
 

 

 

SUBJECT:   Service Scope Exclusion Process PROCESS NUMBER: 107-08-PRC010 

DIVISION:    Enterprise Technology Services EFFECTIVE DATE: 10-27-2008 

 

APPROVED:   

 

Owner State CIO 

Approval Date 10/28/15 (ETS CUB) 

Status Approved 

Review Period Next review October, 2016 

Revision History 

Version Revision Date Modified by Change Summary 

1.0 10/27/2008 C. Light Initial approval 

1.2 1/15/2015 K. Alston     2015 Update 

1.3 9/14/2015 K. Alston State CIO Update 

    
 

 
 

PROCESS 
PURPOSE: 

This process applies to Oregon State executive branch agencies that are ETS customers.  
These customers agreed to use ETS to provide their agencies IT infrastructure services 
based on the scope of services offered in the ETS Service Catalog. To vary from that 
scope requires an approved exclusion request. This document describes the process for 
preparing, submitting, and getting approval for that request. 

ETS is the principal provider for shared data center services for its customers. If any ETS 
customer uses or needs a service listed in the ETS Service Catalog, ETS will provide that 
service. For new technical infrastructure needs, always consider ETS first before looking 
for alternate vendors. In cases where ETS cannot provide the needed services, there may 
be opportunities for ETS to broker services from an external source on the customer’s 
behalf, or to partner with the customer to acquire the services externally.   

ETS, its customer agencies, and by extension, the state, will likely incur additional costs 
because of significant changes in the scope or quantity of the services it delivers. These 
cost increases may be temporary and may lead to long-term savings, or they may 
permanently dilute the cost efficiencies ETS can offer. In either case, these changes need 
evaluation and a thoughtful decision on accepting the costs and associated risks.   

Exclusion Requests: 

This process activates when any ETS customer agency requests an exclusion from one or 
more in-scope services available through ETS and listed in the ETS Service Catalog. To 
request an exclusion means to request that a service be provided/hosted by an entity 
other than ETS.  

 

http://www.oregon.gov/DAS/ETS/Documents/SLA_Baseline.pdf
http://www.oregon.gov/DAS/ETS/Documents/SLA_Baseline.pdf
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Note – If one of the ETS customer agencies requests a non-standard solution to be 
provided by ETS, the customer agency should request an ETS Exception to Standard. 
Please see Section III of the Technical Standards Development Process for clarification 
and instructions on requesting an ETS Exception to Standard.  

When making a request for an exclusion, agencies must include documentation that 
supports the request. Documentation must address reason for the exclusion, costs, 
benefits, risks, and risk mitigation. See Exhibit A for the Exclusion request form. 

Agencies submit a request for an exclusion when a customer agency experiences one of 
the below conditions. If more than one agency is requesting an exclusion for the same 
solution, each agency must submit a request and supporting documentation addressing 
their individual situation unless the ETS CUB or State CIO agrees to review the requests 
as a single situation. 

Exclusion Criteria:    
1. The agency has business needs that require a solution that ETS 

cannot meet in an effective way.  For example: 
o If the technical solution is unique to one agency with no anticipated broader 

benefit or economies of scale for the enterprise;  
o If the level of integration between the application and operating systems is 

high such that the application only runs on platforms not supported by ETS; 
o If ETS cannot accommodate a fully integrated solution (software and all 

hardware);  
o If the level of integration from the front-end to the back-end is tightly inter-

twined, such as most imaging systems; 
 

2. The agency has a documented emergency need that Enterprise 
Technology Services cannot meet in a timely manner. For example:    

o If ETS cannot accommodate the agency’s or agencies’ delivery date 
requirements and delay of delivery would cause an unacceptable risk to the 
agency or agencies; 

o Emergency means unforeseen circumstances that create a substantial risk 
of loss, damage, interruption of services or threat to public health or safety 
where mitigation requires implementing an IT solution that ETS cannot 
accommodate; 

o Documentation of the emergency should state the circumstances requiring 
the prompt performance and the anticipated harm from failure to implement 
on an expedited basis. 

