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[bookmark: _tszfw9sphea][bookmark: _Toc2007750088]Business Case / Vision / Mission
[bookmark: _jxbbg8y889rg]Value to the Division / Customers
The Division of Student Affairs (DSA) comprises several departments, each with their own unique business functions and technological needs, which focus on promoting and supporting student growth, success, and development. QuickBase supports the strategic objectives of DSA by delivering a low-code/no-code application development platform that enhances operational efficiency through automation, secure data management, and simplified application development. By aligning QuickBase with DSA’s business needs, we enable a service-oriented approach that enhances student and staff experiences. 

[bookmark: _y1uuzlx8fjpu]Customer Base
The primary service consumers are DSA staff and students supported by Technology Services – Student Affairs (TS-SA). Secondary service consumers include partner organizations using the platform under an MOU (Memorandum of Understanding).

[bookmark: _hoa7sn5pt76w]Service Position
QuickBase is a TS-SA managed IT service providing a low-code/no-code development platform that enables departments to build and manage business-aligned applications. TS-SA governs, supports, and enables the platform; however, TS-SA does not build departmental QuickBase applications. Departments are responsible for building and maintaining their own applications or acquiring app-building services through QuickBase or approved third-party solution providers.

[bookmark: _Toc944038116]Summary of Changes
This section records the history of significant changes to this document. Only the most significant changes are described here.

	Version
	Date
	Author
	Description of Change

	1.0
	
	Ryan Lanman
	Initial Version

	
	
	
	



· Where significant changes are made to this document, the version number will be increased by 1.0.
· Where changes are made for clarity and reading ease only and no change is made to the meaning or intention of this document, the version number will be increased by 0.1.



[bookmark: _Toc1497787619]Utility 
Fit for purpose
QuickBase is a no-code/low-code Resource and Workflow Management platform that helps teams build custom apps without needing programming experience. It centralizes data, automates workflows, and connects systems to make every day work faster and easier.

Custom Application Development
Allows departments to create apps tailored to their specific business processes without requiring TS-SA to directly build departmental applications. Departments may build applications internally using trained Department App Builders or pursue app-building services through QuickBase or approved third-party solution providers, subject to applicable university, procurement, accessibility, security, and data governance requirements.

Data Management and Centralization
Organizes scattered data into one easy-to-access place for better accuracy and visibility. TS-SA will govern a QuickBase learning community open to all Texas A&M QuickBase App Builders and users.

Workflow Automation
Minimizes manual work by automating repetitive tasks and approvals, supported by several built-in pipeline channels, including but not limited to the Microsoft suite of products, the Google suite of products, Slack, MailChimp, Asana, Trello, Jira, and Dropbox.




[bookmark: _Toc1280303920]Warranty
Fit for use
QuickBase ensures reliability, security, and compliance by adhering to well-defined availability, capacity, security, and continuity measures. As a cloud-based solution, system uptime and performance are governed by the vendor's Service Level Agreements (SLAs), with TS-SA acting as the primary liaison for incident resolution, problem management, and service improvement initiatives.

Availability
QuickBase follows an Availability Management approach, targeting 99.98% uptime for users, excluding vendor-announced maintenance windows. TS-SA will proactively monitor service performance and ensure that any scheduled downtimes are communicated in advance.

Capacity
Regular capacity assessments ensure QuickBase can support increasing demand within DSA. By tracking application usage trends, concurrent users, and data limits, TS-SA ensures the platform will remain scalable and responsive to departmental needs.

Security & Compliance
QuickBase aligns with Texas A&M security policies through access control measures, role-based permissions, and multi-factor authentication (DUO). Additionally, all third-party integrations are subject to a security review to mitigate risks.

Continuity & Support
TS-SA collaborates with QuickBase to uphold SLAs and mitigate disruptions through structured Incident and Problem Management processes. Persistent issues undergo root cause analysis under Problem Management to prevent recurrence, ensuring a stable and reliable service environment.



[bookmark: _Toc758632953]General Service Requirements
TS-SA ensures that QuickBase is governed by a Service Design framework, ensuring that all service policies and operational activities align with the evolving business needs of DSA.

[bookmark: _zaarf3blyplz]Hardware
A reliable internet connection is essential to ensure continuous, high-performance access to QuickBase. Traditional on-premises server hardware is not required.

