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Service Portal/Service CenterService Portal/Service Center
Account 

Team
Account 

Team • Client facing contact
• Single point for deals

• Delivery schedule
• Planning 
• Process & standards

• Delivery
• Staffing
• Adherence to guidelines
• Bellsoft Network

AMSCsAMSCs

ADCsADCs

ASEsASEs

Tactical

Location selection based on:
• Type of service required
• Capacity
• Cost
• Time requirements (24 hrs)

Regional 
Service Portals

Regional 
Service Portals

• Identify client service needs
• Build client relationships
• Position service offerings

• Grow and develop
• Market and sell
• Best practices

Strategic

• Time
• Speed
• People

• Client technical 
requirements

• Single point of 
contact for 
service

Client Site

Bellsoft ADC - Offshore

AMSC – Applications Management 
Service Center

ADC – Advanced Development Center
ASE – Accelerated Solutions 

Environment

US Service Portals - Offsite

Se
rv

ic
e 

C
en

te
rs

C
lie

n
ts

Se
rv

ic
e 

P
or

ta
ls



Development Team Development Team 
Organization ChartOrganization Chart

Offshore ADC
Service Portal

Application
Management

Client SIte

Service Portal
Manager

Development

Offshore
Development
Coordinator

OffshoreOffshore
Developer

Client
Coordinator

Service Portal
Development 
Coordinator

Service Portal
Developer

Service Portal
Design Analyst



Role of Client CoordinatorRole of Client Coordinator

Monitor ScopeMonitor Scope
Serve as liaison between client and the Service PortalServe as liaison between client and the Service Portal
Coordinate/complete functional specifications Coordinate/complete functional specifications 
Provide initial development estimateProvide initial development estimate
Obtain design signoffObtain design signoff
Review test results with the Service Portal Development Review test results with the Service Portal Development 
CoordinatorCoordinator
Coordinate/Perform Client TestingCoordinate/Perform Client Testing
Verify Client Peer Review completedVerify Client Peer Review completed
Obtain Final user signoffObtain Final user signoff
Initiate migration of development to production systemInitiate migration of development to production system
Facilitate issue resolution

Offshore ADC
Service Portal

Application
Management

Client SIte

Service Portal
Manager

Development

Offshore
Development
Coordinator

OffshoreOffshore
Developer

Client
Coordinator

Service Portal
Development 
Coordinator

Service Portal
Developer

Service Portal
Design Analyst

Facilitate issue resolution



Offshore ADC
Service Portal

Application
Management

Client SIte

Service Portal
Manager

Development

Offshore
Development
Coordinator

OffshoreOffshore
Developer

Client
Coordinator

Service Portal
Development 
Coordinator

Service Portal
Developer

Service Portal
Design Analyst

Role of Service Portal Role of Service Portal 
Development CoordinatorDevelopment Coordinator

Validate functional specificationsValidate functional specifications
Monitor scopeMonitor scope
Perform Design Analyst responsibilitiesPerform Design Analyst responsibilities
Validate client development estimate Validate client development estimate 
Assign development work to appropriate Team Assign development work to appropriate Team 
(onshore/offshore) (onshore/offshore) 
Facilitate communication between the Service Portal and the Facilitate communication between the Service Portal and the 
offshore centeroffshore center
Facilitate communication between the Service Portal and the Facilitate communication between the Service Portal and the 
clientclient
Report and review weekly status with Client Report and review weekly status with Client 
Coordinate test results with Client CoordinatorCoordinate test results with Client Coordinator
Facilitate issue resolutionFacilitate issue resolution



Offshore ADC
Service Portal

Application
Management

Client SIte

Service Portal
Manager

Development

Offshore
Development
Coordinator

OffshoreOffshore
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Client
Coordinator

Service Portal
Development 
Coordinator

Service Portal
Developer

Service Portal
Design Analyst

Role of Service Portal Design Role of Service Portal Design 
Analyst(s)Analyst(s)

Monitor scopeMonitor scope
Create  technical specificationsCreate  technical specifications
Confirm client development estimate Confirm client development estimate 
Review test results with client Review test results with client 
Review the work throughout development and provide technical Review the work throughout development and provide technical 
assistance when neededassistance when needed



Offshore ADC
Service Portal

Application
Management

Client SIte

Service Portal
Manager

Development
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Development
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Service Portal
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Developer
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Role of Offshore DevelopmentRole of Offshore Development
CoordinatorCoordinator