 
3. The agency has business needs that require a technical 

infrastructure solution that is not in the best interests of ETS’ 
customers.  For example: 

o If meeting the agency’s request will create an unacceptable level of risk to  
ETS’s customers, such as: 
 fiscal or political damage; 
 interruption or delay of services; 
 lack of performance; 
 loss of productivity; 
 requires non-ETS-supported components; 
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 over-extension or dilution of ETS resources such as staff, 
processing, storage, capacity, floor space, power, etc.; 

o Documentation should state the circumstances posing the risk and the 
potential impact if the risk condition occurs. 

 
4. The time-period or conditions associated with an existing scope 

exclusion are nearing an end and the exclusion must be re-
evaluated.  For example: 

o If the agency was granted an exclusion for a set time period by ETS and 
the time period is within three months of expiring; 

o If the agency was granted a conditional exclusion and those conditions no 
longer apply; 

 

APPLICABILITY: All executive branch agencies who are customers of Enterprise Technology Services. 
Requesting permanent decommission of a customer’s system does not require this 
process. 

If the customer is seeking a service not listed in the ETS Service Catalog, a formal 
Exclusion Request is not needed. The customer is encouraged to consider ETS as a 
possible vendor to provide a comparable solution alternative. 

ATTACHMENTS: Exhibit A:  ETS Scope Exclusion Request Form 

Exhibit B:  ETS Exclusion Request Analysis Template  

DEFINITIONS: Service: A means of delivering value to customers by facilitating outcomes 
customers want to achieve without the ownership of specific costs 
and risks. (Source: ITIL v.3)  ETS Services are described in the 
ETS Service Catalog 

Service 
Scope 

The ETS service scope is the full set of services documented in 
the ETS Service Catalog 

Exclusion Occurs when one of the ETS customer agencies requests an 
exclusion from one or more in-scope services available through 
ETS and listed in the ETS Service Catalog. The solution or 
service would be provided/hosted by an agency other than ETS 

Exception to 
Standard  

Occurs when one of the ETS customer agencies requests a non-
standard solution to be provided/hosted by ETS 

 

 

 

 
 

PROCESS FLOW 
MODEL: 

The exclusion process begins with the Initial Service Request Evaluation Process. If a 
formal exclusion is needed, the request then enters the Service Scope Exclusion Request 
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Process. The basic steps of these processes are diagramed in the following models and 
described below.  

I. Initial Service Request Evaluation Process 

II. Formal Exclusion: Evaluation, Recommendation, and Decision 

III. Maintenance and Renewal of Exclusions 
 

PROCESS 
CHANGE NOTES: 

OSCIO (Office of the State Chief Information Officer) may change criteria as new 
technologies and opportunities emerge.  
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I. Initial Service Request Evaluation Process 

Step Responsible Party Related Documents Action 

1. Contact ETS 
Solutions 
regarding business 
need 

ETS Customer RT Ticket • Clearly articulate business need via 
RT ticket 

 

2. ETS Solutions 
Review of Request 

ETS Technology 
Architecture Committee 
(TAC)  

RT Ticket • All conversations regarding request 
must be documented in original RT 
ticket request 

• If business need is standard work 
listed in the ETS Service Catalog, 
and customer is satisfied with ETS 
service offering, request enters 
Standard ETS Request for Service 
process and formal Exclusion 
Request is not needed 

• If business need is standard work 
listed in the ETS Service Catalog, 
and customer is not satisfied with 
ETS service offering, request is 
elevated to the STO for further 
discussion  

• If business need is any service not 
listed in the ETS Service Catalog, a 
formal Exclusion Request is not 
needed. Customer is encouraged to 
consider ETS as a possible vendor 
to provide a comparable solution 
alternative 

3. Review of 
request; analysis 
of alternative 
options to attempt 
to avoid a Formal 
Exclusion 

ETS Customer, ETS TAC, 
STO 

RT Ticket • All conversations regarding request, 
as well as any alternatives explored, 
must be documented in original RT 
ticket request 

• All parties will meet to discuss 
business need, and will attempt to 
find alternative solution to a Formal 
Exclusion Request 

