
PRODUCTION OF REPROGRAMMED CELLS WITH RESTORED
POTENTIAL Kenneth J. Eilertsen CROSS-REFERENCE TO
RELATED APPLICATIONS Priority is hereby claimed to
provisional application Serial No. 60/704,465, filed
August 1, 2005, which is incorporated herein by
reference. FIELD OF THE INVENTION This invention
relates generally to the fields of cell biology, stem
cells, cell differentiation, somatic cell nuclear
transfer and cell-based therapeutics. More
specifically, this invention is directed to methods
and products for cell reprogramming and cell-based
therapeutics. Methods of isolation and culture, as
well as therapeutic uses for the isolated cells are
also provided. DESCRIPTION OF THE PRIOR ART Recent
dietary studies have described an interaction between
methyl donor status, single-carbon metabolism and DNA
methylation [1-12]. DNA methylation is associated with
developmental status and differentiation potential
[13-19]. Moreover, a clear requirement for somatic
cell nuclear transfer (SCNT)-induced reprogramming and
reprogramming associated with normal fertilization is
DNA demethylation [20]. It is within this context that
the following background material is reviewed. During
development of multicellular organisms, different
cells and tissues acquire different programs of gene
expression. These distinct gene expression patterns
appear to be substantially regulated by epigenetic
modifications such as DNA methylation, histone
modifications and various chromatin-binding proteins
[21, 22]. Thus each cell type within a multicellular
organism has a unique epigenetic signature which is
thought to become "fixed" once cells differentiate or
exit the cell cycle. However, some cells undergo major
epigenetic "reprogramming" during normal development
or certain disease situations. Reprogramming involves
the removal ofepigenetic marks in the nucleus,
followed by establishment of a different set of marks
[23-25]. For example, at fertilization, gametic
epigenetic marks are erased and replaced with
embryonic marks required for totipotency and embryonic
development. Reprogramming also occurs in primordial
germ cells where parental imprints are erased to
restore totipotency. Cancer cells and cells that
transdifferentiate also are thought to undergo
reprogramming. Finally, dramatic reprogramming is
required following SCNT for the purposes of
reproductive cloning and stem cell therapy [26-33]. 



Recently, new insights have been obtained into
epigenetic reprogramming in normal development and
SCNT. Although insights into the mechanisms of
reprogramming and the factors involved are still
rudimentary, the foundational knowledge is now
reaching a stage at which more detailed concepts can
be developed and novel experimental approaches can be
devised to examine mechanistic aspects that will
provide novel commercial opportunities. A brief
summary of in vivo-induced (fertilization and
embryogenesis) and in vitro-induced SCNT reprogramming
follows. Epigenetic Reprogramming and Development In
Vivo Reprogramming - Fertilization: DNA Methylation:
In mice, at fertilization, the parental genomes are in
different stages of the cell cycle with distinct
epigenetic marks and chromatin organization. The
paternal genome delivered by the mature sperm is
single copy and is packaged densely with protamines.
The maternal genome is arrested at metaphase II and
its two-copy genome is packaged with histones. At
fertilization, the protamines are replaced with
histones and the maternal genome completes meiosis.
After histone acquisition, the paternal genome
undergoes a genome-wide loss of DNA methylation as
detected by indirect immunofluorescence [34] and
bisulphite sequencing [35]. Demethylation is completed
before DNA replication begins in the paternal
pronucleus. It should be noted, however, that not all
regions of the genome are demethylated at this stage.
It is believed that the oocyte cytoplasm contains
demethylation factors that specifically target or
exclude certain sequence classes in sperm
chromatin.Histone Modification: Maternal chromatin is
organized so that DNA methylation and chromatin
modifications are abundant at fertilization. These
include both nucleohistone modifications and chromatin
proteins associated with active and repressive states.
For example, histone modifications typically
associated with an active state, such as acetylated
lysine and H3K4me are found in the female pronucleus
[34, 36, 37]. Heterochromatic modifications such as
H3K9me2/3, H3K27mel and H4K20me3, largely associated
with a repressive chromatin state, are also present.
Histones associated with the male pronucleus are
highly acetylated [34, 36]; however, immediately upon
histone incorporation, H3K4mel, H3K9mel and H3K27mel
are detectable [37-39]. This occurs when DNA
methylation is still present in the male pronucleus.
The progressive histone modifications occurring to the
paternal genome presumably lead to a chromatin state
equivalent to that of the maternal genome.
Preimplantation Development 



Passive demethylation: From the one cell to blastocyst
stage in the mouse, there are further changes in
global DNA methylation. DNA methylation is reduced
progressively with each cleavage division and this
loss is dependent on DNA replication [40, 41]. Dnmtlo,
a DNMTl protein inherited from the oocyte, is excluded
during the first three cleavage divisions [42, 43],
accounting for the loss of methylation by a passive
mechanism. Histone modification: The degree to which
histone modifications are reprogrammed during passive
DNA demethylation is unclear at present. Epigenetic
asymmetry and lineage commitment Methylation: The
first lineage allocation event in mammalian
embryogenesis occurs at the morula stage and results
in the formation of the Inner Cell Mass (ICM) and
trophoectoderm (TE) lineages in the blastocyst. The
mechanism for the cell fate decision is unknown.
Interestingly, two-cell blastomeres are still
totipotent but by the four-cell stage (in mice)
lineage bias is present based on decreased
totipotential [44]. Global differences in DNA
methylation between extraembryonic and embryonic
lineages havebeen detected and the differences are
detectable as early as the blastocyst stage at which
combinations of active and passive demethylation have
resulted in a lower state of methylation in the TE. In
contrast, the ICM has an increased level of global
methylation due to de novo methylation likely caused
by DNMT3b, a de novo DNA methyltransferase, which is
detectable in blastocyst ICM, but not TE [34]. Histone
modification: In mice, histone H3K9me3 marks
heterocliromatic foci in the ICM and H3K27mel, me2 and
me3 are more abundant in the ICM than the TE [38]. The
inactive X chromosome and certain imprinted regions
are marked in the TE by H327me and H3K9me. In general,
as with DNA methylation, higher levels of specific
repressive histone methylation marks also are found in
the ICM when compared to TE. Thus epigenetic asymmetry
is required for development. Somatic Cell Nuclear
Transfer: One method of altering epigenetic marks
experimentally is by SCNT or cloning. SCNT requires
that a differentiated somatic cell nucleus be
reprogrammed to a state of totipotency in an oocyte
environment in which nuclear DNA material has been
removed (often referred to as "enucleation"). All
epigenetic marks that have been examined in cloned
embryos and adults from multiple species show
abnormalities and most SCNT embryos also differ from
each other in the precise epigenetic profile they
possess, indicating that SCNT-induced epigenetic
reprogramming is a haphazard and stochastic process
[30-33, 45]. 



In addition, development of SCNT embryos is highly
variable with the vast majority dying at all stages of
development, and the survivors having a variety of
abnormalities. Of those that develop to later
gestation stages or to term, many have placental
abnormalities and a significant proportion die
perinatally from poor adaptation to extrauterine life.
Because offspring of cloned animals appear normal,
most developmental problems of clones likely are
caused by epigenetic defects. Both the development and
the epigenetic abnormalities of SCNT embryos tend to
be more severe the earlier they are examined, with
less abnormal ones surviving to later stages [46].
Epigenetic defects described in cloned offspring and
SCNT embryos include errors in X-inactivation [47,
48], imprinting [49-51], DNA methylation (both global
and specific loci) [36, 47, 52, 53], histone
acetylation [43], methylation [43] and alterations
ingene expression [54] including the failure to
reactivate Oct4, a key pluripotency and
developmentally important gene [55-57]. Reprogramming
induced by SCNT therefore appears to have at least two
important requirements: removal of nuclear proteins
and demethylation of somatic cell DNA, the latter
apparently being the most important. For example,
Somonsson & Gurdon observed considerable delay of Oct4
expression when methylated somatic nuclei from mouse
thymus cells were injected into Xenopus oocytes [20].
The delay declined when the nuclei were deproteinized
prior to nuclear transfer. However when unmethylated
DNA, e.g., bacterial plasmid, was injected, there was
no detectable delay. This indicates that when all
repressive proteins have been removed from nuclei, a
substantial delay still occurs and that DNA must be
demethylated before transcription can ensue. In
addition, using a hypomorphic allele of Dnmtl,
Blelloch et al demonstrated demethylation of somatic
donor cells improved cloning efficiency and production
of embryonic stem cells in vitro indicating
restoration of differentiation and developmental
potential of a differentiated cell is enabled by
reduced DNA methylation [136]. Mechanisms for Removal
of Methylation from DNA Not Understood: The removal of
methylation from DNA (or histones for that matter) is
not understood mechanistically. The loss of DNA
methylation of the paternal genome in the zygote is
likely to be an enzyme-catalyzed, active
demethylation. An oocyte also can actively demethylate
a transferred somatic nucleus, suggesting the activity
is present. Several candidate biochemical pathways
have been suggested that would either remove the
methyl group in the C5 position of the cytidine ring
directly (direct demethylation) or the cytidine base
(indirect demethylation). To date, direct methods to
remove the methyl 



group have either not been described or have not been
validated. Indirect pathways to demethylation involve
DNA repair: For example, DNA glycosylases such as
thymidine DNA glycosylase and methyl-binding domain
protein 4 normally repair T:G mismatches thought to
result from spontaneous deamination of 5meC. More
recently it has been shown that activation-induced
cytidine deaminase and Apobecl, cytidine deaminases,
can deaminate 5meC to result in T and that these
enzymes are expressed in oocytes and germ cells. This
activity of cytidine deaminases coupledwith base
excision repair theoretically could result in
demethylation without DNA replication, but would still
require extensive base excision repair in the early
zygote. Environmental Factors: A growing body of
evidence suggests modifiable environmental factors
such as diet can influence DNA methylation. For
example, prenatal feeding of a methyl-supplemented
diet can increase the level of DNA methylation and
phenotypic expression of genes in offspring. The coat
color in mice is determined by agouti gene expression.
This is determined by the DNA methylation status of
the long terminal repeat of the agouti gene in the
hair follicle. If this region is hypermethylated, the
mouse is agouti in color, whereas if the mouse is
hypomethylated the mouse is yellow. When pregnant
female mice were fed a methyl-supplemented diet
enriched in zinc, methionine, betaine, choline,
folate, and vitamin B12, there was an alteration in
the methylation status of the agouti long terminal
repeat and none of the pups had a yellow coat [58].
Thus, in utero exposure to nutrients can lead to
epigenetic modifications of the genome in the
offspring. Folate's Role in DNA Methylation: Folate, a
water soluble B-vitamin, plays a significant and
modulatory role in DNA methylation status. The sole
biochemical function of folate is mediating the
transfer of one-carbon moieties [59-61] and thus has a
central role in one-carbon metabolism. Animal studies
have further shown that folate deficiency causes
genomic and gene specific hypomethylation in rat liver
and the degree appears to depend on the severity and
duration of folate depletion [62, 63]. DNA
hypomethylation also has been identified in
lymphocytes of humans on low dietary folate and can be
reversed by folate repletion [64]. The effect of
folate deficiency with respect to DNA methylation,
however, is also highly complex. For example, folate
deficiency with or without reductions in DNMTl, did
not affect overall genomic DNA methylation levels or
the methylation levels of two candidate genes
E-cadherin and p53, in normal or neoplastic tissue.
One-Carbon Metabolism 



The Importance of SAM:SAH Ratios and Nutrient Role in
Regulating DNA Methylation: The availability of
nutrients can play an important role in regulating
DNAmethylation. Moreover, factors involved in
one-carbon metabolism also likely play an important
role in methylation status because they influence the
supply of methyl groups and therefore the biochemical
pathways of methylation processes. Methyl groups
supplied from the diet, in the form of choline and
methionine, or from the folatedependent one-carbon
pool, must be activated to S-adenosylmethionine (SAM)
to serve as substrates in transmethylation reactions.
Because S-adenosylhomocysteine (SAH) is a product of
transmethylation reactions and a potent inhibitor of
SAM-dependent methyltransferases, the ratio of SAM:SAH
is an important index of transmethylation potential
[65, 66]. When the ratio is high, methylation
potential is high. When the ratio is low, methylation
potential is low. It is well known that folate
depletion alone is a sufficient perturbing force to
diminish SAM pools. This leads to an increase in
cellular levels of SAH because the equilibrium of the
SAH-homocysteine interconversion actually favors SAH
synthesis. Therefore when homocysteine metabolism is
inhibited, as in folate deficiency, cellular SAH
levels will be increased. Increased SAH inhibits
methyltransferases activity and consequently DNA
methylation reactions. GIycine-N-methytransferase
(GNMT) Optimizes Transmethylation Reactions: The
cytosolic enzyme GNMT functions to optimize
transmethylation reactions by regulating the SAM:SAH
ratio. When methyl groups are abundant and SAM levels
are elevated, GNMT disposes of the excess methyl
groups by forming sarcosine from glycine. SAM also
reduces the supply of methyl groups originating from
the one-carbon pool by inhibiting
5,10-methylenetetrahydrofolate reductase (MTHFR) [67,
68], the enzyme responsible for the synthesis of
5-methytetrahydrofolate (5-methyl-THF). 5- Methyl-THF
is folate coenzyme that donates its methyl group to
homocysteine to form methionine. Because 5-methyl-THF
also binds to GNMT and inhibits its activity [69, 70],
a decrease in 5-methyl-THF levels due to inhibition of
MTHFR by SAM results in an increase in the activity of
GNMT. Factors that activate GNMT lead to
downregulation of methyltransferases, including DNA
methyltransferases. To date, there have been no
reports testing the hypothesis that activation of GNMT
in cells in culture results in reduced DNA
methylation. However, a few reports have described
dietary manipulation of GNMT in rodents [71-73]. For
example, dietssupplemented with vitamin A and vitamin
A derivatives, e.g. all-trans retinoic acid (ATRA),
result in increased GNMT activity and hypomethylated
DNA in rat hepatocytes, while decreases in dietary
folate, choline, betaine and vitamins B6& 1 also
result in 



decreased DNA methylation in specific tissues. Thus,
manipulations of methionine cycle components and
adjusting the nutrient availability of methyl donors
represent possible in vitro approaches to demethylate
DNA and restore potential. To date, no prior attempts
to reprogram or alter the efficiency of reprogramming
by modifying components involved in single-carbon
metabolism, altering nutrient availability, and/or
altering GNMT have been reported. Current Methods for
Inducing Cell Reprogramming: Current methods for
inducing cell reprogramming in mammals depend
primarily upon SCNT, involving nuclear reprogramming
and to a lesser extent exposure to cell extracts,
fusion of cell types and removal of nuclear proteins.
None of these methods, however, overcome the primary
rate-limiting step of reducing DNA methylation levels
required for efficient reprogramming. Nuclear
Reprogramming Inefficient: Nuclear reprogramming is
dependent on chromatin state and specifically
demethylation of DNA, which is typically inefficient
or slow. As an example, SCNT cloning requires
efficient reprogramming of gene expression to silence
donor cell gene expression and activate an embryonic
pattern of gene expression. Recent observations
indicate that reprogramming may be initiated by early
events that occur soon after SCNT, but then continues
as development progresses through cleavage and
probably gastrulation. Because reprogramming is slow
and progressive, NT units have dramatically altered
characteristics as compared to fertilized embryos. The
methods described above for nuclear transfer are
generally known to the industry, and have been or are
being applied to applications for directing
differentiation of stem cells. However, nearly all of
the applications depend upon nuclear transfer
technologies. Geron (Menlo Park CA) has used embryonic
stem cells to produce nerve cells and heart muscle
cells and has made advances in manipulating stem cells
to produce other kinds of tissue. Infigen, Inc.
(DeForest, WI) also received several nuclear transfer
patents primarily directed to livestock cloning
applications.In other attempts to improve efficiency
of nuclear transfer, Dr. Rudolph Jaenisch of MIT,
Whitehead Institute uses cDNA microarrays to establish
the molecular criteria for nuclear reprogramming
specifically in nuclear transfer. Dr. Jaenisch' s
primary focus is on human disease such as cancer, and
reprogramming cancers, and designing strategies to
improve epigenetic reprogramming. His main efforts
have been focused on understanding the mechanisms that
establish DNA methylation and reprogramming the
methylated genome. Dr. Jaenisch is attempting to
develop a nuclear transfer-generated 



unit devoid of methylation by knocking out DNMTl in
donor cell lines and using the lines to produce NT
units [136]. Dr. Keith Latham of Temple University is
examining how inefficient reprogramming affects cloned
embryos. Dr. Latham's research focuses primarily on
physiologic data-examining changes in phenotypes after
cloning [137, 139]. Dr. Kevin Eggan, of Harvard
University is assessing how the developmental fate of
an adult cell can be restored (reprogrammed), using
nuclear transfer as a model, and made headlines in
2005 by fusing a human skin cell with an embryonic
stem cell to create a hybrid that looked and acted
like the stem cell, potentially laying a foundation
for creating tailor-made, genetically matched stem
cells for patients [138]. Among other methods under
investigation for production of stem cells or stemlike
cells are the practices of Uri Verlinsky, of the
Reproductive Genetics Institute {In Vitro
Fertilization Clinic, Chicago, IL). Verlinsky employs
a method that uses a cell fusion process for fusing
somatic cells with stem cells, on the theory that the
molecules of the somatic cells will direct the
differentiation of the stem cells into the same type
of cell as the somatic cell. Verlinsky has reportedly
produced 10 embryonic stem cell lines using his new
StemBrid (stem/hybrid) technique. No embryos are used.
SUMMARY OF THE INVENTION An object of the present
invention is directed to a process for restoring cell
differentiation potential by reducing global DNA
methylation of the cell. A further object of the
present invention is directed to the treatment of
cells and/or nuclear transfer (NT) units and/or stem
cells in culture to yield a globally
hypomethylatedgenome and restored potential of the
cell for differentiation (e.g., pluripotential,
multipotential, and/or totipotential), defined as the
cell's ability to differentiate into new cell types.
The present invention is directed to a method for
reprogramming a eukaryotic cell, the method
comprising, as step (a), decreasing
S-adenosylmethione-to-Sadenosylhomocysteine ratio
(SAM-to-SAH ratio) in the eukaryotic cell. The SAM-to-
SAH ratio can be decreased to 0.1 or less, preferably
0.5 or less, and most preferably 1.00 or less. Step
(a) can include contacting the cell with a siRNA
selected from the group consisting of SEQ. ID. NOS:
1-41. Further, step (a) can includes increasing
expression, activity, or both expression and activity
of glycine-N-methyl transferase within the eukaryotic
cell. Step (a) can also include contacting the cell
with an amount of a retinoic acid effective to
increase expression, activity, or both expression and
activity of glycine- 



