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ImpaCT Implementation 
Roles 
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Implementation Support Team 
I Support 

ImpaCT Project 
Office 

Leadership 

Field Operations 
Leadership 

I Team ITS Deloitte First Data KPMG 

ImpaCT Project 
Sponsor 
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I Support Structure 
CO, Non Test Offices & External Partners 
The I Support Teams will provide support through the 

CORT Leads, DSS Business Owners, I Team & Help Desk 

Implementation 
Support 

Local FORT, CORT & I 
Team 

Conversion 
Assurance Team 

I Team 

Help Desk 
Support 

ITS USG & I Team 

ImpaCT System 
Support 

I Team, Deloitte & First 
Data  

DSS Business 
Owner  

Liaison to External 
Partner  

Administrative 
Support  

ITS, Program & Policy 
&  OSD  

ImpaCT Project 
Office Support 

Project Sponsor, 
Project Director, 

Business Lead, I Team 
& KPMG 

DSS Executive 
Support 

DSS Executive Team 
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I Support Responsibilities 
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Implementation Team – CO, Non- Test Office & 
External Partners Support  
CORT Lead– manages communications & coordinates 
implementation with CORT Leads from the divisions & 
DSS Business Owners for External Partners  
DSS Business Owner  manages communications & 
coordinates implementation with CORT Leads 
• CORT Leads (non test offices) - manage 

communications & coordinates implementation 
with CORT Team 

CORT  Statewide Lead– Manage a daily call; Attend 
daily call to report out on CORT Statewide Lead – CORT 
and External partners; both support escalation process, 
troubleshoot & triage issue 

Help Desk (User Support Group - USG) 
Troubleshooting user support – utilizes escalation 
process with existent protocols 
 

ImpaCT System Support 
Technical support for the system 
 

Conversion Assurance Team (CAT) 
 

Project Office 
Responsible for troubleshooting conversion issues -.  
They will also serve as the local Conversion Assurance 
Team for CO 

CORT Area Leads - troubleshoots, supports the 
escalation process, assists in documenting issues for 
escalation & communicates issues 
 



Steps to Issue Escalation  
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START  
Worker encounters issue 

in ImpaCT 

Worker consults with 
online tools and desk 

guides (not to exceed 15 
minutes) 

Worker consults with 
Supervisor  / External 
Partner Lead (not to 
exceed 15 minutes) 

Worker/External Partner 
Lead completes 

escalation report form 

External Partner Lead 
contacts DSS Business 

Owner who attempts to 
resolve 

DSS Business Owner  - 
attempts to resolve; 

escalates to CORT Lead / 
Statewide Lead / USG 

DSS Business Owner 
contacts CORT Lead or 

ImpaCT Office Support (I 
Support)  - attempt to 

resolve issue 

I Support contacts 
Policy, Conversion, 

Process, Training, or 
Help Desk 

 

Contacted Party resolves 
issue  and informs office 

support and staff of 
resolution 

END 



Escalation – External Partner 

Project Office (I Team) Conversion Assurance Team 

 Help Desk  
(Troubleshoots Escalated Issue; Log in JIRA) 

CORT Lead (Division & CO) 

DSS Business Owner  

External Partner Agency Lead 

Processing Issue 

6 



Documenting Escalation 

• Office Issue Reporting Sheet 
• JIRA 
• Under Development -  (template for CORT and 

Non Test offices FORT) 
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Communication of Issues / Resolutions   

• Urgent 
– Email  
– ImpaCT Announcement 

• Informative 
– Field Op’s Communication  
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