• If no agreement is reached and 
customer determines exclusion is 
necessary, request enters ETS 
Service Scope Exclusion Request 
Process 

 

 

 

 



 

PROCESS: Service Scope Exclusion 

PROCESS NUMBER: 107-08-PRC010 
 

ETS_Service_Scope_Exclusion_Process_v1.3.doc 7/27/2016 Page 6 of 21 

II. Formal Exclusion Request: Evaluation, Recommendation, and Decision 

Step Responsible Party Related Documents Action 

1. Receive Formal 
Exclusion Request 
and review for 
completeness and 
content 

ETS TAC ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

• Acknowledge receipt of request 
within 3 working days 

• Review request and supporting 
documentation for completeness 

• Contact customer for additional 
information if necessary 

• Log and track request in manner that 
lets agency know status (in RT) 

• If ETS Scope Exclusion Request 
Form not complete, return to 
customer 

2. Review materials ETS TAC 

ETS Account Management  

ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

• Determine if other ETS staff are 
needed to perform analysis 

• Inform customer of duration expected 
to respond to request once 
customer’s information is sufficient 
and complete. Target duration is less 
than 2 weeks 
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3. Evaluate Impact 
of Request and 
Prepare 
Recommendation 
for the STO and 
members of CUB 

ETS TAC 

ETS Account Management  

ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

ETS Exclusion Request 
Analysis 

• Once customer information is 
sufficient and complete: 

o Assess and document whether 
requestor’s case fits criteria 
appropriately 

o Assess and document 
feasibility of implementing 
solution at ETS considering at 
a minimum: 

 Impact on capacity 

 Impact on processes 

 Impact on FTE 

o Estimate immediate and 
ongoing biennial costs 
associated with request 

o Document analysis in ETS 
Service Review Analysis 
Template 

• Prepare a recommendation based 
on: 

o Analysis of documents 
submitted 

o Additional information 
submitted by agency 

o Supplemental information 
gathered by research 

o Application of criteria in this 
process 

• Present request, analysis findings, 
and recommendation to STO and 
members of CUB 

4. Prepare 
Recommendation 
for State CIO 

STO and 2 members of 
CUB 

ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

ETS Exclusion Request 
Analysis 

• Prepare a recommendation based 
on: 

o Analysis of documents 
submitted 

o Additional information 
submitted by agency 

o Supplemental information 
gathered by research 

o Application of criteria in this 
process 

o ETS recommendation 

• Present request, analysis findings, 
and recommendation to State CIO 
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5. Approve or Deny 
Request 

State CIO ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

ETS Exclusion Request 
Analysis 

• Determine ETS response to request 
as one of the following alternatives:  

o Approve agency request as 
written 

o Deny request stating reasons 
why 

6. Present 
Response to 
Customer 

State CIO ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

ETS Exclusion Request 
Analysis 

• Present and explain approval or 
denial to customer 

• Decision regarding request must be 
documented in original RT ticket 
request  

 

7. Recording 
Decision 

State CIO 

ETS Account Management  

ETS TAC 

ETS Exclusion Request 
Analysis 

• Account managers to obtain signed 
Exclusion Analysis from State CIO 
and bring to ETS for keeping  

• Processed Exclusions maintained by 
ETS TAC  
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III. Maintenance and Renewal of Exclusions 

Step Responsible Party Related Documents Action 

1. Prepare Annual  
Summary of 
Requests and 
Actions to present 
at TAC 

ETS TAC ETS Scope Exclusion 
Requests and Actions 
Summary 

• Summarize requests for ETS Scope 
Exclusions and their findings. Report 
includes: 

o Description of request 

o Summary of criteria justification 
and supporting documentation 

o Action taken by ETS 

2. Maintain List of 
Exclusions 

ETS TAC ETS Exclusion List • Maintain list of processed exclusions 
(approved and denied) and review 
approval dates for future renewals 