[bookmark: _4g7iz0ma9uh1]Software
QuickBase is a cloud-based SaaS product that is easily accessible through web browsers. TS-SA will manage a usage-based contract with QuickBase and provision access to DSA and identified partners. QuickBase platform costs are covered by the OVPSA. Individual DSA Departments will be responsible for the funding of additional features such as extensions and third-party solution providers.

[bookmark: _7lh0pzn1fg1g]Human Resources
· TS-SA Staff: A team comprising QuickBase administrators, solution architects, support specialists, and risk/policy staff will be responsible for initial setup, governance, training resources, consultation, technical support, troubleshooting, service improvement, and assisting departments with the acquisition of app-building services when needed. TS-SA does not build departmental QuickBase applications.
· Department Admins: The Department Admin serves as the primary point of contact between TS-SA and their department. The Department Admin ensures proper use of QuickBase across department applications, manages department-level access, creates blank applications for approved use cases, and assigns approved App Builders as App Manager/Administrator.
· Department App Builders: Key staff members within each DSA department who are trained in basic QuickBase configuration and responsible for building, maintaining, and reviewing assigned department applications for accessibility, security, and role-based access compliance.

[bookmark: _3a8v60faqqal]Supporting Procedures
· Platform Configuration and Administration: Covers User Management, Access Control, and Security Compliance, ensuring alignment with IT Service Management best practices for Identity and Access Management
· Software Approval Process: Ensures any third-party integrations or specialized add-ons meet university and state security and compliance standards.
· General Support: Covers Incident Management, Service Request Management, Problem Management, Consulting, and QuickBase Community governance.



[bookmark: _z7n3mqszmne7][bookmark: _3vd2xkovt738]Service Funding
TS-SA manages personnel costs associated with administration, consulting, and support for QuickBase, outside of services offered by QuickBase, including QuickBase University, QuickBase Empower, and QuickBase office hours. Costs related to subscriptions and specialized add-ons may be distributed or shared as follows:
· Subscription Costs: The main QuickBase subscription is purchased centrally for the entire DSA (via VPSA), based on usage tiers and user-read activities.
· Additional Features: Additional features and extensions above the base subscription provided by VPSA are the responsibility of departments utilizing them. 

App-building services are available through QuickBase directly or through approved third-party solution providers at the department’s discretion and cost. TS-SA may assist departments with identifying, reviewing, and acquiring app-building services; however, TS-SA does not directly build departmental QuickBase applications. Any vendor, third-party service, integration, or specialized add-on must be reviewed according to applicable university, procurement, accessibility, security, and data governance requirements before implementation.

[bookmark: _Toc1781877779]Separation of Duties
QuickBase responsibilities are divided between Technology Services – Student Affairs, the designated Department Admin, and Department App Builders to ensure clear ownership, appropriate access control, and sustainable platform governance.

Technology Services – Student Affairs is responsible for initial QuickBase setup and configuration, including baseline accessibility configuration, training resources, consultative services, technical support, troubleshooting assistance, and ensuring that the designated Department Admin has appropriate access. TS-SA may assist departments with acquiring app-building services through QuickBase or approved third-party solution providers, but TS-SA is not responsible for building departmental applications.

The Department Admin serves as the department’s primary point of contact for QuickBase-related communications. The Department Admin is responsible for ensuring proper use of the QuickBase platform in accordance with established guidelines, reporting issues or concerns to Technology Services – Student Affairs, and managing access and app creation for department users.

Department App Builders are responsible for participating in training, using provided resources, protecting data through role-based access controls, and regularly reviewing applications for compliance with accessibility and security standards.