N-methyl transferase within the cell. In addition, the
method includes, as step (b), reducing levels of
5-methylcytosine in DNA within the eukaryotic cell. It
is within the scope of the present invention to
perform steps (a) and (b) simultaneously. Step (b)
also includes specifically suppressing expression,
activity, or expression and activity of DNA
methyltransferases within the eukaryotic cell. Step
(b) can also comprise contacting the cell with a DNA
methyltransferase inhibitor. Further, step (b) can
comprise contacting the cell with a
suppression-effective amount of a small-interfering
ribonucleic acid (siRNA) dimensioned and configured to
suppress expression of DNA methyltransferases. The
present invention is also directed to a method for
reprogramming a eukaryotic cell, the method
comprising, as step (a), specifically suppressing
expression, activity, or expression and activity of
DNA methyltransferases within a eukaryotic cell; and
simultaneously, as step (b) increasing expression,
activity, or both expression and activity of
glycine-N-methyl transferase within the eukaryotic
cell. Step (a) can comprise contacting the cell with a
suppression-effective amount of a siRNA dimensioned
and configured to suppress expression of DNA
methyltransferases. Step (a) can also comprise
contacting the cell with a suppression-effective
amount of a siRNA dimensioned and configured to
suppress to reduce 5-methylated cytosines in DNA in
the cell by at least about 5%. Step (b) can comprise
contacting the cell with an amount of aretinoic acid
effective to increase expression, activity, or both
expression and activity of glycine-N-methyl
transferase within the cell. Step (b) can also
comprise contacting the cell with all-trans retinoic
acid. Further, step (b) can include contacting the
cell with a compound that binds a retinoic acid
receptor. In addition to steps (a) and (b), the method
can includes, as step (c), specifically suppressing
within the cell expression, activity, or expression
and activity of an enzyme selected from the group
consisting of 5, 10- methylenetetrahydrofolate
reductase and cystathione-beta-synthase. It is within
the scope of the present invention to contact the cell
with a siRNA selected from the group consisting of
SEQ. ID. NOS: 1-41. The present invention is further
directed to a method to change differentiation
potential in a eukaryotic cell, the method comprising
contacting the eukaryotic cell in vitro with an amount
of a siRNA, wherein the siRNA is dimensioned and
configured to suppress expression of DNA
methyltransferases specifically, provided that the
siRNA does not suppress expression of glycine-N-methyl
transferase, and wherein the amount is effective to
induce genome-wide DNA demethylation, wherein cellular
differentiation potential is increased. The eukaryotic
cells are selected from the group consisting of stem
cells, 



progenitor cells, somatic cells, and cells subjected
to somatic cell nuclear transfer (NT cells). This
methods comprises contacting the cell with a siRNA
that is dimensioned and configured to suppress
specifically the expression of a DNA methyltransferase
selected from the group consisting of DNA
methyltransferase 1 (Dnmt 1), DNA methyltransferase 3a
(Dnmt 3a), and DNA methyltransferase 3b (Dnmt 3b). The
method further comprises contacting the cell with an
amount of a compound effective to increase expression
of, activity of, or both expression of and activity
of, glycine-N-methyl transferase, such as retinoic
acid or all-trans retinoic acid. The cells can also be
contacted with a composition comprising, in
combination, the siRNA and all-trans retinoic acid.
The present invention is further directed to a method
to increase differentiation potential in a
differentiated cell, the method comprising contacting
a differentiated cell, in vitro, with a composition
comprising, in combination, as step (i) a
knockdown-effective amount of a small-interfering
ribonucleic acid (siRNA), wherein the siRNA is
dimensioned and configured to suppress expression of
DNA methyltransferasesspecifically; (ii) a
knockdown-effective amount of a siRNA dimensioned and
configured to suppress expression of an enzyme
selected from the group consisting of 5, 10-
methylenetetrahydrofolate reductase and
cystathione-beta-synthase; and (iii) a compound
effective to increase expression of, activity of, or
both expression of and activity of, glycine-N-methyl
transferase, wherein the cell is contacted with the
composition for a time effective to induce genome-wide
DNA demethylation within the cell, whereby cellular
differentiation potential is increased. The method
comprises contacting the cell with a composition
comprising a siRNA that is dimensioned and configured
to suppress specifically the expression of a DNA
methyltransferase selected from the group consisting
of DNA methyltransferase 1 (Dnmt 1), DNA
methyltransferase 3a (Dnmt 3a), and DNA
methyltransferase 3b (Dnmt 3b). The compound effective
to increase expression of, activity of, or both
expression of and activity of, glycine-N-methyl
transferase, is retinoic acid or all-trans retinoic
acid. The cells are contacted with a siRNA selected
from the group consisting of SEQ. ID. NOS: 1-41. The
present invention is further directed to a method for
determining developmental potential of a cell, the
method comprising determining SAM-to-SAH ratio in the
cell, wherein a SAM-to-SAH ratio of less than about
1.0 indicates increased developmental potential of the
cell. The method comprises measuring methylation of
cytosine residues present in the DNA of the cell,
wherein methylation less than about 10% indicates
increased developmental potential of the cell. 



The present invention further comprises a method for
controlling differentiation potential in a cell, the
method comprising, as step (a) maintaining SAM-to-SAH
ratio in the cell to less than about 1.0; and (b)
maintaining methylation of cytosine residues in DNA of
the cell to less than about 40%. The method of claim
34, comprising, as step (a) maintaining the SAM-to-SAH
ratio in the cell to less than about 0.5; and, as step
(b) maintaining the methylation of cytosine residues
in DNA of the cell to less than about 20%. The present
invention is further directed to a cell culture medium
for increasing differentiation potential in a
differentiated cell disposed within the culture
medium,, the culture medium comprising a base medium
sufficient to maintain viability of the cell,
incombination with a factor that reduces activity of
methyl donors present in the cell culture medium. The
factor is selected from the group consisting of
homocysteine and all-trans retinoic acid.
Alternatively, the factor is a suppression-effective
amount of a siRNA dimensioned and configured to
suppress expression of DNA methytransferases. The
present invention is also directed to a method for
identifying compounds that affect cell
differentiation, the method comprising, as step (a),
reducing percentage of cytosines in DNA of a cell that
are methylated by at least about 5%, wherein the cell
has a first phenotype prior to the reduction; and, as
step (b), reducing SAM-to-SAH ratio in the cell to
less than about 1.0; and, as step (c) contacting the
cell with a compound suspected of affecting cell
differentiation; and, as step (d) comparing the first
phenotype of the cell to phenotype of the cell after
step (c), wherein appearance after step (c) of a
phenotype different from the first phenotype indicates
that the compound has an affect on cell
differentiation. Step (a) can include reducing the
percentage of cytosines in the DNA of the cell that
are methylated by at least about 5%. Step (a) can also
include reducing the percentage of cytosines in the
DNA of the cell that are methylated by at least about
10%. The cell can include a reporter system to monitor
changes in transcription, which measures presence of
an enzyme activity selected from the group consisting
of luciferase activity, beta-lactamase activity, and
beta-galactosidase activity The present invention is
directed to a method of restoring cell differentiation
potential comprising: (a) reducing DNA methylation in
somatic cell nuclei, cells, and/or specific parts of
cells by reducing methyl donors in vitro; (b)
increasing expression of GNMT gene and/or enzyme
activity that result in decreased SAM:SAH ratio and
decreased levels of DNA methylation; 



(c) reducing SAM:SAH ratio by reducing expression
and/or activity of specific enzymes such as MTHFR
and/or cystathione-beta-synthase (Cbs); (d) reducing
the activity of DNA methyltransferases including Dnmts
1, 3a and/or 3b; (e) increasing homocysteine and/or
SAH levels in vitro, glucagons, or related factors to
lower the SAM:SAH ratio (reduced SAM:SAH will lower
methylation);(f) depleting glutathione levels to
decrease SAMrSAH ratio; (g) developing defined media
that incorporate one or more of the above factors to
reduce methylation (medias deficient in methyl donors,
medias with additional homocysteine, etc.); (h)
developing a new assay based on using a beta-lactamase
reporter gene and/or other viable reporter genes
(luciferase, beta glucosidase, or others) to identify
factors that induce transcription of the GNMT gene, or
that identify other factors or activities that
stimulate GNMT activity; and (i) developing a new
assay based on using a beta-lactamase reporter gene
and/or other viable reporter genes (luciferase, beta
glucosidase, or others) to identify factors that
reduce transcription of the DNA methytransferase
genes, or that identify other factors or activities
that reduce the activity of DNA methyltransferases.
The invention includes but is not limited to: (a) new
research tools including specialized media and cell
culture that enable in vitro production of
reprogrammed cells with restored differentiation
potential (totipotential, pluripotential,
multipotential) by demethylating the genome; (b) new
stem-like cells produced by these media and cultures,
that can be used for research or therapeutic
applications; (c) a new assay system for monitoring
GNMT expression using a beta lactamase reporter gene,
luciferase, beta galactosidase, and/or other relevant
reporter genes, to assess the impact of GNMT
expression or other activity on restoring
differentiation potential of the cell; (d) a new assay
system for monitoring DNA methyltransferase expression
using a beta lactamase reporter gene, luciferase, beta
galactosidase, and/or other relevant reporter genes,
to assess the impact of DNA methyltransferase
expression or other activity on restoring
differentiation potential of the cell; (e) improving
the efficiency of somatic cell nuclear transfer; and
(f) improving the derivation of embryonic stem cells
from SCNT reconstructed 



embryos (or units). The embodiments include:(a)
treating existing commercial or other media with ATRA,
which increases GNMT transcription and activity,
lowers the SAM:SAH ratio and decreases methylation
potential of cells and restores differentiation and/or
developmental potential; (b) modifying existing
commercial or other media to enable knock down of DNA
methyltransferases 1, 3a, and/or 3b using interfering
RNA technology resulting in reduced levels of DNA
methylation; (c) modifying existing commercial or
other media to enable knock down of MTHFR and/or Cbs
using interfering RNA technology, antisense, or other
knock down technologies resulting in decreased SAM:SAH
ratio and DNA methylation; (d) modifying existing
commercial or other media to increase the
transcription, protein expression and activity of GNMT
resulting in decreased SAM:SAH ratio and DNA
methylation; (e) modifying existing commercial or
other media to decrease SAM:SAH ratio by altering
levels of methyl donors and/or homocysteine and/or
SAH. Without wishing to be held to one explanation for
the rationale behind the present invention, it is
believed that methyl groups provided from the diet,
culture media, or the folate-dependent one-carbon pool
are essential for normal function. Methyl group
deficiency leads to down-regulation of
transmethylation reactions. Methyl groups supplied
from the diet (or culture media), in the form of
choline and methionine or from the folate-dependent
one-carbon pool, must be activated to SAM to serve as
substrates in numerous transmethylation reactions.
Because SAH is a product of transmethylation reactions
and a potent inhibitor of most SAM-dependent
methyltransferases, the ratio of SAM/SAH is an
important index of transmethylation potential.
Therefore, the intracellular supply of SAM is critical
for transmethylation, but the regulation of this ratio
is important as well. The cytosolic enzyme GNMT
functions to optimize transmethylation reactions by
regulating the SAM/SAH ratio. When methyl groups are
abundant and SAM levels elevated, GNMT disposes of the
excess methyl groups by forming the essentially
inactive metabolite sarcosine from glycine. SAM also
reduces the supply of methyl groups originating from
the one-carbon pool by inhibiting MTHFR, the enzyme
responsible forthe synthesis of 5-methyl-THF, the
folate coenzyme that donates its methyl group to
homocysteine to form methionine. Because 5-methyl-THF
also binds to GNMT and inhibits its activity, a
decrease in 5-methyl-THF levels due to inhibition of
MTHFR by 



SAM results in an increase in the activity of GNMT.
Conversely, under conditions of decreased methyl
groups and SAM, the inhibition of MTHFR is removed,
leading to an increase in 5-methyl-THF concentrations
and subsequent inhibition of GNMT. This ensures that
methyl groups are conserved for important
transmethylation reactions when methyl group
availability is compromised. Therefore, factors that
inappropriately activate GNMT may lead to the down
regulation of numerous methytransferases that are
important in the maintenance of an appropriate
methylation state. The present invention was driven by
the need to accelerate development of new, more
effective, efficient methods of cell reprogramming.
Such methods impact the discovery and development of
therapeutically valuable cells, including stem cells,
new research tools for accelerating stem cell and
other cell-based therapy research, propagation of
valuable or endangered animals, and production of high
value genetically engineered animals. The invention is
directed towards resolving problems with current
methods for dedifferentiating cells, and
redifferentiating them into new cells. Specifically,
current methods, primarily based on SCNT, are highly
inefficient, and produce unreliable results. The new
invention avoids the use of nuclear transfer, and its
associated limitations. SCNT units exhibit defects in
regulating DNA methylation, including deficiencies in
global demethylation, which contributes to inefficient
cell reprogramming. The present invention overcomes
this specific problem. The present invention also will
enable and improve the efficiency of SCNT for the
production of endangered animals, value added
livestock and derivation of ES cells by improving the
dedifferentiation (global demethylation) process
required after reconstruction. The invention also will
enable development of new cell-based therapeutics that
overcomes the critical problems of immune rejection
and limited source of material associated with the use
of embryonic stem cells. By enabling the use of a
patient's ownsomatic cells for dedifferentiation and
redifferentiation into new cell types, the invention
will provide an immuno-compatible source of cells,
from a wide variety of starting cell types. Moreover,
the field of stem cell research is highly limited at
the current time by inadequate cell cultures and media
for maintaining cells in dedifferentiated states, or
for directing cells to differentiate along specific
lineages. The pathways, proteins, and related
molecules associated with the new invention will
enable development of new 



cultures and media that overcome these limitations.
Similarly, the present invention will provide new
markers of differentiation and redifferentiation, and
the ability to produce new differentiated cell lines
that will speed drug discovery by providing and
enhancing new approaches for screening regenerative
medicine drug candidates. The field of cell-based
therapeutics is highly limited at the current time due
to limited sources of starting material and expensive
methods of isolation and expansion under GMP/GML
guidelines. For example, in the case of new cell
therapy applications involving transplantation of
islet cells to produce insulin in diabetic patients,
current methods required at least two cadaver donors
provide sufficient cells for just one patient. The
present invention is directed at overcoming these
shortcomings by significantly improving the amount of
starting material and desired product to be used.
Moreover, such cells carry an inherent risk of
inducing adverse immune rejection in the recipient.
The present invention is directed at overcoming this
problem by offering the opportunity to use a patient'
s own cells as the source of starting material. The
present invention is directed towards methods that can
accelerate the progress of reprogramming by regulating
DNA methylation. Methods aimed at altering the
expression and/or activity of DNA methyltransferases
could have significant effects increasing the
efficiency of reprogramming by altering the SAM:SAH
ratio. One approach is to alter the regulation of
methyl group metabolism by specifically altering the
expression of key enzymes using compounds such as
retinoic acid (RA) and retinoids. Administration of
ATRA and other retinoid compounds induces and
activates GNMT5 compromising SAM-dependent
transmethylation reactions, including the methylation
ofDNA, resulting in hypomethylation of genomic DNA.
Others have used methylation inhibitors, such as
5-azacytidine and 5-aza-2'-deoxycytidine to decrease
DNA methylation levels and provide antitumor effects
[82]. Another method is to overexpress a demethylase
in somatic cells in culture. To date, an active
demethylase has not been validated. The key advantages
of the present invention over prior methods include:
The invention does not involve the use of nuclear
transfer, thus avoids the high level of inefficiency
in nuclear reprogramming and actual cell development.
The invention does not rely upon the use of embryonic
stem cells as starting materials for cell
differentiation. Thus, it overcomes a critical
limiting barrier in availability of stalling material.