• Notify affected customers when 
exclusion is due for review 

3. Update Process 
and Criteria 

ETS TAC 

STO and 2 members of 
CUB 

State CIO 

ETS Service Scope 
Exclusion Process 

• Convene as needed  

• Apply changes to process and criteria 
as agreed to by Office of the CIO 

4. Renewal of 
Exclusion  

State CIO ETS Scope Exclusion 
Request Form 

Factual supporting 
documentation 

ETS Service Analysis 
Form 

• Renewal based on exclusion 
agreement 
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Initial Service Request Evaluation Process
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ETS Service Scope Exclusion Request Process
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REFERENCES: DAS Customer Utility Board Charters located at 
http://www.oregon.gov/das/cub/Pages/index.aspx 

ORS 184.305 Purpose of DAS is: “to improve the efficient and effective use of state 
resources through the provision of . . . (1) Government infrastructure services that can 
best be provided centrally,”. . .and “(8) State information systems and networks. . .” 

ORS 184.477 “(1) the purpose of enterprise management is to create a plan and 
implement a state government-wide approach for managing distributed information 
technology assets to minimize the total ownership costs from acquisition through 
retirement, while realizing maximum benefits for transacting the state’s business and 
delivering services to its citizens.” 

ORS 291.038 directs DAS-coordinated statewide planning and activity related to the 
“planning, acquisition, installation and use of all information and telecommunications 
technology. . .“ for the State. 

ORS 283.140, 283.500, 283.505, 283.510 provide general and specific guidance to 
the Oregon Department of Administrative Services and state agencies regarding the 
procurement, management, use, and maintenance of telecommunications systems 
and services across state government. 

http://www.oregon.gov/das/cub/Pages/index.aspx
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 Exhibit A 

ETS Scope Exclusion Request Form 



 
ETS Scope Exclusion Request  

 

 

General Information 
Request Title: Enter a brief title that can be used for reporting on and tracking this request 

 
 

Agency: Enter the Agency and division making the request for exclusion 
 

 

Agency Contact 
 

 

Phone 
 

 

Email 
 

 

Fax  
 

 

Agency CIO or equivalent 
 

 

Phone 
 

 

Email 
 

 

Fax  
 

 

Request Summary: Briefly describe the request.  Explain what is requested and why it can’t be satisfied by ETS?  Attach additional 
pages with information describing the solution to be excluded 

 

 
CIO or equivalent Signature: Certifies the information contained in this request is true and accurate 

 
 

 

 
Applicable Criteria 

Indicate which criterion applies to this exclusion request. Refer to ETS Service Scope Exclusion Process Document for 
more information about these criteria. 
 

  The agency has a documented emergency need that Enterprise Technology Services cannot meet. 
 

  The agency has business needs that require a technical infrastructure solution that is not in the best interests of 
ETS’s customers. 

 
  The agency has business needs that require a solution that ETS cannot meet in a timely or effective way.   

 
 The time-period or conditions associated with an existing scope exclusion are nearing an end and the exclusion 

must be re-evaluated. 
 
 



 
ETS Scope Exclusion Request  

 

   

Under what conditions could the proposed solution be moved into ETS? 
 
 
 
 
 
 
 
 
 

 

 
Basis for Request 
Underlying Assumptions: List any assumptions, constraints, or mandates driving this request 

 
 
 
 
 
 
 
 
 

 

Costs of technical infrastructure for proposed solution: Fill in associated dollar amounts where applicable 
 Project & Implementation 

Costs 
Operations, Ongoing 

Maintenance & 
Support 

Source for Estimate 

Hardware    

Software    

Staff:    

• User or 
Program Staff  

   

• IT Staff    

Services:    

• Personal 
Services 

   

• Other 
Services 

   

Supplies    

Other    

Totals    
 



 
ETS Scope Exclusion Request  

 

   

Tangible Benefits of Proposed Solution: Identify quantitative benefits from proposed solution 
 
 
 
 
 
 
 

 

Intangible Benefits of Proposed Solution: Identify qualitative benefits from proposed solution 
 
 
 
 
 
 
 

 

Business and Organizational Risks and Mitigations:  Identify any risks to the business or organization associated 
with the proposed solution and how they would be mitigated. 