[bookmark: _Toc1415833588]Responsibilities
Vice President of Student Affairs
	Responsibility
	Description
	Est. Yearly Commitment

	Service Ownership
	Acts as sponsor, provides base funding, and monitors strategic alignment with DSA and Texas A&M
	10 hours/year



TS-SA Management / Administration
	Responsibility
	Description
	Est. Yearly Commitment

	Service Oversight
	Review service performance, licensing, usage to ensure consistency and improvement
	40 hours/year	Comment by Borsani, Kevin: How were these numbers estimated/calculated?	Comment by Lanman, Ryan C: @Borsani, Kevin Initial guesses



TS-SA Risk and Policy
	Responsibility
	Description
	Est. Yearly Commitment

	Risk Assessment
	Review proposed features/integrations for policy compliance
	50 hours/year

	Policy Alignment
	Collaborate with IT policy teams to ensure QuickBase compliance
	50 hours/year


Total: ~100 hours/year

TS-SA Service Desk Team
	Responsibility
	Description
	Est. Yearly Commitment

	Point of Contact
	Triage and route service requests and incidents
	100 hours/year

	Accessibility Troubleshooting
	Address and escalate accessibility/authentication issues
	40 hours/year

	KPI Tracking
	Track ticket resolution metrics
	15 hours/year


Total: ~155 hours/year




TS-SA QuickBase Administrator
	Responsibility
	Description
	Est. Yearly Commitment

	Initial Setup and Configuration
	Provide initial QuickBase setup and configuration, including baseline accessibility configuration and department workspace readiness.
	60 hours/year

	Department Admin Access
	Ensure the designated Department Admin has appropriate access to manage department users and app creation.
	50 hours/year

	Training and Enablement
	Offer training materials, guidance, and resources to department staff, Department Admins, and App Builders.
	80 hours/year

	Consulting Services
	Provide consultative support for app planning, workflow design, accessibility, security, and platform best practices.
	100 hours/year


	Technical Support and Troubleshooting
	Provide technical support, troubleshooting assistance, and escalation support for QuickBase-related issues.
	80 hours/year

	Communication
	Communicate platform updates, policy changes, service expectations, and governance requirements to Department Admins and App Builders.
	30 hours/year

	KPI Tracking
	Track performance, adoption, support, customer satisfaction scores, and training metrics.
	40 hours/year

	App-Building Service Acquisition Support
	Assist departments with identifying, reviewing, and acquiring app-building services through QuickBase or approved third-party solution providers when needed. TS-SA does not directly build departmental applications.
	60 hours/year

	Platform Governance
	Regularly ensure compliance of applications across the realm, monitor departmental QuickBase usage, and maintain governance standards for access control, security, accessibility, data management, app ownership, and platform best practices.
	150 hours/year


Total: ~650 hours/year




Department Admin
	Responsibility
	Description
	Est. Yearly Commitment

	Department Point of Contact
	Serve as the primary point of contact for QuickBase-related communications between the department and Technology Services – Student Affairs.
	10 hours/year

	Platform Use Oversight
	Ensure proper use of the QuickBase platform in accordance with established TS-SA, DSA, university, accessibility, and security guidelines.
	15 hours/year

	Department Access Management
	Manage access for department users, including requesting, approving, reviewing, or removing user access as appropriate.
	15 hours/year

	App Creation Oversight
	Manage and approve app creation for department users based on department needs and established QuickBase guidelines.
	15 hours/year

	Issue Reporting
	Report issues, concerns, access problems, app concerns, or compliance risks to Technology Services – Student Affairs promptly.
	5 hours/year

	App Builder Coordination
	Ensure Department App Builders complete required training and understand accessibility, security, and RBAC expectations.
	10 hours/year


Total: ~70 hours/year

App Builder
	Responsibility
	Description
	Est. Yearly Commitment

	Training Participation
	Participate in required training sessions and use provided QuickBase, accessibility, security, and app-building resources.
	40 hours/year

	Application Development
	Plan, build, and maintain department QuickBase applications in alignment with approved use cases and department needs.
	80 hours/year

	Role-Based Access Controls
	Ensure data protection through appropriate role-based access controls, permissions, reports, forms, and dashboards.
	20 hours/year

	Accessibility and Security Review
	Regularly review applications for compliance with accessibility and security standards.
	20 hours/year

	Issue Reporting
	Report technical, access, accessibility, security, or compliance concerns to the Department Admin or TS-SA as appropriate.
	10 hours/year

	Continuous Improvement
	Share feedback, participate in learning opportunities, and improve applications based on user needs and governance expectations.
	20 hours/year


Total: ~190 hours/year




[bookmark: _Toc259205680]Service Value Streams
Onboarding a Department
	Responsibility
	Step
	Description

	Department Director
	1
	Identifies a staff member to serve as the Department Admin for QuickBase access, app creation oversight, and department communications.