Monitor scope Monitor scope 
Assign development work to appropriate team memberAssign development work to appropriate team member
Facilitate communication between the offshore center and the Facilitate communication between the offshore center and the 
Service Portal Service Portal 
Report weekly status to the Service Portal Development Report weekly status to the Service Portal Development 
CoordinatorCoordinator
Review test results with the Service Portal Development Review test results with the Service Portal Development 
CoordinatorCoordinator
Review the work throughout development and provide technical Review the work throughout development and provide technical 
assistance when neededassistance when needed



Role of Developer Role of Developer ––
Service Portal/OffshoreService Portal/Offshore

Offshore ADC
Service Portal

Application
Management

Client SIte

Service Portal
Manager

Development

Offshore
Development
Coordinator

OffshoreOffshore
Developer

Client
Coordinator

Service Portal
Development 
Coordinator

Service Portal
Developer

Service Portal
Design Analyst

Complete development and documentation per functional and Complete development and documentation per functional and 
technical specifications according to approved standardstechnical specifications according to approved standards
Perform unit testPerform unit test
Update test resultsUpdate test results
Complete internal peer reviewComplete internal peer review



Establish Process Establish Process 
and Procedures and Procedures 



Process and ProceduresProcess and Procedures

Ensure there is good network connectivity between Client site Ensure there is good network connectivity between Client site 
and Offand Off--shore center.shore center.
Establish interEstablish inter--company agreements.company agreements.
Gain agreement between client site and offshore development Gain agreement between client site and offshore development 
center on all standards:center on all standards:

Hardware configuration and setHardware configuration and set--upup
Development StandardsDevelopment Standards
Status reporting, Issue reportingStatus reporting, Issue reporting
Documentation standardsDocumentation standards
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Delivery Model OverviewDelivery Model Overview

Business
Requirements

ClientClient

Development Process

Analysis Code Client Testing

Unit TestingBuild Code
Client

Testing/
Integration

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Performed at Client Site Performed Offshore (coordinated 
from client site) or at Client Site

Performed at client sitePerformed at
client site

Client Sign-off Validate Specs Client Sign-off



Analysis of Functional Analysis of Functional 
Specifications  ProcessSpecifications  Process

ClientClient

Development Process

Analysis Code Client Testing

Unit TestingBuild Code
Client 

Testing/
Integration

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Business
Requirements

Performed at client sitePerformed at
client site

Performed at Client Site Performed Offshore (coordinated 
from client site) or at Client Site

Client Sign-off Validate Specs Client Sign-off



Analysis of Functional Analysis of Functional 
Specifications  Process Specifications  Process 

Functional Specs are 
received from Client 
Coordinator

Functional 
Specifications

Reviewed
Yes

No

Functional 
Specifications

D
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G
N

Approved?

C
L
I
E
N
T

C
L
I
E
N
T

Functional
Specifications

Complete

Reviews functional specs, 
validates clients 
development estimate

Needs further review, contact client  
coordinator, update Functional Specification  
with comments,  modify development 
estimate

Developer - SP
Developer - Offshore

SP Dev Coordinator
Client Coordinator

Review Points

KEYKEY



Review or Develop Design Review or Develop Design 
Process Process 

ClientClient

Development Process

Analysis Code Client Testing

Unit TestingBuild Code
Client 

Testing/
Integration

Review  or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Business
Requirements

Performed at client sitePerformed at
client site

Performed at Client Site Performed Offshore (coordinated 
from client site) or at Client Site

Client Sign-off Validate Specs Client Sign-off



Assign to 
Team

Offshore

Design 
Specifications
Reviewed and 

Technical 
Specifications

Completed C
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Review or Develop Design Review or Develop Design 
ProcessProcess

No

Modify Detail Design

Yes

Technical & 
Functional 

Specifications
reviewed by

Client

Offshore?
Yes

Assign to 
Development

Team at Client
Site

NoDetailed 
Technical 
Specifications 
are created

Client Coordinator 
validates design, 
completes design 
signoff

Can
Offshore
Develop?

Review
Specs and
Estimates

YesNo

Developer - SP
Developer - Offshore

SP Dev Coordinator
Client Coordinator

Review Points

KEYKEY



Build Code Process Build Code Process 

ClientClient

Development Process

Analysis Code Client Testing

Unit TestingBuild Code

Client
Testing/

Integration

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Business
Requirements

Performed at client sitePerformed at
client site

Performed at Client Site Performed Offshore (coordinated 
from client site) or at Client Site

Client Sign-off Validate Specs Client Sign-off



Build Code ProcessBuild Code Process

Code Development

U
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Team Lead
Review
And QA

Approved?