The invention can be used to improve embryonic and
adult stem cell culture systems to minimize
spontaneous differentiation. The invention does not
rely upon embryonic stem cells or other foreign
materials for development of new regenerative cell
therapies, and thus minimizes the potential for immune
rejection by the patient. The invention exploits
natural metabolic processes by a simple nutritional
approach, thus reducing the number of complicating
factors that could contribute to failure, such as the
cytotoxic affects induced by compounds such as
5'-azacytidine and azacitadine (also known as Aza C
and manufactured under the trademark VIDAZA by
Pharmion of Boulder, CO) or requiring a genetic
alteration such as overexpressing an active
demethylase using a transgene system. The invention
can be used to improve SCNT. The invention can be used
to more efficiently improve the derivation of ES cells
from SCNT-generated embryos (units). The objects and
advantages of the invention will appear more fully
from the following detailed description of the
preferred embodiment of the invention made in
conjunction with the accompanying drawings. BRIEF
DESCRIPTION OF THE DRAWINGSFIG. 1 is a graph depicting
relative levels of cytosine methylation in bovine
serial nuclear transfer donor somatic cells after
growth to confluence in growth media alone (CON)
growth media treated with DMSO (DMSO), and growth
media treated with all-trans retinoic acid (ATRA). See
Example 1. FIG. 2 is a graph illustrating the level of
GNMT gene expression (as measured by real time PCR) in
bovine serial nuclear transfer donor somatic cells
after growth to confluence in growth media alone
(CON), growth media treated with DMSO (DMSO), and
growth media treated with all-trans retinoic acid
(ATRA). See Example 1. FIGS. 3A and 3B are photographs
illustrating bovine cells treated as described in
Example 2. Fig. 3A shows cells after treatment with
ATRA. Fig. 3B shows cells after positive staining with
oil red-0 (a common stain for lipids) following ATRA
treatment. See Example 2. FIGS. 4A and 4B are
photographs showing murine 3T3 Ll cells treated with
ATRA followed by osteogenic induction media, as
described in Example 4. Fig. 4A depicts cells that
tested positive for osteoblast-like cells with
alkaline phosphatase 



staining. Fig. 4B depicts cells exhibiting calcium
phosphate mineralization with alizarin staining. FIG.
5 is a photograph of a gel illustrating gene
expression (by RT-PCR) for osteocalcin and cbfal,
osteoblast-specific markers, in murine 3T3 Ll cells
treated with ATRA followed by osteogenic induction
media. See Example 4. FIGS. 6A and 6B are photographs
of gels illustrating the knock down of the Dnmtl gene
by siRNA, as described in Example 5. Fig. 6A depicts
the specific knock down of Dnmtl using a Dnmtl siRNA.
Fig. 6B depicts the specific knock down of lamin using
a lamin siRNA. FIG. 6C is a photograph of a gel
showing that the knock down of Dnmtl as shown in Fig.
6A persisted through at least the two-cell stage. See
Example 5. FIGS. 7A and 7B are graphs illustrating the
effects of DNA methytransferase 3b siRNA transfection
on murine NIH3T3 somatic cell methylation, as
described in Example 5.1 . Fig. 7A depicts real time
PCR results showing a 79% decrease in Dnmt3bmRNA
levels as compared to controls. Fig. 7B depicts HPLC
results showing a 52% relative reduction in methylated
cytosine in the cells. ABBREVIATIONS AND DEFINITIONS
Unless otherwise described herein, the following
definitions and abbreviations will apply throughout
this disclosure: ATRA means all-trans retinoic acid.
Cbs means cystathione-beta-synthase. Cell
Reprogramming means the process by which a terminally
differentiated cell can be restored to a state where
it has the potential to differentiate into a new cell
type. Culture Medium or Growth Medium means a suitable
medium capable of supporting growth of cells.
Demethylating Culture Medium or Demethylating Growth
Medium means a suitable medium capable of supporting
growth of cells in a manner that induces demethylation
ofDNA. Differentiation means the process by which
cells become structurally and functionally specialized
during embryonic development. DMSO means dimethyl
sulfoxide. DNA means deoxyribonucleic acid. DNA
Methylation means the attachment of a methyl group (a
-CH3 group) to a cytosine (one of four nitrogenous
bases found in DNA) in a eukaryotic DNA. This is 



done routinely, as a way to protect self DNA from the
enzymes and chemicals produced to destroy foreign DNA,
and as a way to regulate transcription of genes in the
DNA. DNMT means DNA methyltransferase. Epigenetics
refers to the state of DNA with respect to heritable
changes in function without a change in the nucleotide
sequence. Epigenetic changes can be caused by
modification of the DNA, such as by methylation and
demethylation, without any change in the nucleotide
sequence of the DNA. FRET means fluorescence resonance
energy transfer. GAPDH means
glyceraldehyde-3-phosphate dehydrogenase.GNMT means
glycine-N-Methyltransferase. H3K4me means methylation
of histone H3 at Lys4. H3K9me2/3 means di/tri
methylation of specific lysine residues such as lysine
9 on histone H3. Histone means a class of protein
molecules found in chromosomes responsible for
compacting DNA enough so that it will fit within a
nucleus. Prokaryotes do not have histones. However,
the DNA of the genus Thermoplasma (a cell-wall-less
member of the domain Archaea) is surrounded by a
highly basic DNA-binding protein which strongly
resembles the eukaryotic histones. IBMX means
isobutylmethylxanthine. ICM means inner cell mass.
"Knock down" means to suppress the expression of a
gene in a gene-specific fashion. A cell that has one
or more genes "knocked down," is referred to as a
knock down organism or simply a "knock-down." MDS
means myelodysplastic syndrome. MTHFR means
5,10-methylenetetrahydrofolate reductase. Oocyte means
a developing female reproductive cell which divides by
meiosis into four haploid cells, forming one ovum that
can be fertilized by a sperm cell. Pluripotent means
capable of differentiating into cell types of the 3
germ layers or primary tissue types. RA means retinoic
acid. Reprogramming means removing epigenetic marks in
the nucleus, followed by establishment of a different
set of epigenetic marks. During development of
multicellular organisms, different cells and tissues
acquire different programs of gene expression. These
distinct gene expression patterns appear to be
substantially regulated by epigenetic 



modifications such as DNA methylation, histone
modifications and other chromatin binding proteins
[22, 23]. Thus each cell type within a multicellular
organism has a unique epigenetic signature which is
conventionally thought to become "fixed" and immutable
once the cells differentiate or exit the cell cycle.
However, some cellsundergo major epigenetic
"reprogramming" during normal development or certain
disease situations. RNA means ribonucleic acid. RT-PCR
means reverse transcribed polymerase chain reaction.
SAH means S-adenosylhomocysteine. SAM means
S-adenosylmethionine. SCNT means somatic cell nuclear
transfer. siRNA means small interfering RNA, also
known as short interfering RNA or silencing RNA.
Somatic cells mean any of the cells of an organism
that have differentiated into the tissues, organs,
etc. of the body (as opposed to germ cell- any of
various cells, especially an egg or sperm cell, from
which a new organism can develop). TE means
trophoectoderm. Totipotent means capable of developing
into a complete embryo or organ. TZD means
Thiazolidinedione. DETAILED DESCRIPTION OF THE
INVENTION The present invention involves inducing
demethylation of a patient's adult stem cells or fully
differentiated somatic cells in a manner that restores
differentiation potential and can be used as an
autologous source of therapeutic cells; or, using the
demethylated cells to improve the efficiency of SCNT
and to more efficiently generate patient-specific ES
cells to be used for therapeutic purposes. The present
invention is specifically directed to specialized cell
lines and a specialized cell culture. The methods for
achieving both are critical to the invention. In its
basic sense, the methods involve demethylation steps
that yield reprogrammed cell lines. The factors that
enable demethylation are included in the cell culture
medium, which is used to produce cells that can be
differentiated into new cell types. The present
invention is directed to cell culture medium to which
ATRA and/or siRNA can be added, or components adjusted
sufficiently, to reduce DNA methylation levels to such
an extent as to restore differentiation and/or
developmental potential eitherby inducing with
specific differentiation factors such as, but not
limited to cytokines, growth factors, transcription
factors and/or using the demethylated cells for SCNT. 



The invention is directed to in vitro production of
reprogrammed cells which have had differentiation
potential (totipotential, pluripotential,
multipotential) restored by demethylating the genome.
The embodiments include: (a) treating with ATRA,
siRNA, and/or similar or related molecules; (b)
knocking down DNA methyltransferases 1, 3a, and/or 3b
using interfering RNA technology, antisense, or other
mechanisms for inhibition; (c) knocking down MTHFR
and/or Cbs using interfering RNA technology; (d)
increasing the transcription, protein expression and
activity of GNMT; (e) increasing levels of
homocysteine in vitro; (f) increasing levels of SAH;
(g) decreasing levels of SAM; (h) decreasing levels of
methyl donors such as, but not limited to, folate,
methionine, choline, betaine, vitamins B6 and B12; (i)
using the cells to improve SCNT; and Q) using the
cells to more efficiently derive ES cells from SCNT
reconstructed units (embryos). Cells: For purposes of
the present invention, the term "cell" or "cells,"
unless specifically limited to the contrary, includes
any somatic cell, embryonic stem (ES) cell, adult stem
cell, nuclear transfer (NT) units, and stem-like
cells. A promising source of organs and tissues for
transplantation lies in the development of stem cell
technology. Theoretically, stem cells can undergo
self-renewing cell division to give rise to
phenotypically and genotypically identical daughters
for an indefinite time and ultimately can
differentiate into at least one final cell type. By
generating tissues or organs from a patient's own
cells, transplant tissues can be generated to provide
the advantages associated with xenotransplantation
without the associated risk of infection or tissue
rejection. Stem cells also provide promise for
improving the results of gene therapy. A patient's own
stem cells could be genetically altered in vitro, then
reintroduced in vivo toproduce a desired gene product.
These genetically altered stem cells would have the
potential to be induced to differentiate to form a
multitude of cell types for implantation at specific
sites in the body, or for systemic application.
Alternately, heterologous stem cells could be
genetically altered to express the recipient's major
histocompatibility complex (MHC) antigen, or no MHC,
to allow transplant of those cells from donor to
recipient without the associated risk of rejection. 



Stem cells are defined as cells that have extensive
and indefinite proliferation potential that
differentiate into several cell lineages, and that can
repopulate tissues upon transplantation. The
quintessential stem cell is the embryonal stem (ES)
cell, as it has unlimited self-renewal and pluripotent
differentiation potential. These cells are derived
from the inner cell mass of the blastocyst, or can be
derived from the primordial germ cells from a
post-implantation embryo (embryonal germ cells or EG
cells). ES and EG cells have been derived from mouse,
and more recently also from non-human primates and
humans. When introduced into mouse blastocysts or
blastocysts of other animals, ES cells can contribute
to all tissues of the mouse (animal). When
transplanted in post-natal animals, ES and EG cells
generate teratoma, which again demonstrates their
pluripotency. ES and EG cells can be identified by
positive staining with the antibodies SSEAl and SSEA4.
At the molecular level, ES and EG cells express a
number of transcription factors highly specific for
these undifferentiated cells. These include Oct-4 and
Rex-1. Also found are the LIF-R and the transcription
factors Sox-2 and Rox-1, even though the latter two
are also expressed in non-ES cells. Oct-4 is a
transcription factor expressed in the pregastrulation
embryo, early cleavage stage embryo, cells of the
inner cell mass of the blastocyst, and in embryonic
carcinoma (EC) cells. Oct-4 is down-regulated when
cells are induced to differentiate in vitro and in the
adult animal oct-4 is only found in germ cells.
Several studies have shown that Oct-4 is required for
maintaining the undifferentiated phenotype of ES
cells, and plays a major role in determining early
steps in embryogenesis and differentiation. Oct-4, in
combination with Rox-1, causes transcriptional
activation of the Zn-finger protein Rex-1, and is also
required for maintaining ES in an undifferentiated
state. Likewise, Sox-2 is needed together with Oct4 to
retain the undifferentiated state of ES/EC cells and
to maintain murine (but not human) ES cells. Human or
murine primordial germ cells require presence of LIF.
Another hallmark of ES cells is presence of
telomerase, which provides these cells with an
unlimited self-renewal potential in vitro. Stem cells
have been identified in several organ tissues. The
best characterized is the hematopoietic stem cell.
This is a mesoderm-derived cell that has been purified
based on cell surface markers and functional
characteristics. The hematopoietic stem cell, isolated
from bone marrow, blood, cord blood, fetal liver and
yolk sac, is the progenitor cell that reinitiates
hematopoiesis for the life of a recipient and
generates multiple hematopoietic lineages [93-100].
When transplanted into lethally irradiated animals or 



humans, hematopoietic stem cells can repopulate the
erythroid, neutrophil-macrophage, megakaryocyte and
lymphoid hemopoietic cell pool. In vitro, hemopoietic
stem cells can be induced to undergo at least some
self-renewing cell divisions and can be induced to
differentiate into the same lineages as is seen in
vivo. Therefore, this cell fulfills the criteria of a
stem cell. Stem cells which differentiate only to form
cells of hematopoietic lineage, however, are unable to
provide a source of cells for repair of other damaged
tissues, for example, heart or lung tissue damaged by
high-dose chemotherapeutic agents. A second stem cell
that has been studied extensively is the neural stem
cell [101- 103]. Neural stem cells were initially
identified in the subventricular zone and the
olfactory bulb of fetal brain. Until recently, it was
believed that the adult brain no longer contained
cells with stem cell potential. However, several
studies in rodents, and more recently also non-human
primates and humans, have shown that stem cells
continue to be present in adult brain. These stem
cells can proliferate in vivo and continuously
regenerate at least some neuronal cells in vivo. When
cultured ex vivo, neural stem cells can be induced to
proliferate, as well as to differentiate into
different types of neurons and glial cells. When
transplanted into the brain, neural stem cells can
engraft and generate neural cells and glial cells.
Therefore, this cell too fulfills the definition of a
stem cell. A third tissue specific cell that has been
named a stem cell is the mesenchymal stem cell (MSC),
initially described by Fridenshtein [104]. Mesenchymal
stem cells,originally derived from the embryonal
mesoderm and isolated from adult bone marrow, can
differentiate to form muscle, bone, cartilage, fat,
marrow stroma, and tendon. During embryogenesis, the
mesoderm develops into limb-bud mesoderm, tissue that
generates bone, cartilage, fat, skeletal muscle and
possibly endothelium. Mesoderm also differentiates to
visceral mesoderm, which can give rise to cardiac
muscle, smooth muscle, or blood islands consisting of
endothelium and hematopoietic progenitor cells.
Primitive mesodermal or mesenchymal stem cells,
therefore, could provide a source for a number of cell
and tissue types. A number of mesenchymal stem cells
have been isolated [105-1 17]. Of the many mesenchymal
stem cells that have been described, all have
demonstrated limited differentiation to form only
those differentiated cells generally considered to be
of mesenchymal origin. To date, the most multipotent
mesenchymal stem cell reported is the cell isolated by
Pittenger, et al [118], which expresses the SH2.sup.+
SH4.sup.+ CD29.sur.+ CD44.sup.+ CD71.sup.+ CD90.sup.+
CD106.sur.+ CD120a.sup.+ CD124.sup.+ CD14.sup.-
CD34.sup.- CD45.sup.- phenotype. This cell is 



capable of differentiating to form a number of cell
types of mesenchymal origin, but is apparently limited
in differentiation potential to cells of the
mesenchymal lineage, as the team who isolated it noted
that hematopoietic cells were never identified in the
expanded cultures. Other stem cells have been
identified, including gastrointestinal stem cells,
epidermal stem cells, and hepatic stem cells, also
termed oval cells [119-121]. Most of these are less
well characterized. Compared with ES cells, tissue
specific stem cells have less self-renewal ability
and, although they differentiate into multiple
lineages, they are not pluripotent. No studies have
addressed whether tissue specific cells express
markers described above of ES cells. In addition, the
degree of telomerase activity in tissue specific stem
cells has not been fully explored, in part because
large numbers of highly enriched populations of these
cells are difficult to obtain. Until recently, it was
thought that organ specific stem cells could only
differentiate into cells of the same tissue. A number
of recent publications have suggested that adult organ
specific stem cells may be capable of differentiating
into cells ofdifferent tissues. A number of studies
have shown that cells transplanted at the time of a
bone marrow transplant can differentiate into skeletal
muscle [122-123]. This could be considered within the
realm of possible differentiation potential of
mesenchymal cells that are present in marrow. Jackson
published that muscle satellite cells can
differentiate into hemopoietic cells, again a switch
in phenotype within the splanchnic mesoderm [124].
Other studies have shown that stem cells from one
embryonal layer (for instance splanchnic mesoderm) can
differentiate into tissues thought to be derived
during embryogenesis from a different embryonal layer.
For instance, endothelial cells or their precursors
detected in humans or animals that underwent marrow
transplantation are at least in part derived from the
marrow donor [125-126]. Thus, visceral mesoderm and
not splanchnic mesoderm, such as MSC, derived progeny
are transferred with the infused marrow. Even more
surprising are the reports demonstrating both in
rodents and humans that hepatic epithelial cells and
biliary duct epithelial cells are derived from the
donor marrow [127-129]. Likewise, three groups have
shown that neural stem cells can differentiate into
hemopoietic cells. Finally, Clarke et al. reported
that neural stem cells injected into blastocysts can
contribute to all tissues of the chimeric mouse [130].
Transplantation of tissues and organs generated from
heterologous embryonic stem cells requires either that
the cells be further genetically modified to inhibit 



expression of certain cell surface markers, or that
the use of chemotherapeutic immune suppressors
continue in order to protect against transplant
rejection. Thus, although embryonic stem cell research
provides a promising alternative solution to the
problem of a limited supply of organs for
transplantation, the problems and risks associated
with the need for immunosuppression to sustain
transplantation of heterologous cells or tissue would
remain. An estimated 20 immunologically different
lines of embryonic stem cells would need to be
established in order to provide immunocompatible cells
for therapies directed to the majority of the
population [132]. Using cells from the developed
individual, rather than an embryo, as a source of
autologous or allogeneic stem cells would overcome the
problem of tissue incompatibility associated with the
use of transplanted embryonic stem cells, as well as
solve the ethical dilemma associated with embryonic
stem cell research. The greatestdisadvantage
associated with the use of autologous stem cells for
tissue transplant thus far lies in their limited
differentiation potential. A number of stem cells have
been isolated from fully-developed organisms,
particularly humans, but these cells, although
reported to be multipotent, have demonstrated limited
potential to differentiate into multiple cell types.
Even though stem cells with multiple differentiation
potential have been isolated previously by others, a
demethylated cell with the potential to differentiate
into a wide variety of cell types of different
lineages, including fibroblasts, osteoblasts,
chondrocytes, adipocytes, skeletal muscle,
endothelium, stroma, smooth muscle, cardiac muscle,
nueral cells and hemopoietic cells, has not been
described. If cell and tissue transplant and gene
therapy are to provide the therapeutic advances
expected, a demethylated cell with restored or
expanded differentiation and/or developmental
potential is needed, either as a source for patient
specific therapeutic cells, or as a more efficient
donor cell for SCNT, or as an object for screening of
differentiation factors or compounds that might be
used to assist in inducing differentiation along
specific lineages. Cell Culture Media: The present
invention utilizes cell culture media, growth factors,
and methods for inducing DNA demethylation of cells
and growing and maintaining cultures of demethylated
cells. The media provides for the growth and
maintenance of cells and can be used to screen for
additional factors and useful combinations of factors.
The ability to grow cells in a substantially
undifferentiated state using the cell culture media,
growth factors, and methods provided herein provides
important benefits including the ability to produce
cell lines having multiple genetic 



