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Boise State University 

UFS Shared Services 

Accountability & Metrics 

 

The key to Shared Service successful relationship with our supported departments is a solid 

understanding of expectations and clear requirements needed to deliver those expectations.  

This is made possible by Service Level Agreements that are reviewed and updated in 

collaboration with campus departments. The service level agreement outlines the specific 

elements of the services available and offered in addition to the party responsibilities, service 

definitions and overall expectations. The accountability & metrics is a means of communication 

and building a true Shared Services partnership. 
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Unit Hours of Operation 
Business Hours: 

SS Business Hours for campus support are Mon-Fr, 8:00 AM – 5:00 PM 

 

UFS Shared Services Vision 

• A well-trained team committed to superior service, collaboration, and communication 

• Accurate and timely information and transaction processing  

• Continuous improvement of processes 

• Use of current technology to the fullest extent possible to streamline transactions and 
reduce inefficiencies 

• Cultivate mutually respectful relationships with campus partners via identification of 
needs, clear communication, and cooperation  

• Encourage a culture of service by promoting integrity, expertise, and innovation 

• Promote an environment of teamwork, training, personal and professional development 
for SS staff 

 

UFS Shared Services Operating Principles 

Efficiency: In defining processes, systems, and interactions, SS staff will consistently seek 

effective and efficient solutions.  

Open Communication: SS staff will continually solicit advice, share information, and discuss 

common objectives and goals both internally and with units served. 

Collaboration: Every effort will be made to create and maintain positive, collaborative 

relationships with campus partners. SS staff members' efforts to foster such relationships will 

be encouraged and recognized. 

Responsibilities  

Campus Department Responsibilities: 

• Adhere to all applicable federal, state, university, and shared services policies and 

procedures 

• Commit to building a collaborative environment working towards a solution-based 

agenda 

• Commit to utilizing UFS Shared Services tools for order requests (smartsheets) 

• Provide the appropriate designated approvers and finance contacts responsible for 

purchase approvals 

• Provide timely responses to requests for information 
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• Use UFS Shared Services provided communications channels to ensure timely and 

accurate response 

• Notify UFS Shared Services of department-level updates that may affect this service 

partnership or procedures governing this agreement 

• Provide authentic and clear feedback for process improvement 

• Provide training to internal staff regarding the use of UFS Shared Services process 

requirement outlined in this agreement 

UFS Shared Services Responsibilities: 

• Meet response times associated with service-related order requests 

• Generate dynamic reports capturing client data 

• Train required department staff on appropriate service support tools 

• Provide appropriate notification and coordination to campus departments for any 

interruptions to service delivery 

• Facilitate all service support activities outlined in this document 

• Maintain current contact and open lines of communications on service delivery 

• Provide and maintain superior customer service to all campus departments 

• Adhere to all federal, state and institutional policies and procedures 

UFS Shared Services Definitions 

SLA-Service Level Agreement 

SS-Shared Services 

UFS-University Financial Services 

Service Request-A submission of a request for support from any of the campus departments 

which will be prioritized and handled by Shared Services 

TAT-Turn Around Time, which is the measure that captures Approved time to source request 

Ordered 

DFC-Department Finance Contact is the party responsible for verifying the correct funding 

source 

Approver-The party responsible for the approval of specific items to be purchased on behalf of 

the university 

Funding Source-The correct combination of account information which funds will be drawn 

from  

Data-A collection of information points supporting financial transactions 

Metric-Measures designed to capture operations effectiveness and output 
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KPI-Key Performance Indicators, a comparison of metrics against a target goal measuring 

service level and quality 

Success Measure- A qualifiable way to determine if a goal or objective has been achieved, (e.g. 

TaT, Error Rate, Customer Survey Results etc) 

Smartsheets-The proprietary system utilized by SS to capture and process campus order 

requests 

Dynamic Reporting-Smartsheets reports developed by Shared Services to assist campus 

departments with a centralized view of order details 

Dashboard-Smartsheet view that houses a collection of reports and information to assist 

campus departments  

Central Receiving-The shipping HUB for all Boise State University products  

Service Definitions: 

Partner-SS acts as the campus departments single point of contact for order requests 

Consult-SS assumes the role of SME providing purchasing guidance and support to all campus 

departments 

Provide-SS provides end-to-end support for all the services outlined in this document 

Follow Up-SS conducts all the necessary research and communication with suppliers and 

campus departments securing the goods and services requested 

UFS Shared Services Order Status:  

Submitted indicates the request has been entered in the system by the requestor and the 

workflow approval has been triggered for the Approver 

Fund Source Review indicated the order request is waiting approval from the Department 

Finance Contact 

Approved indicates that the request has gone through all the appropriate workflow approvals 

and is ready to be processed by the Shared Services team 

In Progress indicated that order is currently being processed by the Shared Services Team 

Ordered indicates the order has been placed by the Shared Services team 

Complete indicates that the amount of the order request has posted on the P-Card and has 

been reconciled by SS staff 

Correction Entry-The process of manually requesting and updating a funding source that was 

incorrectly tracked at the end of the cycle 
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Relationship Management: 

• Manage all incoming department requests via phone, email or the SS smartsheet 

request intake form during business hours 

• Manage and build relationships with campus departments via formal and informal 

feedback and outreach to ensure alignment and effective service delivery 

• Coordinate with SS staff and stakeholders to identify and resolve challenges that arise 

during service delivery 

• Provide SS service updates and training to campus departments as needed on current 

process and procedures  

UFS Shared Services Benefits: 

• Cost Reduction: Shared Services helps the University save money by consolidating 

functions and reducing duplication of effort 

• Compliance/Risk: Shared Services helps the University remain compliant with University 

and State regulations while transacting on its behalf 

• Improved Overall Service: Centralizing functions makes it easier to manage 

performance and identify areas for improvement for all campus. Campus time spent on 

purchasing and reconciliation is greatly reduced allowing them to focus on other tasks.  