 
 
 
 
 
 
 
 
 
 
 

 

Technical Risks and Mitigations:  Identify any risks associated with the technology of the proposed solution and 
identify how they would be mitigated. 

 
 
 
 
 
 
 
 
 

 

Other Comments:  Identify any other factors or comments that should be considered in reviewing this request. 
 
 
 
 
 
 
 
 
 

 

 



 

PROCESS: Service Scope Exclusion 

PROCESS NUMBER: 107-08-PRC010 
 

ETS_Service_Scope_Exclusion_Process_v1.3.doc 7/27/2016 Page 17 of 21 
 

 

 Exhibit B 

ETS Exclusion Request Analysis Template 



 
ETS Exclusion Request Analysis  

 

 

General Information 
Request Title: Enter title from request form 

 
 

Agency: Enter the Agency and division making the request for exclusion 
 

 

Agency Contact 
 

 

Phone 
 

 

Email 
 

 

Fax  
 

 

ETS Contact 
 

 

Phone 
 

 

Email 
 

 

Fax  
 

 

Request Summary: Paste summary from request form 
 

 

 
Process Progress 

Steps Date Status 

<Track progress against steps defined in process>   

   

   

   

   

   

 
Analysis Checklist 

Item Question Response 

1.  Has the customer interpreted the exclusion criteria correctly? Insert comments relative to this question 
 

 

Yes  No  

2.  Has the customer considered alternative solutions? Insert comments relative to this question 
 

 

Yes  No  



 
ETS Exclusion Request Analysis  

 

 

Item Question Response 

3.  Has the impact to ETS capacity been evaluated? Insert comments relative to this question 
 

 

Yes  No  

4.  Has the impact to ETS processes been evaluated? Insert comments relative to this question 
 

 

Yes  No  

5.  Has the impact to ETS workload and priorities for service delivery been evaluated? Insert comments 
relative to this question 

 

 

Yes  No  

6.  Has the impact to ETS FTE for ongoing support been evaluated? Insert comments relative to this 
question 

 

 

Yes  No  

 



 
ETS Exclusion Request Analysis  

 

 

Feasibility of Providing Service at ETS 
If applicable, prepare and attach a price quote for providing this service at ETS. 
 
ETS Recommendation and Considerations 

ETS agrees that it is in the best interest of ETS and its customers to grant this exclusion 
• Exclusion will be re-evaluated {case-by-case time frame}, or when a regularly scheduled 

review of all exemptions is conducted by the ETS and the ETS CIO Advisory Board. 
• Additional Conditions: 

 

 

Yes  No  

ETS does not support granting this exclusion for the following reasons: 
 

 

Yes  No  

 

ETS Representative Signature: Certifies the information contained in this request is true and 
accurate, and that ETS believes their recommendation to be in the best interest of both ETS and the 
customer.  

 

 

Print Name                                                Signature                                                          Date 

 

STO and 2 Members of CUB Recommendation and Considerations 

STO and 2 members of CUB agree that it is in the best interest of ETS and its customers to 
grant this exclusion 
• Exclusion will be re-evaluated {case-by-case time fame}, or when a regularly scheduled 

review of all exemptions is conducted by the ETS and the ETS CIO Advisory Board. 
• Additional Conditions: 

 

 

Yes  No  



 
ETS Exclusion Request Analysis  

 

 

STO and 2 members of CUB do not support granting this exclusion for the following reasons: 
 

 

Yes  No  

 

STO and CUB Representatives Signatures: Certifies the information contained in this request is true 
and accurate, and that DAS believes their recommendation to be in the best interest of both ETS and 
the customer.  