modifications (as in the application of gene therapy)
with important therapeutic applications. The cell
culture media may include a growth medium that is
effective to support the growth of demethylated cells;
a nutrient serum effective to support the growth of
demethylated cells; non-essential and essential amino
acids, and a pyruvate salt. Optionally, the cell
culture media may also include a reducing agent.
Another non-limiting example of a suitable culture
medium useful in practicing the present invention
includes a variety of growth media prepared with a
base ofDulbecco's minimal essential media (DMEM). The
DMEM can be supplemented with a variety of supplements
including fetal calf serum, glutamine and/or sodium
pyruvate. Preferably the DMEM includes 15% fetal calf
serum, 2 rnM glutamine and 1mM sodium pyruvate.
Another example of a suitable culture medium is
glucose- and phosphate-free modified human tubal fluid
media (HTF) supplemented with 15% fetal calf serum,
0.2 mM glutamine, 0.5 mM taurine, and 0.01 mM each of
the following amino acids: asparagine, glycine,
glutamic acid, cysteine, lysine, proline, serine,
histidine, and aspartic acid. Growth Factor: The
growth medium can include any serum or serum-based
solution that supplies nutrients effective to maintain
the growth and viability of demethylated cells.
Examples of such serum include, without limitation,
fetal bovine serum (FBS) and fetal calf serum (FCS).
For example, the FBS may be provided in a
concentration of between about 1% and about 25%. In
particular, the FBS may be provided in a concentration
of between about 2.5% and about 20%. In one
embodiment, demethylated cells are grown in 10% FBS. A
growth factor may also be provided to assist in the
derivation and maintenance of cultures of demethylated
cells in a substantially undifferentiated state. The
identities and effective concentrations of such growth
factors can be determined using the methods as
described herein or using techniques known to those of
skill in the art of culturing cells. For example, one
or more of the following factors can be used at the
stated final concentration: forskolin ([3R-(3a, 4ab,
5B, 6B, 6a a., 10a., 10a b, 10a)]-5-(acetyloxy)-
3-ethenyldodecahydro-6, 10, lOb-trihydroxy-3, 4a, 7,
7, lOa-pentamethyl-lHnaphtho[ 2,l-b]pyran-l-one) at 10
mM, cholera toxin at 10 mM, isobutylmethylxanthine
(IBMX) at 0.1mM, dibutyrladenosine cyclic
monophosphate (dbcAMP) at 1mM. In another embodiment,
the growth factor is basic fibroblast growth factor
(bFGF), more 



specifically, human recombinant basic fibroblast
growth factor (bFGF), in the range of about 1-10
ng/ml. Another factor is growth media harvested from
cultures of human embryonal carcinoma (EC) cells. In a
particular example, human NTERA-2 EC cells
(ATCCaccession number CRL 1973) are grown to
confluence in DMEM supplemented with 10% fetal calf
serum or mouse ES cells are grown to confluence in
DMEM supplemented with 15% fetal calf serum, 2 mM
glutamine, 1000 U/ml LIF. Growth media is harvested
daily over several days, passed through a 0.22 micron
filter and frozen at -80C. This human EC or mouse ES
"conditioned" media is added to the demethylated
growth media in empirically determined amounts, as
judged by the effect on demethylated cell growth and
viability. In another embodiment the growth media
includes ligands for receptors that activate the
signal transduction gpl30, either by binding to a
receptor that associates with gp 130 or by binding
directly to and activating gp 130. For example, human
recombinant leukemia inhibitory factor (LIF) at about
1000 U/ml to 2000 U/ml or oncostatin-M at 10 U/ml, can
be used. Tissue Culture Antibiotics: Typically,
embryonal germ (EG) medium also contains commonly used
tissue culture antibiotics, such as penicillin and
streptomycin. An effective amount of factors are then
added daily to either of these base solutions to
prepare human EG growth media of the instant
invention. The term "effective amount" means the
amount of such described factor as to permit a
beneficial effect on human EG growth and viability of
human EG cells using judgment common to those of skill
in the art of cell culturing and by the teachings
supplied herein. Typically, the demethylating culture
medium also contains commonly used tissue culture
antibiotics, such as penicillin and streptomycin. An
effective amount of these factors are then added daily
to either of these base solutions to prepare
demethylating growth media of the instant invention.
The term "effective amount" as used herein is the
amount of such described factor as to permit a
beneficial effect on demethylation and viability of
cells using judgment common to those of skill in the
art of cell culturing and by the teachings supplied
herein. Ranges: Table 1 provides ranges for the
ingredients useful in the cell culture medium of the
present invention.Table 1 Medium Most preferable
Preferable Acceptable Working pH range 7.0 - 7.4 7.0 -
7.4 7.0 - 7.4 



Component nig/L mg/L mg/L CaCl (anhyd.) 200.00 50-350
1-500 Fe(NO3)3-9H2O 0.10 0.01-0.2 0.001-1.0 KCl 400.00
100-600 1-1000 MgSO4 (anhyd.) 97.67 10-250 1-500 NaCl
6400.00 5000-8000 1000-10000 NaHCO 3 3700.00 2000-6000
500-10000 NaH2PO4-H2O 125.00 50-250 1-500 D-Glucose
1000.00 1000-5000 1-10000 Phenol Red 15.00 15.00 15.00
Sodium Pyruvate 110.00 10-200- 1-1000 L-Arginine-HCl
84.00 50-150 10-500 L-Glutamine 584.00 300-600 100-900
Glycine 30.00 10-60 1-100 L-Histadine-HCl-H 2O 42.00
10-100 1-1000 L-Isoleucine 105.00 10-250 1-500
L-Leucine 105.00 10-250 1-500 L-Lysine-HCl 146.00
10-250 1-500 L-Methionine 30.00 10-100 1-500
L-Phenylalanine 66.00 10-100 1-500 L-Serine 42.00
10-100 1-500 L-Threonine 95.00 50-250
1-500L-Tryptophan 16.00 5-50 1-100 L-Tyrosine-2Na-2H
2O 104.00 10-500 1-900 L-Valine 94.00 50-150 10-500
D-Ca pantothenate 4.00 1-10 0.1-50 Chlorine Chloride
4.00 1-10 0.1-50 Folic Acid 4.00 1-10 0.1-50
i-Inositol 7.20 1-10 0.1-50 Niacinamide 4.00 1-10
0.1-50 Pyridoxal-HCl 4.00 1-10 0.1-50 Riboflavin 0.40
1-10 0.1-50 Thiamine-HCl 4.00 1-10 0.1-50 An example
of a cell culture medium which can be used in the
present invention 



is alpha-MEM (Chemicon International, Temecula CA) as
described in the following Table 2: Table 2OUTSOURCED
SERVICE LEVEL AGREEMENT PROVISIONING MANAGEMENT SYSTEM
AND METHOD CROSS-REFERENCE TO RELATED APPLICATIONS
[001] This patent application claims priority from and
incorporates by reference U.S. Provisional Patent
Application No. 60/704,352, filed on August 1, 2005.
This patent application incorporates by reference the
following patent applications: U.S. Patent Application
No. 10/262487, filed September 30, 2002
(67737-532USPT); U.S. Patent Application No.
10/412096, filed April 10, 2003 (67737-532USP1); U.S.
Patent Application No. 10/797556, filed March 10, 2004
(67737-532USP2); U.S. Patent Application No.
10/141801, filed May 9, 2002 (67737-542USPT); U.S.
Patent Application No. 10/128751, filed April 24, 2002
(67737-543USPT); and U.S. Patent Application No.
11/071831, filed March 2, 2005 (67737-1002USPT).
BACKGROUND Technical Field [002] The present invention
relates to a system and method for facilitating
procurement, logistical planning, human-capital
deployment, service-provision requisitioning,
service-provision deliverable tracking,
financial-transaction data processing, and
decision-support analytics pertinent to outsourcing of
service-levelagreement (SLA) deliverables or other
third-party customer services/equipment requirements.
History of Related Art [003] Many business entities
engage in business endeavors that center upon
provision of services or goods to a downstream client
base. The business entities that provide the services
or goods to a downstream client are referred to as
primary SLA providers, while the downstream clients to
which the goods or services is provided is referred to
as SLA clients. In some instances, the services/goods
provision is logistically administered through a
general maintenance or warranty agreement. In other
instances, the nature of infrastructure supported by
the primary SLA provider is of a critical nature and
cannot be supported by general maintenance or warranty
agreements because extended downtimes would be too
costly for the SLA client, for example, such as, could
be the case with a failed computer system,
telecommunications network, or manufacturing
production line. For these critical support needs, it
is commonplace for the primary SLAprovider and the SLA
client to govern the terms of services support through
a service level 



agreement (SLA). [004] In the past, SLA provisioning
has typically been performed in-house by the primary
SLA provider providing the services or goods, which
model enabled the primary SLA provider to control all
SLA business functionality. The SLA business functions
may include, for example, logistics, contract
management, procurement, humanresource deployment,
deliverable management, and financial data processing.
The modern business environment has experienced a
dramatic shift to outsourcing many of the SLA business
functions to suppliers that purport to provide
provisioning services as a core competency. The
suppliers are typically referred to as secondary SLA
providers. Although this business model has enabled
some business entities to increase service bandwidth,
revenues, and profits, introduction of additional
provisioning layers has oftentimes resulted in a loss
of control, and more often than not profits, for the
primary SLA provider. [005] Although existing efforts
have addressed, in minimal fashion, some of the SLA
business functions, most approaches have been from an
internally-managed vantage point. Therefore, prior
solution development has not addressed significant
transactional, logistical, data processing, and
administrative challenges encountered when outsourcing
of the SLA provisioning is considered. There is
therefore a need for a system and method by which a
primary SLA provider can exercise greater control over
SLA business functions while utilizing qualified
secondary SLA providers to deliver SLA provisioning
services to the SLA clients. SUMMARY OF THE INVENTION
[006] An outsourced service-level-agreement (SLA)
deliverable management method includes configuring SLA
client and secondary SLA provider master data,
procuring a secondary SLA provider provision services
network, administering a secondary SLA provider human
resource network, processing an SLA client
provisioning requirement, processing an SLA
provisioning service voucher, and processing payment
of an SLA provisioning work order. [007] A method of
configuring service level agreement (SLA) client and
secondary SLA provider master data includes
configuring an SLA provision logisticscontrol library,
configuring SLA client master data records,
configuring SLA client purchase order records, and
onboarding a secondary SLA provider network. [008] A
method of procuring a secondary
service-level-agreement (SLA) provider provision
services network includes generating an RFx bid from
at least one SLA 



client provisioning detail record, posting the RFx bid
to a pre-established list of secondary SLA providers,
enabling secondary SLA providers to generate an RFx
bid response responsive to receiving the RFx bid,
processing at least one secondary SLA providers RFx
bid response, processing at least one secondary SLA
provider purchase requisition responsive to RFx bid
response acceptance, and processing at least one
secondary SLA provider purchase order responsive to
receiving a completed purchase requisition. [009] A
method of administering a secondary
service-level-agreement (SLA) provider human resource
network includes selecting at least one human resource
submittal affiliated with a secondary SLA provider
purchase order, onboarding the at least one human
resource provisioning personnel, processing default
work availability calendar information settings for
the at least one human resource provisioning
personnel, enabling non-default human resource
provisioning availability calendar administration, and
processing non-default work availability calendar
information settings. [0010] A method of processing a
service-level-agreement (SLA) client provisioning
requirement includes processing an SLA client service
provision request, processing a service provision
dispatch request, processing a provisioning human
resource dispatch notification record, and processing
the received provisioning human resource dispatch
notification record. [0011] A method of processing a
service-level agreement (SLA) provisioning work
voucher includes creating and storing an SLA
provisioning service voucher responsive to input by a
provisioning human resource, processing the stored SLA
provisioning service voucher by an applicable
secondary SLA provider user, processing the approved
secondary SLA provider provisioning service voucher
responsive to input by an applicable primary SLA
provider user, and processing the approved primary SLA
provider provisioning service voucher responsive to
input by an applicable SLA client user. [0012] A
method of processing payment of a service-level
agreement (SLA) provisioning work order includes
extracting SLA client approved provisioning
workvouchers, generating billing invoice files,
processing SLA client billing invoice files,
processing payment from a SLA client, and issuing
payment to a secondary SLA provider. [0013] The above
summary of the invention is not intended to represent
each embodiment or every aspect of the present
invention. BRIEF DESCRIPTION OF THE DRAWINGS AND
TABLES [0014] A more complete understanding of the
method and apparatus of the 



present invention may be obtained by reference to the
following Detailed Description when taken in
conjunction with the accompanying Drawings and Tables,
wherein: [001 5] FIG. 1 is a high-level view of a
physical communications/data network; [0016] FIGS.
2A-B represent a high-level view of a system and
method for managing outsourced service level agreement
(SLA) and non-SLA deliverables; [0017] FIG. 3 is an
illustrative web home page for a primary SLA provider
user; [001 8] FIG. 4 is a flow diagram that
illustrates high-level functionality of an SLA client
master data function; [0019] FIG. 5 is a flow diagram
that illustrates a process for creation and library
storage of an SLA provision labor profile; [0020] FIG.
6 is a flow diagram that illustrates a process for
creation and library storage of SLA provision
material; [0021] FIG. 7 is a flow diagram that
illustrates creation and storage processes pertinent
to SLA provision records; [0022] FIG. 8 is a flow
diagram that illustrates creation and storage
processes pertinent to SLA client purchase orders;
[0023] FIG. 9 is a diagram that illustrates a database
schema that supports a master data function; [0024]
FIG. 10 is a flow diagram that illustrates a process
of secondary SLA provider system enablement; [0025]
FIG. 11 is a sample output report detailing SLA
provision detail records not associated with at least
one secondary SLA provider purchase order; [0026]
FIGS. 12A-B are flow diagrams that illustrate
high-level processes applicable to procurement of
outsourced secondary SLA services provision; [0027]
FIG. 13 is a database schema that supports a
procurement function;[0028] FIGS. 14A-B are flow
diagrams that illustrate high-level processes
applicable to human resource service provision
management; [0029] FIG. 15 is a flow diagram that
illustrates a process of human resource calendar
configuration; [0030] FIG. 16 illustrates a database
schema that supports a human resource service
provision management function; [003 1] FIG. 17A is a
flow diagram illustrating a process flow applicable to
the logistical provision and administrative function;
[0032] FIG. 17B depicts an interface embedded with
active controls for use in 



connection with the process flow of FIG. 17A; [0033]
FIG. 17C is depicts an interface embedded with active
controls for use in connection with the process flow
of FIG. 17A; [0034] FIG. 18 illustrates a database
schema that supports the logistical provision and
administrative function; [0035] FIGS. 19A-19B
illustrate processes applicable to SLA provision work
acknowledgement and quality assurance; [0036] FIG. 20
illustrates a database schema that supports SLA
provision work acknowledgement and quality assurance;
[0037] FIG. 2 1 is a flow diagram that illustrates
processes applicable to a billpay function; [0038]
FIG. 22 illustrates a database schema that supports
the bill-pay function; [0039] FIG. 23 is a macro-level
view of an information management and decision support
function; [0040] Table 1 is an illustrative storage
table housing the identity of and general business
data for an Primary SLA provider; [0041] Table 2 is an
illustrative storage table housing the identity of and
general information for users associated with an SLA
primary provider; [0042] Table 3 is an illustrative
storage table housing the identities of various SLA
provision types; [0043] Table 4 is an illustrative
storage table housing the identities of various SLA
provision labor types; [0044] Table 5 is an
illustrative storage table housing the identities of
various SLA provision response time measurements;
[0045] Table 6 is an illustrative storage table
housing the identities and properties of SLA
materials; [0046] Table 7 is an illustrative storage
table housing the mapping relationship between SLA
materials and locations; [0047] Table 8 is an
illustrative storage table housing the identities and
properties of physical site locations; [0048] Table 9
is an illustrative storage table housing the
identities of physical site location types as stored
in Table 8; [0049] Tables 10-13 are illustrative
hierarchical/relational storage tables housing the
identities and relationships of geographical locations
stored within the system; 