• Better Controls and Insights: Shared Services helps with data centralization, which can 

lead to better reporting and analytics.  

• Improved Communication: Shared Services helps break down silos and encourage 

information sharing between departments and employees. (Avoid shadow processes) 

• Greater Flexibility: Shared Services helps the University scale up or down without 

making major changes to the main overhead structure 

• Improved Productivity: When everyone uses the same platform or services provided, it 

is easier to share information and work together 

• Continues Improvement: Shared Services contributes and helps in different ways to 

improve campus wide processes and services 

• Improved Employee Experience: UFS Shared Services usage leads to increased 

collaboration and smoother work processes for all 
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Offered Services 

P-Card Purchase & Reconciliation 

• Manage all order requests received by campus departments in a timely manner 

• Purchase goods and services on behalf of the departments in accordance with state, 

federal and university policy and procedures 

• Manage appropriate university workflow approvals for P-Card order requests 

• Follow appropriate sourcing guidelines for goods and services  

• Manager P-Card purchase and reconciliations and appropriating expenses to correct 

funding source 

• Ensure all approvals are in place, all funding strings are correct and active and proper 

posting of vendor and internal codes following University guidelines 

• Maintain all documents for auditing purposes following the University Retention Policy 

Invoice Submittal & Payments 

• Manage invoice payment requests via Bronco Hub or CC  

• Submit invoice for payment in Bronco Hub 

• Review Payment Works status and initiate invite to requested vendors as needed 

• Ensure approvals workflows are complete and follow up with campus departments if 

additional information is required 

Requisition Submittal & Payments 

• Manage requisition submittal process via Bronco Hub 

• Consult with the purchasing team ensuring applicable purchasing guidelines are 

followed 

• Provide guidance to campus departments during perquisition phase 

• Consultation and approval of appropriate purchasing method 

• Review and ensure the use of any specific vendor requirements 

• Review appropriate use of approved state, federal and university policy 

• Review Payment Works status and initiate invite to requested vendors as needed 

• Maintain all purchasing records for audit purposes and record retention  

• Follow up with the purchasing team and campus departments ensuring transparency 

and progress 

• Complete payment against the PO via Ok to Pay Form 

Payment Works Invites 

• Before processing payments in Bronco Hub determine vendor status in Payment Works 

System 

• Initiate Payment Work invites to begin vendor on-boarding process 
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• Provide on-boarding progress updates and follow up to vendors and campus 

departments  

Recurring Automatic/Payments 

• Manage any recurring/automatic payments for campus departments ensuring on 

service disruption 

• Ensure timely payments for services 

• Proper documentation retention for auditing purposes 

• Assist campus departments with additional information and documentation 

Water Service Request 

• Streamline water service management for all campus departments 

• Centralized support for service setup, payments, and invoicing 

• Manage record retention for audit purposes 

Non-Employee Expense Reimbursement (Digital Payment)  

• Support for all invoice payments, including non-employee reimbursement requests 

• Manage Digital Payment requests for campus departments 

• Manage follow-up with recipients according to all existing university guidelines 

• Conduct follow up with all the stakeholders (campus departments, AP team and 

recipient) 

• Ensure progress updates and address concerns as needed  

Utility Bills Payment Support (Energy Cap)   

• Complete specific utility bill payments for the university utilizing Energy Cap  

• Ensure accurate file updates and timely bill uploads 

• Identify and correct errors and ensure accuracy  

Oracle Punch-Out Catalog Reconciliation Support 

• Manage reconciliation process for all Oracle Punch Out Catalogs  

• Ensure accuracy of funding source  

• Correct and update inaccurate information  

• Timely B of A Works transaction upload  
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KPI & Metrics  

For an overview of the order request process, departments using Shared Services can refer to 

the table below. The Shared Services (SS) team monitors P-Card purchases that require 

approval, tracking the time from approval to order placement. While the time for departmental 

approval can vary, the SS team handles all other requests within their standard turnaround 

times. Urgent requests will be prioritized for expedited placement, and priority shipping is 

available upon a department's request. 

Turn Around Process Time for all Orders: 

Type of Service Priority TaT (Turn Around Time) 

P-Card Order Requests Urgent <2 Hrs 

P-Card Order Requests Standard Same Day Processing 

Invoice/Req Submittals Standard <2 Hrs 

All Other Types of Requests Standard Same Day Processing 

Order Request Updates Standard <2 Hrs 

 

Metrics: 

KPI Target Status 

TaT (Turnaround Time) from approved request to ordered placed 
with vendor 90% same business day  On Track 

Monthly error rate <2% to total  On Track 

Weekly progress/updates Ongoing weekly tracking  On Track 

Annual Customer Survey Results YoY increase  On Track 

 

**TaT-Turn Around Time measures the order request processing time by the Shared Services team.  The time 

captured tracks the order status from Approved to Ordered and does not include the lead time spent for 

Approval Workflows by departments. SS workload is comprised of order processing time and research and 

follow up on existing orders. 

**Monthly Error Rate captures errors identified on order processing such as keying entry errors of specific 

funding information, business purpose and delivery mail stop.   

**Weekly Process Update is a measure that captures total team output on weekly basis including Orders 

Received and Completed and Order Request Follow Up with all departments per their requests 

**Annual Customer Survey represent the level of satisfaction of all Shared Services clients measuring the 

effectiveness and efficiency including overall customer satisfaction.  

 