No

Yes

Peer  Review is completed to verify 
all approved standards have been  
followed  including documentation, 
efficient database calls, naming 
conventions, code format…

Developer - SP
Developer - Offshore

SP Dev Coordinator
Client Coordinator

Review Points

KEYKEY



Unit Testing Process Unit Testing Process 

ClientClient

Development Process

Analysis Code Client Testing

Unit TestingBuild Code

Client
Testing/

Integration

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Business
Requirements

Performed at client sitePerformed at
client site

Performed at Client Site Performed Offshore (coordinated 
from client site) or at Client Site

Client Sign-off Validate Specs Client Sign-off



Unit Testing ProcessUnit Testing Process

Move to 
Test 

Environment

Code  
and Unit

Test Results
Reviewed

C
L
I
E
N
T

T
E
S
T

C
L
I
E
N
T

T
E
S
T

Unit
Test

Signoff?

C
O
D
E

C
O
D
E

No

Yes
Handoff Back 
to Client site

Detailed walk 
through
Review expected vs. 
actual testing results

Update final test  
results

Developer - SP
Developer - Offshore

SP Dev Coordinator
Client Coordinator

Review Points

KEYKEY



Client Testing/Integration Client Testing/Integration 
Process Process 

ClientClient

Development Process

Business
Requirements

Performed at client site

Analysis Code Client Testing

Unit TestingBuild Code
Client

Testing/
Integration

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Performed at
client site

Performed at Client Site Performed Offshore (coordinated 
from client site) or at Client Site

Client Sign-off Validate Specs Client Sign-off



Client Testing/Integration Client Testing/Integration 
ProcessProcess

U
N
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T

T
E
S
T

U
N
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T

T
E
S
T

Client
Testing/

Integration
Production

Client
Test

Signoff?

No

Yes

Perform client  test 
Client Coordinator obtains  user 
signoff
Migrate associated  programs 
into the production instance
Client Coordinator  routes  test 
results  back to the 
Development  Coordinator for 
review if object fails client  test. 

Advise 
Offshore

Developer - SP
Developer - Offshore

SP Dev Coordinator
Client Coordinator

Review Points

KEYKEY



Change ControlChange Control



Change Control Process Change Control Process 
(specifications changed while object still in (specifications changed while object still in 
development)development)

A change in specification 
occurs while the object is 
still in first round of 
development

Development
Object

 If a change in specifications was 
determined, Client Coordinator will 
rewrite functional specifications and 
then turn back over to Development 
Coordinator for rework. 

Analysis Code Client Testing

Unit TestingBuild Code Client
Testing

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Back to Step 1 
Functional

Specifications 



Change Control Process Change Control Process 
(Object Failed During Testing)(Object Failed During Testing)

Analysis Code Client Testing

Unit TestingBuild Code Client
Testing

Review or 
Develop 
Design

Functional 
Specifications

Develop Design

Analysis of
Functional

Specifications

Unit Test

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6

Testing
Successful?

Testing
Successful?

Scope
Change?
Scope

Change?

Development 
Object

Yes

No

No

Yes

Complete

Change Request

Development Error

Back to Step 4
Build Code

Back to Step 1
Functional Specifications



Development Development 
GuidelinesGuidelines



Development Guidelines

Initially a large % of the more complex objects will be developed 
onsite.

Complexity 
of object

25%

50%

75%

100%

Pe
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O
ff Site

O
ff Site

O
ff Site

O
ff Site

Reports and 
Forms

Enhancements 
and User Exits

Custom Bolt-
Ons

Data Conversions 
& InterfacesHigh Low 

Probability of sending work offsite
Amount done 

Off-Site ComplexSimple Medium
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Delivery StandardsDelivery Standards
Technical Development Standards will be provided by Technical Development Standards will be provided by 
the client site PeopleSoft Development Teamthe client site PeopleSoft Development Team
Functional and Technical Specification templates will Functional and Technical Specification templates will 
be provided by the client site PeopleSoft be provided by the client site PeopleSoft 
Development TeamDevelopment Team
All other templates including Status Reports, All other templates including Status Reports, 
Issue/Risk Log will be provided by the client site Issue/Risk Log will be provided by the client site 
PeopleSoft Development TeamPeopleSoft Development Team
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