[0050] Tables 14-22 are illustrative
hierarchical/relational storage tables that house the
source labor skill/attribute profiling data within the
system; [005 1] Tables 23-25 are illustrative storage
tables housing the identity of SLA provision labor
profiles and related skills/attributes as created by
primary SLA provider; [0052] Table 26 is an
illustrative storage table housing the mapping
relationship and proficiency requirements between SLA
provision labor profiles and SLA material master
records; [0053] Table 27 is an illustrative storage
table housing the general business information
relative to SLA clients; [0054] Table 28 is an
illustrative storage table housing the pertinent
details relative to SLA client contracts; [0055] Table
29 is an illustrative storage table housing the
pertinent details relative to SLA client users; [0056]
Table 30 is an illustrative storage table housing the
pertinent details relative to SLA client service
provision records; [0057] Table 31 is an illustrative
storage table housing the pertinent details relative
to SLA client service provision material records and
the mapping relationship to a related service
provision Record stored in Table 30; [0058] Table 32
is an illustrative storage table housing the mapping
relationship between an SLA client service provision
record and system stored SLA provision labor profile;
[0059] Table 33 is an illustrative storage table
housing the mapping relationship between SLA provision
detail records and physical locations;[0060] Tables
34-36 are illustrative storage tables housing details
pertinent to purchase orders between a primary SLA
provider and an SLA client; [0061] Tables 37-38 are
illustrative storage tables housing details pertinent
to primary SLA provider RFx bids; [0062] Table 39 is
an illustrative storage table housing the mapping
relationship between SLA client provision detail
records and primary SLA provider RFx bids; [0063]
Table 40 is an illustrative storage table housing the
identity and general business information applicable
to secondary SLA providers; [0064] Table 4 1 is an
illustrative storage table housing the identity and
general information applicable to secondary SLA
provider users; [0065] Tables 42-46 are illustrative
storage tables housing the identities of SLA 



labor provision profile business families provided by
secondary SLA providers and the geographical coverage
area applicable to same; [0066] Table 47 is an
illustrative storage table housing the details
pertinent to RFx bids posted to secondary SLA
providers; [0067] Tables 48-49 are illustrative
storage tables housing the details applicable to
secondary SLA provider RFx bid responses; [0068] Table
50 is an illustrative storage table housing the
details pertinent to human resource provision
candidates submitted by secondary SLA providers in the
course of the RFx bid response process; [0069] Tables
51-52 are illustrative storage tables housing the
details applicable to purchase orders between primary
SLA providers and secondary SLA providers; [0070]
Table 53 is an illustrative storage table housing the
identity and details applicable to service provision
labor resources; [0071] Table 54 is an illustrative
storage table housing the assignment details
applicable to individual service provision labor
resources; [0072] Tables 55-57 are illustrative
storage tables housing information relative to service
provision labor resources' calendar/time availability;
[0073] Tables 58-63 are illustrative storage tables
housing base source data used by a calendar system;
[0074] Tables 64-66 are illustrative storage tables
housing the identity of and details applicable to an
SLA provision service request;[0075] Table 67 is an
illustrative storage table housing the status codes
that can be used in conjunction with an SLA provision
service request; [0076] Table 68 is an illustrative
master storage table housing the identity and base
details pertinent to a provision dispatch request;
[0077] Table 69 is an illustrative storage table that
houses details pertinent to SLA resource availability
in conjunction with an SLA provision service request;
[0078] Table 70 is an illustrative storage table that
houses the SLA resource preference options available
to a primary SLA provider user during the process, the
value being stored in Table 68; [0079] Table 7 1 is an
illustrative storage table that houses the potential
status codes applicable to an SLA provision service
request during its life cycle, the value being stored
in Table 68; [0080] Table 72 is an illustrative
storage table that houses the specific details 



pertinent to the provision dispatch request; [0081]
Table 73 is an illustrative master storage table
housing the identity and base details pertinent to an
SLA provision voucher; [0082] Table 74 is an
illustrative storage table housing the service details
applicable to an SLA provision voucher; [0083] Table
75 is an illustrative storage table housing the
material details applicable to an SLA provision
voucher; [0084] Table 76 is an illustrative storage
table housing the potential provision outcome result
disposition types applicable to an SLA provision
voucher line item; [0085] Table 77 is an illustrative
storage table housing the potential status codes
applicable to an SLA provision voucher through out its
life cycle; [0086] Table 78 is an illustrative storage
table housing the potential quality performance
disposition codes applicable to an SLA provision
voucher line item; [0087] Table 79 is an illustrative
storage table housing the potential administrative
performance disposition codes applicable to an SLA
provision voucher line item; [0088] Table 80 is an
illustrative storage table housing the identity of
primary declination codes utilized by an SLA client
while reviewing an SLA provision voucher; [0089] Table
81 is an illustrative storage table housing details
pertinent to declined SLA provision vouchers;[0090]
Table 82 is an illustrative storage table housing the
identity and base information pertinent to the
approved SLA voucher extract batch file; [0091] Table
83 is an illustrative storage table housing the
identity and base information pertinent to the
specific records associated with an approved SLA
voucher extract batch file; [0092] Table 84 is an
illustrative storage table housing the identity and
base information pertinent to the SLA client
invoice-billing file; [0093] Table 85 is an
illustrative storage table housing the identity and
information pertinent to the specific records
associated with an SLA client invoice-billing file;
[0094] Table 86 is an illustrative storage table
housing the identity and base information pertinent to
the secondary SLA provider invoice-billing file; and
[0095] Table 87 is an illustrative storage table
housing the identity and information pertinent to the
specific records associated with a secondary SLA
provider 



invoice-billing file.; [0096] Table 88 is an
illustrative storage table housing the identities of
various "SLA client provision coverage periods; [0097]
Table 89 is an illustrative storage table housing the
identities of miscellaneous SLA provision expense
types that could be encumbered by a labor resource in
the course of providing services to a SLA client;
[0098] Table 90 is an illustrative storage table
housing the values of secondary SLA provider bid
response billing rates applicable to specific SLA
client provision coverage periods; and [0099] Table 9
1 is an illustrative storage table housing the values
of secondary SLA provider bid response billing rates
applicable to specific SLA provision expense types.
[001 00] Those having skill in the art will appreciate
that the illustrative table entries shown in Tables
1-91 are not an exhaustive list of potential data
values. Addition of other data values is a simple
database modification that can easily be achieved by
one of ordinary skill.DETAILED DESCRIPTION OF
ILLUSTRATIVE EMBODIMENT(S) OF THE INVENTION [00101]
Various embodiments of the invention provide a
comprehensive, webenabled computer system and method
for enabling and managing primary business functions
applicable to outsourced service level agreement (SLA)
provisioning among primary SLA providers, secondary
SLA providers, and SLA clients. The primary business
functions include contract management, procurement,
human resource deployment, SLA logistics, SLA
deliverable management, financial data processing,
inter-enterprise system collaboration, and
reporting/information management. For purposes of this
patent application, the term businessfunction refers
to any one of a plurality of core business endeavors
present in a best practices SLA management system,
including a master data function, a procurement
function, a human resource service provision
management function, a provision administration
function, an SLA work acknowledgement and quality
assurance function, a bill/pay function, and an
information management/reporting function. [00102]
From a high-level perspective, robust business
functionality is, in a typical embodiment,
incorporated over a collaborative web-enabled data
processing environment supported by a database
designed specifically to acquire, process, and 



manage data applicable to the outsourced SLA
provisioning commodity. The data processing
environment, referred to as an SLA provisioning
management environment, typically includes the master
data function, the procurement function, the human
resource service provision function, the provision
administration function, the SLA work acknowledgement
and quality assurance function, the bill/pay function,
and the information management/reporting function.
[00103] The master data function stores SLA client
master data that is applicable, for example, to
general business information, logistical control
information, SLA contract information, SLA provision
detail information, and purchase order information.
The master data function may also store an SLA
provision skill profiling and job description source
library, an SLA provision skill profile library, and
an SLA provision detail to SLA provision skill profile
matrix. [00104] The procurement function typically
performs multiple functions to enable primary SLA
providers to acquire and store business information
applicable to secondary SLA providers, to enable
primary SLA providers to classify secondary SLA
providers interms of SLA skill provision and
geographical coverage capabilities, to enable primary
SLA providers to systematically identify and quantify
SLA client coverage requirements as detailed in the
master data function, to enable primary SLA providers
to generate systematic RFx bids from SLA client
coverage records, to enable primary SLA providers to
systematically and logically generate bid solicitation
listings of secondary SLA providers for each RFx bid
created, to enable secondary SLA providers to
systematically generate RFx bid responses and submit
applicable human capital resources affiliated with the
responses as needed, to enable primary SLA providers
to systematically review submitted request for
quote/request for proposal/request for bid (RFx) bid
responses, and to enable primary SLA providers to
systematically accept/award RFx bid responses and
create secondary SLA provider purchase orders with
reference to the RFx bid response details. [00105] The
human resource service provision management function
typically performs multiple functions to enable
primary SLA provider review and approval disposition
of submitted RFx bid response candidates, to enable
systematic primary SLA provider disposition/status
notification regarding submitted RFx bid response
candidates to the secondary SLA provider, to enable
SLA provision resource record creation by a primary
SLA provider upon approval/acceptance of submitted RFx
bid response candidates, to enable secondary SLA
provider human resource(s) system access, to enable 



systematic agreement execution by secondary SLA
provider human resource(s), to enable work
availability calendar administration/configuration by
secondary SLA provider and approved human resource(s),
to enable primary SLA provider logistical time
coverage evaluation and to enable primary SLA provider
proactive human resource black out period mediation.
[001 06] The provision administration function
typically performs multiple functions to enable
service provision request functionality by which an
SLA client can create and submit a service provision
request to a primary SLA provider and to enable
primary SLA provider system query features that can be
used to output a listing of configured secondary SLA
providers as well as their applicable pricing and
availability of pertinent human capital resources
designated for service provision dispatch. Query
criteria can be generated via selective user input or
systematic input as would be the case upon receipt of
a distinct SLA client service provision request.[001
07] The provision administration function also
typically performs multiple functions to enable a
primary SLA provider to systematically submit a
service provision dispatch request record to a
secondary SLA provider, to enable a secondary SLA
provider to confirm resource availability and
subsequent dispatch of the resource to the primary SLA
provider and to enable a primary SLA provider to
confirm resource dispatch to an SLA client. [00108]
The SLA work acknowledgement and quality assurance
function typically performs multiple functions to
enable secondary SLA provider resource access to a
service disposition voucher function by which details
relative, for example, to work performed, materials
deployed, and timing are input in response to a
service provision dispatch request, to enable a
secondary SLA provider to submit a service disposition
voucher to an SLA client for review and approval
disposition, to enable an SLA client to process a
secondary SLA provider service disposition voucher and
provide quality assurance assessment information, and
to enable an SLA client to submit a disposed-of
secondary SLA provider service disposition voucher to
a primary SLA provider. [001 09] The bill/pay function
typically performs financial data processing functions
enabling configured systematic extract of approved SLA
client approved service disposition vouchers,
systematic generation of primary SLA provider to SLA
client billing-invoice files, systematic generation of
secondary SLA provider to primary SLA provider billing
invoice files, primary SLA provider payment receipt
data upload feature upon SLA client payment, and
primary SLA provider payment release to secondary SLA 



provider feature premised upon SLA client payment.
[00110] The information management/reporting function
typically performs a general information outputs
function. The function leverages acquired system data
to produce reports and analytics. [001 11] Turning now
to the FIGURES, FIG. 1 is a high-level view of
physical communications/data network. Five primary
types of computer network points are illustrated
within FIG. 1, namely, a browser or other user
interface (UI), a communications/web server, an
application server, an application module, a database
server, and a database. Although a typical environment
includes a hosted web-enabled solution, various
embodiments could be ported over a wide area network
(WAN) while utilizing an Intranet. With minimal
modifications in hardware and applicationprogramming,
application of various principles described herein are
not limited from a computer environment perspective.
[001 12] Referring again to FIG. 1, a computer system
100 includes a procurement/SLA management system 150,
user systems 101-105 operable by system users
110(a)-(e) via system browsers 115(a)-(e), an
internet/intranet communications network 120, an
application server 155 including data processing
modules 160-180, and a database system 185. The user
systems 101-105 are system entrance and access portals
typically represented by minimal login/security
functionality and a graphical user interface (GUI).
[001 13] The data processing modules 160-1 80 include
an administrative module 160, a primary SLA provider
module 165, a secondary SLA provider module 170, a
laborer module 175, and, for example, an SLA client
module. The administrative module 160 could in some
embodiments be eliminated if a primary SLA provider
were to purchase or license a solution in total and
place the system 100 on its own infrastructure. [001
14] The primary SLA provider module 165 functions as a
business administrator for the computer system 100
and, in a typical embodiment, controls upload of SLA
clients, secondary SLA providers, application users,
and SLA human resource laborers. Those having skill in
the art will appreciate that the primary SLA provider
is the business entity that has SLA clients, is
contracted to provide SLA and other services, sub
contracts with secondary SLA providers, and is
ultimately responsible for the quality of SLA
provision personnel and the SLA provision work
performed. [001 15] The secondary SLA provider module
170 supports communications and business processing
for business entities that sub-contract with primary
SLA providers to 



provide SLA provision coverage. The SLA laborer module
175 supports communications and business processing
for individual SLA provision laborers that are engaged
by sub contracted secondary SLA providers. The SLA
client module 180 supports communications and business
processing for individual SLA clients that require and
contract SLA provision. [001 16] hi various
embodiments, collaborative communications and business
processing capabilities bring the diverse entities
illustrated as part of the computer system 100
together in a managed real-time data-processing
setting. In contrast, in many prior systems, multiple
systems have typically been utilized in attempts to
manage these business endeavors. In the past, client
data and activities have typically been administeredin
a customer relationship management (CRM) or other
custom application, while logistics are administered
within some type of project management application;
meanwhile, the supplier and human resource
administration functions and details are typically
managed in additional applications, if at all. [001
17] The system 100 is a full life-cycle procurement,
logistical management and administrative solution that
binds the primary SLA provider, secondary SLA
providers), and SLA client together into one
collaborative work environment. The system 100 serves
to enable primary SLA provider control over: SLA
provision logistics planning, provision resource skill
levels/proficiencies, provision resource
availability/capacity, SLA provision resource
dispatch, SLA provision process communications, SLA
provision quality assurance and return on investment
management. Additionally, the system 100 integrates
all of the core functional business processes, such as
but not limited to, vendor management, procurement,
accounting, finance and risk management into one
environment so that the use of multiple disparate and
costly applications can be avoided. [001 18] FIGS.
2A-B represent a high-level end-to-end view of a
system and method for managing outsourced service
level agreement (SLA) and non-SLA deliverables. hi
FIG. 2A, a process flow 200 begins at step 202. At
step 202, a primary SLA provider has defined or
anticipated specific service call deliverables
associated with one or more SLA clients at one or more
geographic locations. At step 204, master data
corresponding to an SLA client and a secondary SLA
provider is configured. At step 210, RFx bids are
created from SLA requirement records to ascertain
pricing and resource capabilities of potential
secondary SLA providers. At step 212, RFx responses
are reviewed and bid awards are made based upon
service provision capability and pricing. 



At step 214, final pricing and service deliverable
terms are negotiated with applicable service
providers. [001 19] At step 216, blanket purchase
orders are set up for applicable secondary SLA
providers. At step 218, an SLA provision matrix is
configured and secondary SLA provider blanket purchase
orders are systematically affiliated with SLA master
data records. The primary SLA provider maintains edit
control over the matrix and can manually build
relationships, as would be the case where a secondary
SLA provider is identified via a non-competitive bid
process. At step 220, applicable secondary SLA
providers submit resource candidates to the primary
SLA provider. Approved resourcesare associated with
respective secondary SLA provider blanket purchase
orders. At step 222, the secondary SLA providers are
notified of human resource (HR) approval. At step 224,
a secondary SLA provider resource library is populated
and a system-provided resource day/hour availability
schedule is configured. [00120] At step 226, the
secondary SLA provider human resources are provided
with system access credentials. At step 228, the
secondary SLA providers human resources access the
system 100, execute agreements, and acknowledge client
SLA facility access requirements/rules. At step 230,
the primary SLA provider is ready to manage SLA client
requirements. [00121] Referring now to FIG. 2B,
execution proceeds from step 230 to step 240. At step
240, an SLA client user creates a service provision
request and submits same to the primary SLA provider.
At step 242, a primary SLA provider user enters the
SLA administration module 160. At step 244, the system
100 is queried and returns a listing of all secondary
SLA providers configured to supply services for the
SLA client service provision request(s). At step 246,
the service provider listing displays, for example,
approved service provider resources, resource
availability, blanket purchase order reference and
contract service charge, and an applicable past
performance delivery matrix. At step 248, a secondary
SLA provider record is selected. At step 250, the
primary SLA provider user submits a service provision
dispatch request to the secondary SLA provider. At
step 252, the secondary SLA provider confirms dispatch
capability. [00122] At step 254, the primary SLA
provider sends confirmation to the SLA client user. At
step 256, the secondary SLA provider dispatches
available resource(s) to the SLA client location. At
step 260, the supplier resource(s) perform work at the
SLA client location. At step 270, the supplier
resource enters configured data requirements into the
SLA timekeeping/delivery module. At step 272, a
secondary SLA provider resource 



delivery voucher is submitted to the SLA client user.
At step 274, the SLA client user processes the
submitted voucher and completes a deliverable rating.
At step 276, the voucher is submitted to the primary
SLA provider and is approved. At step 278, a
systematic configured approved voucher detail extract
occurs and a billing file is generated for the SLA
client. At step 282, the billing file is transmitted
to the SLA client. At step 284, the SLA client pays
the primary SLA provider. At step 286, the primary SLA
provider pays the secondary SLA provider.[00123] FIG.
3 is an illustrative web home page for a primary SLA
provider user. In FIG. 3, UI 300 has been segmented
into two primary sections, a user navigation bar/menu
310 and an activity dashboard 320. The navigation
bar/menu 310 is the primary UI mode to activate
application functionality as desired, while the
activity dashboard 320 serves a user to
highlight/prompt specific business activities that
need attention. The user is able to navigate to the
same application functions and forms via ether the
user navigation bar/menu 310 or the activity dashboard
320. [00124] Typical information aspects of the master
data function are general business information,
logistical control information, SLA contract
information, and SLA provision detail information.
General business information includes information
pertinent to the primary SLA provider and SLA client.
Illustrative database tables used for the storage of
the general business information include Tables 1-2,
8- 9, 27, and 29. Examples of general business
information include business information elements
regarding the business entity type, incorporation
identity, operational locations, company size,
employee count, and user information.
Physical-location geography is defined in terms of
database settings as represented, for example, in
Tables 10-13. This geographic schema, which can be
expanded to incorporate mail code or other unique
settings such as business districts, enables a
location to be defined in terms of country, region,
county, and city/population center. [00125] The
logistical control information represents a basic
definition of the primary SLA provider's business
model in terms of SLA provisioning. There are various
types of information defined, of which one group of
information deals with provision service types,
provision labor types, provision time frames,
provision materials, and provision material stocking
facilities. Illustrative database tables used for the
storage of the logistical control information include
Tables 3-7 and 88-89. [00126] Data values utilized by
a specific primary SLA provider are preferential and
will often vary greatly from industry to industry and
from company to company. The 