	Department Admin
	2
	Documents the department’s QuickBase use case, anticipated applications, users, and app-builder needs.

	Department Admin
	3
	Contacts the TS-SA Service Desk with request for QuickBase access, along with all aforementioned information.

	TS-SA Service Desk
	4
	Creates a ticket in the ITSM tool, and routes said ticket to the QuickBase responsibility group.

	TS-SA QuickBase Admin
	5
	Provides initial setup and configuration of QuickBase accessibility and department access structure.

	Technology Services – Student Affairs
	6
	Ensures appropriate access is granted to the Department Admin.

	Technology Services – Student Affairs
	7
	Provides initial training, resources, and guidance to the Department Admin.

	Technology Services – Student Affairs
	8
	Finalizes and files the MOU, approving the department for active use of the QuickBase realm.






Onboarding an App Builder	Comment by Lanman, Ryan C: TS-SA no longer has any part in this workflow	Comment by Borsani, Kevin: Which group is responsible for this workflow now?	Comment by Lanman, Ryan C: Department Admins are resp for the management of their users
	Responsibility
	Step
	Description

	Department Staff Member
	1
	Requests App Builder access through the Department Admin.

	Department Admin
	2
	Reviews the request and confirms the business need for App Builder access.

	Department Admin
	3
	Ensures the user has access to the QuickBase realm. If the user does not have realm access, the Department Admin coordinates access according to established TS-SA access procedures.

	Department Admin
	4
	Creates a blank QuickBase application for the approved use case.

	Department Admin
	5
	Assigns the new App Builder as the App Manager/Administrator of the blank application.

	Department Admin
	6
	Confirms the App Builder understands department expectations for app ownership, access management, data protection, accessibility, and security compliance.

	Department App Builder
	7
	Completes required training, including QuickBase basics, accessibility, security, RBAC, reports, dashboards, roles, permissions, pipelines, and application best practices.

	Department App Builder
	8
	Signs the Statement of Understanding for App Builder responsibilities, if required.

	Technology Services – Student Affairs
	9
	Provides training resources, consultative services, technical support, troubleshooting assistance, and governance guidance as needed.

	Technology Services – Student Affairs
	10
	Adds the App Builder to the QuickBase Community of Practice or other training/support channels, as appropriate.


Department Admins may create blank applications and assign App Managers/Administrators only for approved department use cases and in accordance with TS-SA governance, security, accessibility, and data management guidelines.

Onboarding a non-app builder user	Comment by Lanman, Ryan C: TS-SA no longer has any responsibility in this workflow
	Responsibility
	Step
	Description

	Department User
	1
	Requests QuickBase access through the Department Admin.

	Department Admin
	2
	Reviews and approves the user’s access need based on department role and application requirements.

	Department Admin
	3
	Manages or requests appropriate user access in accordance with established access guidelines.

	Department User
	4
	Completes required user training, including navigating applications and protecting data.

	Technology Services – Student Affairs
	5
	Provides support or troubleshooting assistance if access issues occur.






Application Development and Enhancement
	Responsibility
	Step
	Description

	Department App Builder
	1
	Completes required training and reviews available QuickBase, accessibility, security, and app-building resources.

	
	2
	Defines the application purpose, data needs, user roles, access requirements, and workflow outside of QuickBase before building.

	Department Admin
	3
	Reviews the proposed application purpose and confirms that the app aligns with department needs and established QuickBase guidelines.

	Department App Builder
	4
	Builds the initial version of the QuickBase application using approved app-building methods.

	
	5
	Applies role-based access controls to protect data and limit access based on user responsibilities.

	
	6
	Reviews the application for accessibility and security compliance before broader use.

	Technology Services – Student Affairs
	7
	Provides consultative services, technical support, troubleshooting, and best-practice guidance as needed.

	
	8
	If the department requires application-building support beyond consultation, TS-SA may assist the department with identifying or acquiring app-building services through QuickBase or approved third-party solution providers. TS-SA does not directly build departmental applications.

	Department Admin
	9
	Periodically reviews department apps for continued business need, access appropriateness, accessibility, and security expectations.



Incident Management
	Responsibility
	Step
	Description

	Department User / App Builder
	1
	Identifies an issue and reports it to the Department Admin or Service Desk, depending on severity and department procedure.

