employees, Student Channel employees, other FSA employees (as authorized) and the FP Channel customers (Guaranty Agencies, Lenders, and Servicers) can be provided with integrated, timely and user-friendly access to information within the Data Marts. The support capability will include logging and tracking of all technical problems, user support (i.e., providing assistance to users by answering questions about the application), application maintenance (i.e., diagnosing and resolving deficiencies in the application that prevent it from meeting existing requirements) and minor enhancements (i.e., analyzing and implementing minor requirements changes, maintenance of reports in Microstrategy, maintenance of the database, maintenance of source system data to data mart mappings in the ETL tool, etc.).

The statement of objectives will include:

· Application Excellence Program Management 

· Request Management (call logging, escalation, resolution)

· Performance Management (generating metrics reports)

· Application Maintenance and Support 

· Tier 2 Technical Help Desk

· Application Integration (processes, tools, roles and responsibilities)

Strategic Objectives

The purpose of the Data Mart initiatives is to provide executive/summary information and decision support capabilities.  By collecting information from several sources into a central location, FSA personnel as well as external partners will be able to more efficiently conduct analysis.    

To-be environment

Operational definition using assumptions

   FSA will continue to deploy additional data marts as it develops its data warehousing strategy.  The additional data marts will operate in the shared environment currently supporting the existing data marts.    

Operating Partner requirements

The Operating Partner should be prepared to augment previous applications management documents for:

· Service Delivery Solution - Defines the overall information flow for applications management (maintenance and support).

· Applications Management Organization - Defines roles and responsibilities.

· Request Management Tools – Defines the tools and approach for tracking requests.

· Service Targets – Defines the metrics that will be used to assess application management performance.

· Policies and Procedures – Defines the policies and procedures that will be used to manage the CFO, Credit Management, and FP Data Marts. These include the procedures for system administration for the CFO Microstrategy project, the FP Microstrategy project, and the Credit Management Microstrategy project as well as procedures for the management and administration of the FSA Informatica Power Center in support of both Data Marts.

Monthly SLA Metrics Reports will document the support of the CFO, Credit Management, and FP Data Marts based on previously defined Service Targets. Data Mart Applications Maintenance will need to be supported with resources knowledgeable in Microstrategy and Informatica, a database administrator, and a customer service representative, plus additional support from third-party Subject Matter Experts (e.g. the vendors responsible for maintaining the data marts’ ‘source systems’), as required.

Daily status or exception reports will be provided to the FSA CFO, Credit Management, and FP Data Mart representatives as well as to the FSA/CIO/IT Services representative responsible for collecting daily status reports for the Data Marts running at the VDC. These status reports will be the result of an examination of the nightly execution of batch jobs for the CFO Data Mart, the monthly execution of batch jobs for the FP Data Mart, and the daily, weekly, monthly, quarterly, and annual execution of batch jobs for the Credit Management Data Mart. A summary of the results should be included in the Monthly SLA Metrics Reports.

Specific objectives/outcomes

· Daily Informatica processes that do not complete correctly must be corrected and re-executed with 1 business day.

· Weekly Informatica processes that do not complete correctly must be corrected and re-executed within 2 business days.

· Monthly Informatica processes that do not complete correctly must be corrected and re-executed within 4 business days

· Calls received by the help desk:

· All requests regardless of priority received before 9:00am will be acknowledged by 1:00pm that business day.  

· Requests received by 12:00pm will be acknowledged and logged no later than 4:00pm that business day.  

· Any requests received after 4:00pm will be acknowledged and logged the following business day no later than 9:00am.

Performance Measures/Service level agreements

Ongoing Operations standard business hours should be from 7 a.m. to 7 p.m. ET, Monday through Friday, with the exception of government holidays.  Emergency beeper support should be available after standard business hours to address application system outages at a minimum.   Occasional support for special projects after hours and weekends may be required.  System availability and maintenance windows are defined in the respective VDC SLA (Service Level Agreement) for each application. The application management team will be required to partner with the VDC and other ITA (Integrated Technical Architecture) resources to achieve these published performance metrics.