storage tables represent base data that could be used
by a primary SLA provider while managing specific
transactional records. Thus, the configuration data
could be viewed as a source library by which the
primary SLA provider defines the potential data values
to be encountered in terms of provision service types
and provision SLA response time frames. Other
information groups defined as sources for the
logistical control information are anSLAjob
description source library, an SLA provision skill
profile library, and an SLA provision detail to SLA
provision skill profile matrix. [00127] The
information (i.e., SLA job description source library,
SLA provision skill profile library, and SLA provision
detail to SLA provision skill profile matrix)
typically includes details pertinent to a business or
technical aptitude applicable to the services
provision being provided by the primary SLA provider
resource to collective SLA clients. While the
logistical control information elements discussed
above deal with how business, is conducted this
control data defines what the provision field of
endeavor is. Illustrative database tables used for the
storage of the SLA provision resource skill profile
information include Tables 23-26. These tables store
the identity of specific SLA resource provision
skill/attribute profiles created by a primary SLA
provider and the details applicable to the profile.
[00128] Table 26 specifically maps any applicable
material master records to a provision resource
profile as deemed necessary. A typical case in point
is a manufacturer of gas-fired generators. In such a
case, a specific SLA provision profile may be created
for a repair or installation technician. Furthermore,
the manufacturer may want to designate only specific
generator unit models to be associated with the SLA
provision profile and, going a step further, associate
specific unit parts for which the SLA provision
profile must have technical proficiency in servicing.
[00129] As can be seen from Tables 23-25, most of the
data elements contained within these tables are
integers and not text fields because the system 100 is
well-defined with a hierarchical data library serving
as the source for the SLA resource provision
skill/attribute profile tables. The source library
data is contained in Tables 14-22. Tables 14-22
contain the skill set profile source data, while
Tables 23-25 contain the information pertinent to a
specific configured and saved SLA provision resource
profile. Though not explicitly depicted, source data
related to skill set profiling can be introduced to
the data environment to meet the needs of the primary
SLA provider. [00130] The master data function
illustrated above generally at steps 202-204,
represents a foundational cornerstone from which all
SLA provisioning activities are 



managed, n the above-referenced narrative, a primary
SLA provider defines, for example, what it is in
business for, how it conducts business, the types of
business/technical resources it utilizes to provide
client services, and where it generally conducts
business. FIGS. 4-9 and Tables 1-36 provide further
information regarding the master data function.[00131]
FIG. 4 is a flow diagram that illustrates high-level
functionality of the SLA client master data function.
Data record type creation is depicted in FIG. 4 as
being a linear process. The depicted process is not
necessarily a requirement or constraint but is only
displayed as such for purposes of general
understanding. One skilled in the art will appreciate
that certain data record types are logically dependent
upon a master data record prerequisite. For instance,
it would be impossible to load SLA client user
information if there were no SLA client business
entity record to be associated with. [00132] Returning
again to FIG. 4, a process flow 400 begins at step
402. At step 402, an SLA client record is created
either manually or via a data feed. At step 404, SLA
client business data is loaded either manually or via
a data feed. At step 404, SLA client user data is
loaded either manually or via a data feed. At step
408, SLA client location is loaded either manually or
via a data feed. At step 410 SLA client contract is
loaded. At step 412, SLA client provisioning record(s)
are created. At step 414, applicable SLA client
provisioning material record(s) are created. At step
416, SLA client purchase order record(s) are created.
At step 418, the SLA client provisioning records are
associated with a purchase order to create purchase
order line items. [00133] FIG. 5 is a flow diagram
that illustrates a process for creation and library
storage of an SLA provision labor profile, hi general
terms, this profile represents the skills attributes
necessary for a human resource laborer to perform
provisioning services associated with a primary SLA
provider product or system. In FIG. 5, a process 500
begins at step 502. At step 502, a primary SLA
provider user navigates to an SLA service provision
skill profile control from a home page. At step 504,
the user selects a create new provisional skill
profile option. At step 506, the user selects business
sector from a pull down list display. At step 508, the
user selects a business arena from a constrained pull
down list display. At step 510, the user selects a
business family from a constrained pull down list
display. [001 34] At step 512, the user selects
general functions from a constrained pull down list
display. At step 514, the user selects
skills/attributes from constrained pull down menu(s).
At step 516, the user adds custom certifications,
attributes, etc. . . not contained in a source data
library. At step 518, the user associates a service
profile with 



material master record(s) and specifies a required
proficiency. At step 520, the user adds a job title
and optional prose description. At step 522, the user
saves the created record. At step 524, a determination
is made whether the job title is unique. If so,
execution proceedsto step 526, at which step the
record is stored in an SLA provision labor profile
library. If, at step 524, the job title is not
determined to be unique, execution returns to step
520. i an optimized environment, a primary SLA
provider creates the full slate of service profiles
that would satisfy all provisioning obligations.
[00135] FIG. 6 is a flow diagram that illustrates a
process for creation and library storage of SLA
provision materials. In FIG. 6, a process 600 begins
at step 602, at which step the primary SLA provider
user navigates an SLA provision materials module. At
step 604, the user selects create new material master
record. At step 606, the user specifies a short
material name. At step 608, the user specifies a
description of the material. At step 610, the user
specifies if the material is a function or a finished
good. At step 612, the user specifies if the material
is stocked. At step 614, the user specifies the
manufacturer of the material. At step 616, the user
specifies the last cost of the material. At step 618,
the user specifies the last cost date of the material.
At step 620, the user specifies the quantity of
inventory on hand of the material. At step 622, the
user specifies a replenishment stock point for the
material. At step 624, the user specifies a
replenishment stock quantity for the material. At step
626, the user saves settings. [00136] At step 628, a
determination is made whether the material is stocked.
If it is so determined at step 628, execution proceeds
to step 630. At step 630, the user is provided a
graphical user interface (GUI) enabling selection of
location records. At step 632, the user selects
locations and defines an on-hand quantity. At step
634, the user selects save settings. At step 636, the
saved settings are stored in the SLA provision
material library. If at step 628, it is not determined
that the material is stocked, execution proceeds to
step 636. [00137] Various aspects of a job description
may be defined, for example, in nonprose or database
terms. Simple job description profiling may be enabled
if that is a primary SLA provider's desired business
mode. In such a case, the skill profiling tool can be
bypassed, enabling the upload or manual creation of
defined job titles and descriptions that are
representative of the skills needed to provide SLA
client services provision. FIGS. 5 and 6 are
illustrative of these concepts. [00138] Definition of
the logistical control information centers upon the
primary SLA provider's core competency; thus, outside
the context of a specific SLA client's 



provisioning needs, it is logical to define and
document what the scope of provisioningservices could
be with regard to labor, warranty, timing, equipment,
etc . . ., which definition takes place within this
information management endeavor. [00139] The system
100 initiates a referential cycle by enabling the
primary SLA provider to upload or input base details
relative to SLA client contracts. Table 28 provides an
illustrative view of high-level information stored
relative to a specific contract. Most of the data is
basic business information; however, Table 28 also
stores the number of specific distinct provisioning
services that are applicable to the contract record. A
reason for the provisioning count is to make sure
that, as the process proceeds, there are no holes in
the provisioning network and that all contracted
services are engaged and accounted for. After entry of
base contract data, the primary SLA provider is
enabled to use a specific SLA contract record as a
reference point to create more precise SLA provision
detail records. See, e.g., Tables 30-33. [00140] FIG.
7 is a flow diagram that illustrates creation and
storage processes pertinent to SLA provision records.
In FIG. 7, a process flow 700 begins at step 702, at
which step a primary SLA provider loads contract data
fields and creates a record in tblSLAclientContract
(See Table 28). The process 700 could, for example, be
a linear process flowing from entry of base contract
information or the user could be provided a GUI
enabling the user to select a specific SLA contract
record from a list display of multiple SLA contract
records filtered by SLA client or other variables.
[00141] Steps 704-708 pertain to creation of an SLA
provision detail record. At step 704, a system GUI
prompts the user to create associated SLA provision
detail records. At step 706, the user activates a
create SLA provision details control. At step 708, the
system 100 populates the new record with default data
from the SLA client contract records. [00142] Steps
710-712 pertain to selection of a specific provision
type that would have already been established via
application configuration with possible values being
stored, for example, in Table 3. At step 710, the
system 100 prompts the user to select a provision
type. At step 712, the user selects a provision type
and saves the input. [00143] Steps 714-716 pertain to
selection of a specific provision labor type that
would have already been established via application
configuration with possible values being stored, for
example, in Table 4. At step 714, the system 100
prompts the user to select a provision labor type. At
step 716, the user selects a provision labor type and
saves the input.[00144] Steps 718-720 pertain to user
specification regarding the billable or nonbillable 



nature of the SLA activity. A non-billable activity
would be the case if the contract called, for example,
for warranty service. At step 718, the system 100
prompts the user to specify billable or non-billable
provisions. At step 720, the user specifies billable
or non-billable and saves the input. From step 720,
execution proceeds to step 722. [00145] Steps 722-724
pertain to user specification regarding the time
constraint applicability for this record, wherein the
illustrated decision path from 724 = yes. At step 722,
the system 100 prompts the user to specify whether a
response time is required. At step 724, the user
specifies whether a response time is required and
saves the input. [00146] Steps 726-728 pertain to
selection of a specific provision service response
time that would have already been established via
application configuration with possible values being
stored, for example, in Table 5. This SLA service
response time is the time differential from SLA client
notification of a problem to service commencement by
an SLA service provider as established between the
parties and typically documented within an applicable
SLA contract. At step 726, the system 100 prompts the
user to specify a response time metric, if applicable.
At step 728, the user specifies the required response
time or metric and saves the input. [00147] Steps
730-732 pertain to user descriptive commentary input
of particular details, contract information, or
general information as desired. At step 730, the
system 100 prompts the user to complete provision
detailed description. At step 732, the user completes
the details and saves the input. [00148] Steps 734-736
pertain to user specification/estimation of primary
SLA provision cost. At step 734, the system 100
prompts the user to provide a provisioning cost. At
step 736, the user completes the provision cost and
saves the input. [00149] Steps 738-740 pertain to user
specification/estimation of the number of SLA
provision service occurrences that may apply. Basic
logistical planning typically demands such a
projection. Such information has a direct impact upon
an ensuing RPx bid process. The information
constitutes the quantity through which a service
provider plans resource availability and leverages the
bid process to ascertain best negotiated pricing. At
step 738, the system 100 prompts the user to specify
an anticipated or planned service provision frequency.
At step 740, the user completes the provision
frequency estimate and saves the input.[00150] In the
process depicted in steps, 742-746 the user is
prompted to select a specific SLA provision skill
profile to associate with the SLA provision detail
record. The 



user has an option to select either an SLA provision
skill profile or as previously indicated a stored job
title if the primary SLA provider opts to use this
mode. Although the process depicts the selection of a
previously-stored record, the system 100 could support
variable creation of either a job title/description
SLA provision skill profile. Best practices entail
previously-created and stored SLA resource provision
profile records premised upon the primary SLA
provider's business dynamic. The previously-saved
resource profile record details are stored, for
example, in Tables 23-25. At step 742, the system 100
prompts the user to specify applicable SLA service
provision skill profile or job title. At step 744, the
user selects a profile/job title from a pull down
menu. At step 746, the system 100 prompts the user to
save a provisional detail labor profile association
and the user saves the association. [0015 1] hi the
process depicted in steps 748-750, the user is
prompted to select and associate the applicable SLA
client provision service facilities/locations. At step
748, the user is prompted to specify applicable client
SLA service locations. At step 750, the user selects
client SLA locations from a pull down menu and saves
the input. [00152] During the process depicted in
steps 752-760, the user is prompted to select any
material relationships that may exist regarding the
SLA provision Detail record. Step 752 is typically a
simple Yes/No prompt; in step 752, the selection for
illustrative purposes is Yes. At step 752, the system
100 prompts the user to specify any SLA provision
material requirements. At step 754, the user selects
materials from a pull down menu. A default material(s)
list is provided due to previously-established
relationships made between SLA provision skill
profiles and material master records as stored, for
example, in Table 26. Such a list may be provided as
an optimal business processing mode, but need not
serve as a constraint, meaning that a user may have
access to the entire materials master list if desired.
[00153] During the process depicted in steps 756-758,
the user is prompted to establish configuration
settings applicable to any selected material master
records. The user indicates, for example, if the
materials are billable/non-billable, warranty goods,
stocked goods, stocking requirements, etc. Those
having skill in the art will appreciate that
configuration attributes illustrated in Table 3 1 are
not a constraint and additional attributes could be
added to the application and database. At step 756,
the user isprompted to configure SLA material
requirements such as stocking requirements, warranty
designation, etc. . . At step 758, the user configures
materials records. At step 760, the user saves
settings and material associations. 



[001 54] During the process depicted in steps 762-768,
the user is prompted to save and name the SLA
provision detail record. Although the process flow
does not explicitly depict this functionality, the
primary SLA provider user could save the record in
temporary status for completion at another time. In
such a case, the database would maintain track through
status codes of complete or incomplete and active or
inactive records. At step 762, the system 100 prompts
the user to save the provision detail record and the
user saves the record. At step 764, the system 100
prompts the user to specify a provision detail name.
At step 766, the user completes the provision detail
name and saves the input. At step 768, the SLA
provision detail record is created and stored. [00155]
A primary SLA provider would not typically be expected
to use the SLA contract information capabilities if
there were never any needs generated from an SLA
client. Typically, service level agreements are
governed via contract(s). There is a clear business
need to link and reference provisioning activities to
executed contracts because SLA contract details
typically reside in a separate contract management
application with limited or no cross-functional
application capability with enterprise procurement,
project management, or financial data processing
applications, hi many cases, the contract details
reside only on paper. Thus, inputting base contract
details into an application that will actually manage
the specific SLA activities is an improvement over
standard business procedures. Inputting these base
contract details into a management application enables
downstream SLA and administrative data processing
activities to take place in a manner by which a
business thread is maintained back to the original SLA
contract. [00156] FIGURE 8 is a flow diagram that
illustrates creation and storage processes pertinent
to SLA client purchase orders. Purchase order
information as discussed in relation to FIG. 8 is
distinct from an SLA provision outsource procurement
process. Many business entities prefer to conduct
financial transactions under the auspices of a
controlled financial system. Unfortunately, due to the
complex nature of SLA provision work, much of the
control details cannot be ported/transferred from the
SLA contract to a financial system because most
financial/procurement systems are configured in a
simplistic description-quantity-cost mode. This
typically results in a scenario wherethe real details
reside in the contract and the financial system in
effect houses the financial transaction authority
record. [00157] Various embodiments permit extraction
of those SLA contract details for numerous uses, one
of which is to establish a best-practice purchase
order process. Ultimately, many of the SLA provision
activities will result in billable transactions. Thus,



it makes logical sense to anticipate this business
need and establish a relationship between specific SLA
provision detail records and purchase orders created
for the SLA client and primary SLA provider to conduct
financial transactions. [00158] Referring again to
FIG. 8, a process flow 800 begins at step 802, at
which step the primary SLA provider completes
provision detail record configuration. Step 802
represents prerequisite activity that was described in
the previous SLA provision detail information
discussion. From step 802, execution proceeds to step
804. [001 59] Steps 804-808 illustrate a process by
which a primary SLA provider user gains access to SLA
provision detail records that are unassociated with a
respective SLA client purchase order and selects
specific records for such affiliation as desired. SLA
provision detail records are identified for a specific
SLA client that have no financial system payment
authorization records) Within this process, the user
is able to utilize database filters such as, for
example, SLA client name, date, primary SLA client
user to narrow the output record set. The system 100
prompts the primary SLA provider user to establish a
financial transaction processing mechanism. At step
804, the system 100 prompts the primary SLA provider
user to associate the provision detail records to a
purchase order. At step 806, the user accesses an
unassociated provision detail to purchase order
report. At step 808, the user selects constrained
provision detail records via a GUI. [00160] At step
810, the user activates a create SLA client purchase
order control. At step 812, the system 100 generates a
new purchase order in pending status. At step 814, the
purchase order lines inherit details from the SLA
provision detail records. Steps 810-814 do not imply
that only a new purchase order record can be created
during the flow 800. Although not explicitly depicted,
an existing SLA client purchase order record could be
displayed and selected, which would be the case in the
event that the SLA client's preferred mode entailed
the use of a master blanket purchase order, i an
effort to not obscure salient features of the process
depicted by steps 810-814, the process is represented
by creation of a new purchase order record. Within the
process depicted insteps 810-814, certain configured
SLA provision detail record elements typically
automatically populate the purchase order lines. In
similar fashion, certain SLA contract details, as
configured, would populate the purchase order header.
[00161] Steps 816-826 represent the processes by which
a primary SLA provider user completes traditional
financial information applicable to the purchase
order. The illustrative information elements depicted
include purchase order maximum expenditure, 