	Department Admin
	2
	Reviews the issue, confirms impact, and attempts basic access or app-level triage when appropriate.

	Department Admin
	3
	Reports unresolved issues or concerns to Technology Services – Student Affairs promptly.

	Technology Services – Student Affairs
	4
	Provides troubleshooting assistance, technical support, and consultative guidance.

	Technology Services – Student Affairs
	5
	Escalates complex, platform-wide, vendor-related, accessibility, or security issues as needed.

	QuickBase Vendor
	6
	Responds to vendor-level incidents, platform issues, or support escalations.

	Technology Services – Student Affairs
	7
	Relays vendor updates, workarounds, or resolutions to the Department Admin and affected users.

	Department Admin
	8
	Communicates relevant updates to department users and App Builders.

	Department App Builder
	9
	Implements approved workaround or resolution when app-level changes are required.

	Technology Services – Student Affairs
	10
	Documents significant incidents, recurring issues, or known workarounds in the knowledge base.


Acquiring App-Building Services
	Responsibility
	Step
	Description

	Department Admin
	1
	Identifies a need for app-building support beyond internal department capacity or standard TS-SA consultation.

	
	2
	Documents the app-building need, business purpose, expected users, data involved, timeline, and funding source.

	Technology Services – Student Affairs
	3
	Provides guidance on available app-building service options, which may include QuickBase-provided services or approved third-party solution providers.

	
	4
	Assists with vendor review, security considerations, accessibility considerations, data governance concerns, and procurement coordination as appropriate.

	Department Admin
	5
	Coordinates department funding, approvals, and engagement with the selected app-building service provider.

	App-Building Service Provider
	6
	Builds or enhances the application according to the approved scope of work, department requirements, and applicable TS-SA, DSA, university, accessibility, security, and data governance requirements.

	Department Admin / Department App Builder
	7
	Reviews the delivered application for business fit, access appropriateness, accessibility expectations, security expectations, and ongoing department ownership.

	Technology Services – Student Affairs
	8
	Provides consultative review and platform guidance as needed but does not assume responsibility for building or maintaining the department application.



Applications built by QuickBase or third-party solution providers remain department-owned applications. The Department Admin and assigned Department App Builder are responsible for ongoing ownership, access review, data protection, accessibility review, security review, and maintenance after delivery.



Change & Release Management
	Responsibility
	Step
	Description

	QuickBase Vendor
	1 
	Communicates any major changes or updates to the QuickBase platform.

	Technology Services – Student Affairs
	2
	Monitors QuickBase news and announcements for major changes and updates to the platform.

	
	3
	Relays changes and updates to the QuickBase Community of Practice through Microsoft Teams and/or an email distribution list.

	Department Admins
	4
	Review QuickBase updates and communicate department-specific impact to users and App Builders as needed.

	Department App Builders
	5
	Periodically check the QuickBase Community of Practice in Microsoft Teams and email for QuickBase news.



[bookmark: _Toc384230970]Expected Outcomes/Results
· Empowered Departments: Departments gain the flexibility to design and manage custom workflows without requiring full-scale development resources.
· Streamlined Operations: Manual data-entry tasks are reduced, saving time, and improving data accuracy.
· Better Collaboration: A shared, consistent platform fosters cross-departmental information sharing and operational alignment.
· Enhanced Compliance: DSA data is housed in a secure, centrally managed environment that aligns with relevant policies and regulations.

[bookmark: _Toc2000284822]Continual Service Improvement (CSI) and Review
KPIs will be reviewed biannually by TS-SA to assess service effectiveness, identify trends, and implement necessary improvements. Insights from KPI analysis will inform:

· Service Enhancements – Addressing areas of friction, improving user experience, and optimizing platform functionality.
· Process Improvements – Refining onboarding, offboarding, incident management, change controls, and training strategies to better support DSA departments.
· Resource Allocation – Ensuring adequate staffing, licensing, and infrastructure to meet evolving service demands.

By continuously monitoring these metrics, TS-SA ensures QuickBase remains a secure, reliable, and user-friendly service that supports the strategic goals of the Division of Student Affairs


[bookmark: _Toc540801838]Key Performance Indicators
To ensure QuickBase delivers measurable value to the Division of Student Affairs (DSA), key performance indicators (KPIs) are established to track service efficiency, reliability, and user satisfaction. These KPIs align with ITIL best practices and support a Continual Service Improvement (CSI) approach, ensuring QuickBase remains an effective and adaptable platform.