STO: 

 

Print Name                                                Signature                                                          Date 

CUB Member: 

 

Print Name                                                Signature                                                          Date 

CUB Member: 

 

              Print Name                                                Signature                                                          Date 

 

State CIO Signature 

 

 

Print Name                                                Signature                                                          Date 

 

 Approved 

 

 Denied 

Comments: 

 

 

 

 
Signed copy of ETS Exclusion Request Analysis will be housed and maintained at ETS 
Account manager responsible for obtaining signed Analysis  



Prepared 07/27/16

Agency Request Date
DAS P&D Server Physical Location 05/27/16
DAS Tririga Facilities Management Software Hosting 05/20/15
DAS ORPIN Replacement - Implementation of a SaaS Application 08/23/11
DAS HRSD Classification Compensation Initiative 05/09/11
DAS EISPD E-Government Transition Project 02/10/09
DAS HRSD E-Recruit Project 05/20/08
DCBS ePermits Vendor Hosting 01/01/09
DEQ LAN Exclusion 02/10/15
DHS/OHA Oregon Health Alert System 09/14/11
DHS/OHA MMIS Disaster Recovery Project 09/14/11
DHS/OHA Prescription Drug Monitoring Program (PDMP) System 04/26/10
DHS/OHA DHS AMH WITS Pilot Hosting 07/13/10
DHS/OHA OSH Employee Health Tracking System 07/27/10
DHS/OHA OSH Computerized Maintenance Management System Hosting 05/13/10
DHS/OHA Oregon WIC Technology Upgrade - WIC EBT 02/24/14
DOJ Justice - CED Wireless Initiative 07/27/10
ODF Forest Watch Camera Project 04/27/09
ODOT Isolated Voice Network 05/09/11
ODOT DMV Phone System: Workforce Optimization (WFO) Server 05/09/11
OED Unemployment Insurance (UI) Call Center Upgrade 04/16/15
OED Hosted Audio Conferencing with Recording Services
OED Unisys Maintenance Upgrade Project
OSP CRIMEvue - Hardware Replacement 09/25/14

ETS Active Exclusions
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ETS Sustainability/Equipment Lifecycle Replacement Budget Projections FY 2014-FY2021 as of July 2016

7/26/2016

 2013-15 Bien 2015-17 Bien  2017-19 Bien  2019-21 Bien  Total Project Cost** 

$8,644,690 $18,743,502 $18,316,211 $3,748,833 $49,453,236

$7,143,036 $21,661,435 $10,261,884 $3,262,811 $42,329,167
($1,501,654) $2,917,933 ($8,054,327) ($486,022) ($7,124,069)

Original 
Legislative 
Proposal 

Estimated 
Budget*

Current 
Estimated 

Total Budget

Change from 
Original Plan  
(Decrease) - 

Increase

Jan-Jun 2014 Jul-Dec 2014 Jan-Jun 2015 Jul-Dec 2015 Jan-Jun 2016 Jul-Dec 2016 Jan-Jun 2017

Data Center Network $5,778,000 $5,081,791 ($696,209) Jun-14 Jun-17

Data Center Computing & Storage $7,950,000 $22,370,261 $14,420,261 Jun-14 Dec-16

Field Office Servers $4,033,500 $1,817,779 ($2,215,721) Mar-14 Mar-17

Field Office Network & Wireless $23,313,000 $8,082,959 ($15,230,041) Mar-14 Mar-17

Security $2,664,000 $4,887,764 $2,223,764 Jun-17

WAN Backbone $4,242,000 $0 ($4,242,000)

Administration $0 $88,613 $88,613 Mar-14 Dec-14

*Excluding Interest
Including Interest

**($4.2m) of Total Project Cost is from holding the WAN Backbone. 
Excluding the WAN backbone, savings are ($2.9m).

Original Legislative Proposal Estimated Current Estimated Total 
$47,980,500
$49,453,236 $42,329,167

On Hold Pending Broadband RFP

Administrative expenses were not included in original projections 

Competitive procurement process resulted in significant price reduction from 
vendor.

Key security equipment was missed when original budget estimate was created

Original plan was partial like for like replacement of physical servers with limited 
virtualization. Implementation is of new  technology (Hitachi Unified Compute 
Platform (UCP)) and wide scale virtualizion. Backup site in Montana not included.

Agencies eliminated a significant number of field servers reducing costs.

Change  (Decrease) - Increase

BUDGET CURRENT SCHEDULE

Backup site in Montana not included.

CASHFLOW

 2014 Session 

Current Projection (July 2016)
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