service labor rates, and material rates. At step 816,
the system 100 prompts the user to specify a maximal
purchase order spend amount. At step 818, the user
specifies the maximal spend amount and saves input. At
step 820, the system 100 prompts the user to specify a
service labor billing rate. At step 822, the user
specifies labor billing rates and saves input. At step
824, the system 100 prompts the user to specify
material billing rate(s). At step 826, the user
specifies material billing rate(s) and saves input.
[00162] Steps 828-830 are basic steps in saving the
purchase order. At this stage in the process 800, the
purchase order is not yet active. At step 828, the
system 100 prompts the user to save the completed
purchase order. At step 830, the user saves the
completed purchase order. [00163] Steps 832-840
represent SLA client purchase order handling and
approval processes. At step 832, the system 100 routes
the completed purchase order to a configured SLA
client user as triggered, for example, by the status
code connected to the record in step 830.
Notifications are issued, for example, via e-mail and
system dashboard update. At step 834, the SLA client
user accesses the pending purchase order via a GUI. At
step 836, the SLA client user validates purchase order
data. At step 838, the system 100 prompts the SLA
client to approve the purchase order and assigns the
SLA client purchase order number. At step 840, the SLA
client user approves the purchase order and assigns an
SLA client purchase order number. Steps 836-840 do not
explicitly depict a scenario by which an SLA client
user does not validate the purchase order data. The
system 100, however, provides the back-and-forth
functionality in the event that corrections are needed
or data elements are disputed. There is a
collaborative validation and approval process
contained within the system 100 that facilitates and
guarantees correct data during subsequent data
processing activities. [00164] Steps 842-848 represent
the actions taken by a primary SLA provider user to
complete the SLA client Purchase Order process and
enable the Purchase Order to be activated within the
system 100. At step 842, the system 100 routes the
approved SLAclient purchase order back to the primary
SLA provider. Notifications are issued, for example,
via e-mail and system dashboard update. At step 844,
the primary SLA provider user access is the approved
purchase order via the GUI. At step 846, the system
100 prompts the primary SLA provider user to activate
the purchase order. At step 848, the primary SLA
provider user activates the purchase order. [00165] A
master data supporting database model is represented
by FIG. 9. These having skill in the art will
appreciate that this supporting data model and
application 



module essentially serve as the framework for the
conducting of SLA provisioning services. The
integrated data model summarizes the primary and basic
business information aspects required to conduct
business in an optimized manner while depicting the
inherent relational nature of the business
information. As previously indicated, these
inherently-related business information aspects have
traditionally resided in disparate data processing
systems which traditionally do not communicate with
each other. Because of this application module and
supporting database schema, primary SLA providers can
now define and store within one data processing system
their SLA provisioning requirements in a manner which
is genuinely reflective of their business dynamic,
which must consider, for example: contracts, contact
personnel, physical locations, required provisioning
labor attributes, logistical parameters,
non-performance penalties, and financial processing
authorizations. [00166] The procurement function deals
specifically with sourcing, bidding, and purchase
order generation activities undertaken by the primary
SLA provider and secondary SLA providers. Those
activities typically entail: 1) enabling primary SLA
providers to acquire and store business information
applicable to secondary SLA providers; 2) enabling
primary SLA providers to classify secondary SLA
providers in terms of SLA skill provision and
geographical coverage capabilities; 3) enabling
primary SLA providers to systematically identify and
quantify SLA client coverage requirements as detailed
in the master data function; 4) enabling primary SLA
providers to generate systematic RFx bids from SLA
client coverage records; 5) enabling primary SLA
providers to systematically generate bid listings of
secondary SLA providers for created RFx bids to be
posted for bid response processing; 6) enabling
secondary SLA providers to systematically generate RFx
bid responses and submit applicable human capital
resources affiliated with the responses as needed; 7)
enabling primary SLA providers to systematically
review submitted RFx bid responses; and 8) enabling
primary SLAproviders to systematically accept/award
RFx bid responses and create secondary SLA provider
purchase orders with reference to the RFx bid response
details. Tables 37-52 and FIGS. 10-13 are particularly
pertinent to these activities. The logical systematic
methodology described above relative to the master
data function enables a primary SLA provider to define
their potential SLA provision services in terms of
discrete personnel provision skill requirements,
material/parts competency, and physical
locations/geography serves as the base information
platform by which secondary SLA providers are
classified and sourced. 



[00167] FIG. 10 is a flow diagram that illustrates a
process of secondary SLA provider system enablement.
In FIG. 10, a process flow 1000 includes steps
1005-1080. Steps 1005-1025 represent basic steps that
get a secondary SLA provider approved and into the
system 100. The process flow 1000 begins at step 1005,
at which step the primary SLA provider configures
business information fields and any applicable
qualifying parameter data pertinent to a secondary SLA
provider. At step 1010, after completion of the basic
business information configuration for secondary SLA
provider qualification, the potential secondary SLA
providers are given temporary system access
credentials from the primary SLA provider. These
credentials could be passed along in a number of modes
such as, for example, telephone, encrypted messaging.
[00168] The credentials enable the secondary SLA
provider user to access the system 100. The secondary
SLA provider user is presented with a GUI similar to
that shown in FIG. 3, by which basic navigation
techniques are used to access primary business
information input form(s). At step 1015, the secondary
SLA provider completes general qualification business
information input and submits same to the primary SLA
provider for review. [00169] Steps 1020-1025 depict
primary SLA provider review and disposition of the
qualifier information submitted by the secondary SLA
provider. This work flow is illustrated only with
regard to a positive result, by which the secondary
SLA provider is qualified/approved to conduct
business. At step 1020, the primary SLA provider
approves of the secondary SLA provider if the
secondary SLA provider is considered qualified by the
primary SLA provider. At step 1025, the secondary SLA
provider is notified of approval, given regular system
login credentials, and is instructed to complete a
provision profile matrix. During steps 1005-1025, the
primary SLA provider configures the information
functions that they want visibility to as well as
identifying to the system 100any pre-determined
required values that serve as qualification
parameters. Illustrative basic business information
elements are contained in Tables 40-41. The primary
SLA provider has virtually no configuration
limitations regarding the qualification parameters
they wish to make functional within the system 100.
[00170] Steps 1030-1055 illustrate basic steps by
which a secondary SLA provider documents their service
provision capabilities in context of field of endeavor
and geography. The secondary SLA provider is provided
a GUI that enables them to access a business profiling
tool. The business profiling tool prompts the user to
navigate a sectorarena- family hierarchical relational
drill-down tool. At step 1030, a user of the secondary



SLA provider accesses a provision profiling function.
At step 1035, in accordance with preconfigured rules,
the secondary SLA provider views a complete list of
provision business families or a constrained primary
SLA provider subset thereof. Using this tool, the
secondary SLA provider can specify which specific
functional/technical areas of expertise represent
their core competencies. At step 1040, the secondary
SLA provider selects business family records
applicable to resource supply capabilities of the
secondary SLA provider. [00171] Upon selection of the
business families, the secondary SLA provider may then
utilize a geographical specification tool (e.g.,
Country-Region-County-City) and associate territorial
coverage areas for any selected business families. At
step 1050, the secondary SLA provider uses a
geographic relational database user interface to
specify service territories. Specification of
national, regional, county or population-center
coverage respectively. In a typical embodiment, the
user interface supports aggregate or distinct business
family to geographical territory mapping. Upon saving
the desired selections, stored, for example, in Tables
42-46, the secondary SLA provider may submit the
selections back to the primary SLA provider for review
and disposition. At step 1055, the secondary SLA
provider saves and submits the business family to
geographic territory coverage matrix. [00172] If
desired, a primary SLA provider could restrict the
service provision matrix specification for secondary
SLA providers to only those provision skill profiles
and geographical specifications defined within the
master data function. For exemplary purposes, these
constraints are not discussed in detail; those having
skill in the art will appreciate that utilizing such
constraints could generally make the secondary SLA
provider onboard processing easier, but would not
typically be considered a best practicemode of
operation, given that a macro data view of secondary
SLA provider provision capacity is an optimal view
when changing business requirements is taken into
account. [00173] Steps 1060-1080 depict completion of
the process flow 1000. As above, only a positive
disposition of the secondary SLA provider submission
is detailed. The net result of the process flow 1000
is a mapping of secondary SLA providers to both
business family and geographical territorial coverage
area. At step 1060, the primary SLA provider reviews
the submitted business family to geographic territory
coverage matrix created by the secondary SLA provider.
At step 1065, the primary SLA provider approves the
business family to geographic territory coverage
matrix. At step 1070, the secondary SLA provider
business family to geographic territory coverage
matrix status is modified to 



approved and active. At step 1075, the secondary SLA
provider is notified of submission approval and matrix
status change, for example, via online and e-mail
notifications. At step 1080, the secondary SLA
provider is enabled to receive systematic RFx bids
premised upon business family provision and geographic
territory criteria. [00174] At the conclusion of the
process flow 1000, the primary SLA provider has
acquired and stored information relative to potential
SLA client provision needs as well as potential
secondary SLA provider service-coverage capacity. The
next steps in the overall process 200 are relative to
RFx bid requirement identification, RFx bid
generation, and RFx bid solicitation. [00175] FIG. 11
is a sample output report detailing SLA provision
detail records not associated with at least one
secondary SLA provider purchase order. A system report
output 1100 for the primary SLA provider details all
active SLA client provision detail records that are
not affiliated with either an active RFx bid or active
secondary SLA provider purchase order. [00176] The
strategy used is to document potential SLA client
requirements in a formalized database methodology that
accounts for each and every requirement, associates
each and every requirement to a specific record, maps
each record to an SLA provision skill profile, and
assigns geographic coverage points affiliated with the
requirement. A result of this methodology is the
output report 1100, which sets the stage for the
creation of RFx bids to be issued to secondary SLA
providers for the purpose of receiving quotations.
[00177] Controls 1115, 1120, and 1125 represent
variable view controls for the primary SLA provider
user that enables the user to group and view record
sets in widergeographical segments. The controls 1115,
1120, and 1125 are typically convenience and
business-practice preferences. [00 178] Control 1105
provides the user with insight into the detailed SLA
Job Description. This path is geared to provide
enhanced visibility. In the event that this field is
not utilized by the primary SLA provider then the link
is inactive or ghosted thereby preventing the user
from drilling into the details. [00179] Control 1110
provides the user with insight into an applicable
detailed SLA provision skill profile. This path is
geared to provide enhanced visibility. Furthermore, in
the event that this field is not utilized by the
primary SLA provider, the link is inactive or ghosted,
thereby preventing the user from drilling into the
details. [00180] Controls 1101, 1130, and 1135,
respectively, are the primary controls 



that are used to select a specific record or group of
records for inclusion into a new RFx bid and designate
if the selected record(s) are to be grouped into a
single RFX bid or if each selected record is to be
associated with a unique RFx bid. The control 1135 is
inactive until such time that at least two records
were selected. [00181] Upon selection of desired
record(s) via the control 1101 and designation of
either multiple or a single RFx inclusion preference
(control 1130 or control 1135), the user then
activates a create-RFx control (control 1140) to
launch the RFx development process. A business
objective is to not have any records appear in an
unassociated SLA provision detail record report,
because this would mean that there is no outsourced or
sub contracted provision service coverage for the
applicable SLA client(s). [00182] FIGS. 12A-B are flow
diagrams that illustrate high-level processes
applicable to procurement of outsourced secondary SLA
services provision. Referring now to FIG. 12A, a
process flow 1200 directed to RFx bid development and
secondary SLA provider RFx bid selection and
solicitation is illustrated. The process flow 1200
begins at step 1202. At step 1202, the primary SLA
provider runs a system-provided unassociated SLA
client provision detail report. At step 1204, the
system 100 provides a function for the primary SLA
provider user to generate RFx bid(s) from selected
report records. At step 1206, the system 100 creates
RFx bid record(s) as configured in step 1204. At step
1208, an RFx bid create session is launched for the
primary SLA provider user. It will be apparent to
those having skill in the art that step 1208 could be
launched independently from a GUI menu control,
meaning that a primary SLA provider user would not
necessarily be required to create a RFx bid by running
the reporting output previouslydescribed at steps
1202-1206. In such an instance, the system 100 could
present to the user all records that have been slated
for RFx inclusion but for any number of reasons not
yet completed. For demonstration purposes, however,
the process flow 1200 depicts a process by which the
RFx Create bid session runs directly from user actions
taken in conjunction with the sample output report of
FIG. 11. [001 83] As illustrated, the primary SLA
provider user launches the RFx bid create session at
step 1208 and is presented with the available record
set. At step 1210, the user selects the specific RFx
bid associated with the provision detail records
desired. Multiple provision detail records can be
aggregated onto a single RFx. [00184] At step 1212,
pre-configured database elements applicable to the
provision detail record(s) are used to populate
elements of the RFx bid. The RFx bids inherent
information details from the SLA provisioning record
set, including, for example, 



SLA provision skill profile, service location details,
provision SLA requirements, and anticipated service
frequency. Step 1212 is typically little more than a
presented GUI form enabling the user to access
individual records through standard navigation
techniques. Those having skill in the art will
appreciate the administrative ease this process
provides for the user as well as the fact that data
input errors are virtually eliminated. Pertinent
details applicable to physical provision services and
the logistics thereof are acquired directly from the
SLA provision detail records, which are linked
directly to SLA client contract records. [00185] Once
the core record set is established upon the RFx, the
primary SLA provider user then has
editing/configuration access to the records at step
1215. At step 1215, the primary SLA provider user
configures, for example, labor type options, SLA
penalty terms, and maximal rates. [001 86] Although
the user may decide to take no action, the user may be
provided with options so that business endeavors can
be enhanced. Data elements such as billing labor
types, maximum billing Rates, SLA penalty terms, and
service provisioning response times can be configured,
for example, to insure that profitability and service
provision quality objectives are established during
the bid process. An example is billing rates. It would
be optimal from a primary SLA provider perspective to
cap the billing rates being quoted by secondary SLA
providers at a rate equal to or less than the billing
rate that will ultimately be paid by an applicable SLA
client. Another example is service provision response
times. Again, it is optimal from a performance
perspective if theservice provision response times
were configured to be a shorter time frame than that
contracted time frame applicable to the primary SLA
provider. The editable user interface enables a
primary SLA provider to protect its interests in a
systematic framework. [00187] Step 1218 is a saving
process upon completion of the configurations of step
1215. Decision support features may be designed into
the system 100 at this step that check and validate
any user configurations that could pose potential
problems for the primary SLA provider. Validations
such as profitability or quality assurance analysis
may be used to indicate to a user that parameters
applicable to specific bid items could result in
increased business endeavor risks. [001 88] At this
point the primary details needed to send out a RFx bid
to secondary SLA providers are complete; however,
various administrative details remain to be completed.
Typically, an RFx bid will entail specific elements
such as, for example, a bid header section, a bid
detail section, and a bid response section. RFx bids
are usually 



accompanied by a defined set of supplier agreements
that are executed at the time of bid response
processing. Furthermore, the nature of RFx bids is
such that much information on most issued bids is
redundant and standard in format and content across a
business enterprise. Thus, a bid template tool is used
to manage issues pertinent to RFx bid content and
formatting. [00189] Regarding RFx bid templates,
specific database tables store default RFx bid
information elements, such as, for example, questions
and statements. The primary SLA provider is able to
configure the standard default content applicable to
the default RFx bid information elements. Thus, the
information elements may be predefined and require no
user editing. Moreover, the system 100 may store
specific configurable information elements, meaning
that the user may create a bid item, designate the
item to be a statement, question, etc. and then
further designate if the information element requires
a supplier response and designate if the response is
constrained to a specific data type such as, for
example, a number, text, date or currency. [00190] In
various embodiments, a services provision framework
includes RFx bid items. Associations of RFx bid items
can be made to logical default RFx bid categories and
sections. Each bid item can be assigned to a logical
group or category and up one tier each category can be
logically grouped to a section. Thus, RFx bid content
grouping is enabled.[00191] Above the bid content
grouping is a more complex RFx bid template layer
which enables a primary SLA provider to establish the
UI display order of sections, categories within
sections, and RFx bid items within categories. Thus,
various RFX bid items may be created and stored in a
structured content and layout format. Thus RFx bid
templates represent a business content control
mechanism that, when combined with provision detail
RFx data, forms the basis for rapid and detailed RFx
Bid generation. [00192] RFx bid templates are stored
within the system 100 and, in step 1220, the primary
SLA provider user is prompted to select a
pre-configured RFx bid template of their choice. The
primary SLA provider user is prompted to associate RFx
bid settings with a pre-defined content bid template
that defines the remainder of the non-provision detail
RFx bid data fields. Bid template data fields can be
default completed or require specific user inputs. The
system 100 may provide the user with options (if
enterprise configured) to enable or disable specific
bid items as the user deems appropriate for their
specific needs. For instance, the user may be dealing
with a supplier base that is established and well
known. In such instances, the user may opt to disable
certain bid 



items that request of potential secondary SLA
providers specific information, for example, regarding
past history or quality assurance interrogatories.
Conversely, the primary SLA provider also has the
capability, through configuration, to lock in specific
bid items that could then not be disabled by the user
during the RFx bid development process. [00193] Upon
selection of the appropriate RFx bid items, the user,
where applicable, inputs information as needed to suit
the specific RFx bid being processed at step 1222.
Simple examples of this input are specification of the
primary SLA provider bid administrator or the required
bid response due date. Upon completion of the desired
inputs, the user saves the data modifications at step
1224. Although not depicted in the process flow 1200,
the user may have editing capability. The system 100
may use status code management techniques to enable
temporary storage so that data processing may take
place at an another time or by another user. [00194]
Once all the information is complete on the RFx bid,
the RFx bid solicitation list is established at steps
1226-1232. Step 1226 becomes available to the primary
SLA provider user upon completion and saving of
desired bid item inputs. At this point, the system 100
provides a previously-inactive post RFx bid control.
The control is activated at step 1228 and at step 1230
the user is provided a list display of all approved
secondary SLA providers affiliated with the RFx bid
that are authorized, for example, toprovide business
family and territorial coverage. The systematic
affiliation is typically a database mapping of
provision skill business family(s) and geographic
parameter(s) as established as previously described in
step 1070. [00195] At step 1232, the primary SLA
provider user selects either all or a subset of the
secondary SLA providers contained in the potential RFx
bid solicitation list. There are typically a number of
decision support tools to assist the user in this
selection process that provide valuable infopnation to
the user about the secondary SLA provider relative,
for example, to tracked quality assurance, pricing,
and SLA provision penalty metrics. [00196] Upon
selection and saving of the desired secondary SLA
providers by the user, at step 1234, the system 100
prompts the user to post the RFx bid to those selected
secondary SLA providers. At step 1236, the user
activates the post RFx bid control, which results in
the broadcast of the RFx bid at step 1238 and
notification of the secondary SLA providers for
example, via e-mail and dashboard update at step 1240.
The posting listing established by the user is stored,
for example, in Table 47. The primary SLA provision
detail record information to be used in the RFx bid
process is stored, for example, in Tables 37-39. 