Service Quality and Performance 
· Service Availability (%) - Measures the percentage of uptime for the TAMU-DSA QuickBase instance, targeting a minimum of 99.98% availability, excluding scheduled maintenance. This ensures the platform remains reliable and accessible for Student Affairs professionals.
· Incident Resolution Time - Tracks the average time taken to resolve reported incidents, categorized by severity (e.g., critical, major, minor). Faster resolution times contribute to improved service continuity and reduced disruption.
· First-Contact Resolution Rate (FCRR) - Percentage of incidents or requests resolved by the TS-SA Service Desk at the first point of contact without escalation. A higher FCRR indicates effective frontline support and user empowerment.

Service Capacity
· User and App Totals: Measures the number of users (dormant and active), number of applications, and number of pipeline runs monthly. Ensures there is a means for scaling and the Service does not exceed our yearly limits of app data and use reads. 

User Adoption and Engagement 
· User Satisfaction Score (Also Customer Satisfaction Score, CSAT) - Collected through periodic surveys, this metric assesses user experience, ease of use, and overall satisfaction with QuickBase. Results inform service improvement initiatives.
· User Adoption Rate – Measures the percentage of eligible DSA departments actively utilizing QuickBase for workflow automation, data management, or collaboration. This metric indicates the platform’s alignment with business needs.
· Training and Support Effectiveness – Evaluated based on post-training feedback scores and the number of recurring support requests related to fundamental QuickBase functionalities. A decline in repetitive queries suggests improved user competency.









[bookmark: _Toc913071548]TEMPLATE – Memorandum of Understanding – QuickBase Usage
Between Technology Services – Student Affairs and [ENTER DEPARTMENT HERE]
In effect from [ENTER DATE OF SIGNING] to March 15, 2028
I. Purpose
This Memorandum of Understanding (MOU) establishes a collaboration between Technology Services – Student Affairs and [ENTER DEPARTMENT HERE] to extend the use of the QuickBase platform for enhanced operational efficiency and data management.
II. Responsibilities
Technology Services – Student Affairs
· Provide initial QuickBase setup and guidance on baseline accessibility expectations.
· Offer training and resources to [ENTER DEPARTMENT HERE] staff
· Provide consultative services, technical support, and troubleshooting assistance
· Ensure appropriate access for Department Admin
· Assist with identifying, reviewing, or acquiring app-building services through QuickBase or approved third-party solution providers when requested.
· Technology Services – Student Affairs does not directly build departmental QuickBase applications.

[ENTER DEPARTMENT ADMIN NAME HERE]
· Serve as the point of contact for department QuickBase-related communications
· Ensure proper use of the QuickBase platform in accordance with established guidelines
· Report any issues or concerns to Technology Services – Student Affairs promptly
· Manage access and app creation for department users, including ensuring approved App Builders have access to the QuickBase realm, creating blank applications for approved use cases, and assigning approved App Builders as App Manager/Administrator of those applications.
· Coordinate department funding, approvals, and engagement for any requested app-building services and additional features.

Department App Builders
· Participate in training sessions and utilize provided resources
· Ensure data protection through role-based access controls (RBAC)
· Regularly review apps for compliance with accessibility and security standards



III. Costs
· Departments are responsible for all costs above basic licensing provided by OVPSA to include enablement services, solution providers, extensions, or AI credits.
· OVPSA will gather read/usage data through the duration of this MOU to determine if continued funding is feasible or if departments should share in future costs associated with the service.
IV. Termination
This MOU will remain in effect for the duration listed and will automatically terminate on that date or;
· if either party requests termination in writing,
· upon assignment of a new Department Admin
V. Signatures
By signing below, both parties agree to the terms and conditions outlined in this MOU





__________________________________						___________________
Carl Ivey                                                                                                                          	Date
Executive Director 
Technology Services - Student Affairs 
 


_________________________________						 ___________________ 
[ENTER DEPARTMENT.  DIRECTOR]                                                         	Date 
[ENTER DEPT INFO HERE]
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