[00197] Referring now to FIG. 12B, at step 1244, the
secondary SLA providers access the RFx bid and execute
any template-defined bid processing agreements. Step
1244 is typically enabled via the application GUI. The
execution of supplier agreements such as, but not
limited to, non-disclosure (NDA) and intellectual
property (IP) agreements as previously disclosed;
therefore, specific controls are made available to the
secondary SLA provider user by which the agreements
can be executed on-line or not. For purposes of the
process flow 1200, the presumption is that the
secondary SLA providers will indeed execute any
configured agreements established by the primary SLA
provider. [00198] At step 1246, the secondary SLA
provider provides inputs to all application RFx bid
functions requiring a response. The system 100
typically utilizes a simple bid item response counter
that does not allow submission of a bid response until
all required bid response elements have been
completed. Furthermore, the system 100 as typically
configured enables a data validation function where
the bid response items can only be completed in the
correct data object and format as prescribed. RFx bid
response details are stored, for example, in Tables
48-49 and 90-91.[00199] At step 1248, the secondary
SLA providers create human resource submittal records
applicable to the SLA provision labor profile.
Although step 1248 typically takes place as a
sub-process within step 1246, the SLA resource
submittal process is highlighted as a separate process
step for purposes of clarity. During step 1248, the
secondary SLA provider typically uses the provided GUI
to drill into any applicable SLA resource profiles
contained within the RFx bid and create resource
submittals affiliated with the SLA resource profiles.
The submittal information is contained, for example,
within Table 50. The system 100 can be adapted to
accommodate a general secondary SLA provider labor
resource library to be used in an association mode by
which resources are mapped to SLA provision skill
profiles in a macro mode as opposed to a micro mode
(individual RFx(s)) as depicted herein. This mode
might be useful in the event that a particular primary
SLA provider is not interested in conducting
competitive RFx bids and prefers to work with
secondary SLA providers using master agreements.
[00200] In another mode, submittal of resources takes
place after the RFx bid response process, rather than
during the RFx bid response. This may be the case when
the RFx bids are solicited to cover provision services
that may be months in the future. In such cases, the
submittal of specific labor resources during the
actual bid process may be irrelevant. Those having
skill in the art will appreciate that the illustrative
process 



depicted is not the only mode of associating secondary
SLA provider resources to SLA client requirements.
[00201] At step 1250, the secondary SLA providers save
information settings and submit the bid response to
the primary SLA provider. Step 1250 represents the
completion of required bid response information,
thereby enabling the secondary SLA provider to submit
their complete RFx bid response. Step 1250 results in
record updating and triggers systematic application
notifications to any pre-configured users at step
1252. [00202] Steps 1254-1258 represent the primary
SLA provider bid response disposition process. At step
1254, the primary SLA provider reviews bid responses
from the secondary SLA providers. At step 1256, the
primary SLA provider accepts desired bid responses. At
step 1258, the secondary SLA providers are notified,
for example, via system update and e-mail, of bid
awards. [00203] Presuming that at least one secondary
SLA provider bid response is worthy of a bid award,
the primary SLA provider specifies award of at least
one bid response record. The primary SLA provider can
award multiple bid responses and issueawards for all
or a subset of the bid provision detail response
items. For instance, a secondary SLA provider may be
designated for one service coverage area applicable to
the bid but not another. In another example, a
secondary SLA provider may be designated for a
specific SLA provision coverage time but not others.
Such is the case, for instance, if the bid response
indicated an exorbitant price quote for off hours or
weekend provision call outs. Bid response award
disposition can be variable and flexible, enabling the
primary SLA provider to utilize procurement best
practices during this process. [00204] Steps 1260-1270
depict a process by which the primary SLA provider
creates purchase requisitions from awarded secondary
SLA provider bid responses. At step 1260, the primary
SLA provider is prompted to create secondary SLA
provider purchase requisitions. At step 1262, the
primary SLA provider activates a create purchase order
requisition control. At step 1264, the system 100
creates purchase requisitions using inherited bid
response data. At step 1266, the system 100 provides a
list display of all secondary SLA providers that
received a bid award applicable to the RFx bid. ,At
step 1268, the primary SLA provider reviews the
created purchase requisitions for accuracy and, if
needed, modifications. At step 1270, the primary SLA
provider saves the purchase requisitions and submits
same to the secondary SLA provider for
review/approval. [00205] Similarly to the unassociated
SLA provision detail report, the system 100, using
database-driven status codes, can provide a report
output to the primary SLA 



provider of all bid response awards that need to be
processed into purchase orders. The illustrated
process indicates a linear process that jumps from
award to purchase requisition processing for purposes
of simplicity and ease of description. In some
embodiments, the process may be independent with
processing taking place at an alternative time and
perhaps by alternative personnel. [00206] A purchase
requisition processing module is activated and the
primary SLA provider user is provided a list display
of all pending bid response awards awaiting processing
if the illustrated process were performed in
independent mode. The process illustrates a linear
mode as noted so the user would not need to select
pending awarded bid response(s). Since the process
presumes a requisition process emanating from a
particular RFx bid record set, the system 100 creates
the purchase requisition(s) with the information to be
contained within the requisition(s) being inherited
from the awarded bid response records. Purchase
requisitions, as a default mode, are created one per
secondary SLAprovider and may contain multiple line
items as needed. Such would be the case if an
applicable RFx bid award were affiliated with multiple
SLA provision detail records. [00207] Once the
purchase requisitions have been created, the system
100 enables the primary SLA provider, for example, to
review or add commentary. Once satisfied with the
information contained on the purchase requisition, the
primary SLA provider user saves and approves the
purchase requisition(s). This action trigger status
code updates within the system 100 as well as issuance
of system-based notifications to applicable secondary
SLA providers. [00208] Steps 1272-1278 represent the
secondary SLA provider handling of the purchase
requisitions created by the primary SLA provider. The
system 100 supports variable secondary SLA provider
approval work flow. Not explicitly depicted herein is
a work flow applicable to data or information
disagreements that may be encountered during the
process. [00209] During steps 1272-1278, the secondary
SLA provider reviews, approves, and re-submits back to
the primary SLA provider the completed purchase
Requisition. At step 1272, the secondary SLA provider
is notified of the pending purchase requisition. At
step 1274, the secondary SLA provider reviews the
purchase requisition details and approves the purchase
requisition. At step 1276, the system 100 submits the
approved purchase requisition to the primary SLA
provider. At step 1278, the primary SLA provider is
notified of the approved purchase. [00210] At step
1280, the primary SLA provider accesses the approved
purchase 



requisition. At step 1282, the primary SLA provider
activates a create purchase order control. At step
1284, the system 100 creates the purchase order. At
step 1286, the primary SLA provider defines an
internal purchase order number and approves the
purchase order. At step 1288, the secondary SLA
provider is notified of the approved purchase order.
At step 1290, the purchase order is made available to
the secondary SLA provider. For illustrative purposes,
a simple database table structure is illustrated that
uses the same Tables 5 1 and 52 as repositories for
both the purchase requisition and purchase order data.
[0021 1] FIG. 13 is a database schema that supports
the procurement function. A database schema 1300 is a
representative high-level illustrative database schema
that supports the data processing functionality
described in this latest topical disposition. Those
having skill in the art will appreciate that a
seamless information thread continuesthrough an
evolving downstream data processing session, resulting
in procurement module business information
connectivity all the way back to the master data
function. In various embodiments, an inherited
information design reduces user inputs, eliminates
data entry errors, and provides an optimized audit
capability. [00212] The next process of the overall
methodology is the human resource service provision
management function, which includes: 1) enabling
primary SLA provider review and approval disposition
of submitted RFx bid response candidates; 2) enabling
systematic primary SLA provider disposition/status
notification regarding submitted RFx bid response
candidates to secondary SLA provider; 3) enabling SLA
provision Resource record creation by a primary SLA
provider upon approval/acceptance of submitted RFx bid
response candidates; 4) enabling secondary SLA
provider human resource(s) system access; 5) enabling
systematic agreement execution by secondary SLA
provider human resource(s); 6) enabling work
availability calendar administration/configuration by
secondary SLA provider and approved human resource(s);
7) enabling primary SLA provider logistical time
coverage evaluation; and 8) enabling primary SLA
provider proactive human resource black out period
mediation function. A black out period is a period of
service provisioning unavailability for a particular
human resource or a collective group of resources.
[00213] Typically the mode in which SLA provision
outsourcing is conducted is that the specific nature
of administrative management is one in which the
primary SLA provider reaches agreements with secondary
SLA provider business-entity management or sales
personnel with minimal or no real business analysis
conducted at the SLA provision 



labor resource level. This is not to imply that all
due diligence or historical performance evaluation of
the secondary SLA providers is ignored, but rather a
general state of affairs as to what level of business
management is undertaken. Ultimately, the
quality/success of client SLA provision is the result
of SLA provision labor quality, capacity, and
availability in conjunction with adequate logistical
planning and communications. [00214] FIGS. 14A-B are
flow diagrams that illustrate high-level processes
applicable to human resource service provision
management. In FIG. 14A, a process flow 1400 begins at
step 1402. Steps 1402-1406 illustrate a process by
which primary SLA providers are systematically
notified of any existing secondary SLA provider
purchase orders that are not associated with at least
one SLA provision resource assignment record. At step
1402, the primary SLA provider user accesses a human
resource labormanagement module. At step 1404, the
primary SLA provider navigates a menu-driven GUI to
select unassigned secondary SLA provider purchase
orders. At step 1406, the system 100 provides a list
display report grouped by secondary SLA provider and
purchase orders. Although not explicitly depicted,
there will be access to record management in the event
that labor assignment affiliations already exist.
Record modification in the event of necessary
personnel changes would logically dictate such
functionality. [00215] Steps 1408-1416 address primary
SLA provider user selection of desired SLA provision
labor resources, which process depicts a mode by which
the secondary SLA provider had previously submitted
resource records during the RPx bid process. This
process can be variable and, although not explicitly
depicted, functionality is available for the secondary
SLA providers to transmit resource records for review
pretty much anytime during the review process. Such is
the case in the event that that submitted resource
records were unsatisfactory or no longer available for
assignment for any number of reasons. At step 1408,
the user selects an applicable secondary SLA provider
record and activates a managed human resource control.
At step 1410, the system 100 provides the user with a
listing of all secondary SLA provider resource
submittals applicable to the associated source RFx bid
response. At step 1412, the system 100 provides a
control for the user to link to resource(s) submittal
details. At step 1414, the user selects via a GUI
those specific human resources desired to provide SLA
provision coverage. At step 1416, the user saves the
approved resources record set and the system 100 sends
notification regarding same to the secondary SLA
provider. [00216] This process enables the primary SLA
provider user to examine the 



details of the submittal(s) and make their desired
selections accordingly. Although there are many
additional possible features not explicitly disclosed
herein, those having skill in the art will appreciate
that the review and selection process results in
primary SLA provider control over the resources that
will ultimately provide services on their behalf.
Table 53 contains details pertinent to labor resource
system enablement, while assignment details are
contained in Table 54. [00217] Upon selection of the
desired resources, the system 100 enables a reverse
affirmation process at steps 141 8-1424, by which the
secondary SLA provider can verify the resource
availability and their continued desire to affiliate
the resource with the applicable provision assignment.
At step 1418, the system 100 creates human
capitallabor assignment records for the approved
resources with a status of pending. At step 1420, the
secondary SLA provider confirms resource assignment
approval via a GUI. At step 1422, the primary SLA
provider is notified of assignment acknowledgement,
for example, via system notification. At step 1424,
the secondary SLA provider is provided with system
access credentials for applicable resources. [00218]
Steps 1426 - 1430 address administrative system
enablement of the SLA provision labor resource.
Various protective labor resource agreements can be
configured by a primary SLA provider upon system
access, such as, for example, NDA, IP protection, and
acknowledgement of temporary work agreements. This
process depicts a positive action by the labor
resource. Other results would occur in the event labor
resource agreements are not executed in a timely
manner or perhaps even out of disagreement. At step
1426, the secondary SLA provider resources access the
system 100 with provided credentials. At step 1428,
the secondary SLA provider resources execute
configured online agreements. At step 1430, system
notifications are sent to both the primary and
secondary SLA providers. [00219] Presuming that all
goes well with labor resource enablement, the next
process entails configuration of the labor resource
availability calendar at steps 1432- 1442. At step
1432, the secondary SLA provider is prompted to access
and configure a human resource calendar. At step 1434,
the secondary SLA provider accesses a human resource
calendar module. At step 1436, the secondary SLA
provider accesses a specific human resource record. At
step 1438, the secondary SLA provider provides
standard human resource blackout periods and general
periods of availability. At step 1440, the secondary
SLA provider repeats steps 1434 - 1438 for all
applicable assigned human resources affiliated with a
respective secondary SLA provider. At step 1442, upon 



completion of all resource calendar configurations,
the secondary SLA provider submits purchase order
assignment calendar configurations to the primary SLA
provider. [00220] At this stage of the process 1400,
the desired labor resource(s) have been designated for
the respective SLA provision service activities. The
process flow 1400 includes a sophisticated and
efficient logistical means by which labor resource
coverage periods can be input into the system 100 and
analyzed for planning support purposes. At a high
level, in human resource service provision management
in accordance with various embodiments, secondary SLA
providers are prompted to input the basic schedule of
the assigned SLA provision labor resources. Basic
configuration typically entails designationof standard
black out periods such as weekends or nights or
specific vacation or holiday periods. It should not be
expected that a labor resource would be on call for 24
hours each and every day; in contrast, the the
secondary SLA provider very well may be responsible
for 24 hour coverage. [00221] Typically, the RFx bid
contains information regarding the coverage time
frames contracted; on the other hand, it should also
be understood that in most cases complete coverage
period provision would typically entail utilization of
multiple labor resources and oftentimes multiple
secondary SLA providers. Thus, during the next
process, illustrated at steps 1445-1456, the primary
SLA provider defines any potential service provision
gaps. Ideally, the primary SLA provider establishes:
1) complete logistical coverage by each secondary SLA
provider; or 2) complete aggregate coverage by
multiple secondary SLA providers. The system 100
enables the primary SLA provider to statistically
validate the aforementioned scenarios via the
input/upload of labor resource calendar availability
data and analysis of the data. This statistical
validation is the focus of steps 1445-1456. [00222]
From step 1442, execution proceeds to step 1445 of
FIG. 14B. At step 1445, the primary SLA provider user
accesses the purchase order resource assignment list
within the human resource labor management module. At
step 1448, the primary SLA provider user activates and
evaluates coverage control. At step 1450, the system
100 provides the primary SLA provider a report
identifying any potential non-coverage periods or
blackout times. At step 1452, the system 100 provides
the primary SLA provider user the option to evaluate
aggregate coverage by all secondary SLA providers for
applicable coverage of specific SLA client provision
detail records. At step 1454, the primary SLA provider
user runs an aggregate coverage evaluation report. At
step 1456, the system 100 provides the primary SLA
provider a report identifying any potential aggregate
noncoverage 



periods or blackout times. [00223] Because the system
100 quantifies time in logically-segmented database
units, it is simple to provide an SLA provision labor
resource coverage report. The coverage analysis can be
performed either at the individual or aggregate
secondary SLA provider layer. Thus, individual
secondary SLA provider coverage analysis can be
reviewed or multiple secondary SLA provider resource
coverage periods, affiliated with a single SLA client
provision detail record, can be viewed collectively.
The primary SLA provider is provided with the data
needed to define whether the coverage is
adequate.Moreover, identification may be made of any
specific secondary SLA providers whose data input is
either incongruent with coverage times as quoted
during the RFx bid process or too limited in coverage
scope as decided by the primary SLA provider. In other
embodiments, a more sophisticated database management
system can be employed that locks in RFx bid response
coverage periods and thereby forces applicable
secondary SLA providers to complete resource labor
calendar records accordingly. [00224] Steps 1458-1466
relate to an interface provided to the primary SLA
provider user by which individual secondary SLA
provider black out coverage periods can be selected
and forwarded to applicable secondary SLA providers
with commentary regarding expected schedule
modifications that are anticipated by the primary SLA
provider user. A positive result includes existing
calendar record coverage modifications or submittal of
additional labor resources to fill in potential
coverage gaps. In the event of new submittals, the
submittal review process described above is
undertaken. The analysis and troubleshooting process
may be initiated as many times as a primary SLA
provider deems necessary to insure adequate SLA
provision coverage. [00225] Referring again to FIG.
14B, at step 1458, the system 100 provides the primary
SLA provider an option to issue a coverage
modification request to the secondary SLA provider(s)
of choice. At step 1460, the primary SLA provider user
selects applicable secondary SLA provider(s). At step
1462, the primary SLA provider user selects specific
blackout periods identified needing review for each
identified secondary SLA provider(s). At step 1464,
either calendar modifications of existing assigned
human resources are modified to mitigate blackout
periods or additional human resource submittals can be
made to bolster coverage scope or additional secondary
SLA providers can be solicited via RFx bids. At step
1466, regardless of modifications needed regarding
blackout periods, individual secondary SLA providers
administer all their own human resource schedules so
that real-time resource availability assessment is
provided. The data 



library for use in connection with human resource
calendaring functionality is stored in tables, such
as, for example, Tables 58-63. Actual calendar data
details applicable to an individual labor resource are
stored in tables, such as, for example, Tables 55-57.
[00226] FIG. 15 is a flow diagram that illustrates a
process of human resource calendar configuration.
Three primary configuration modes established within a
process flow 1500 are: 1) standard work schedule mode;
2) non-standard work schedule mode; and 3) daily
activities mode. The standard work schedule is a
standard expected schedule. Inthis mode, a secondary
SLA provider establishes a base schedule for a
specific labor resource who is affiliated to a
purchase order assignment. The input in this mode
establishes standard work days and standard hours of
worker availability. [00227] Referring again to FIG.
15, the flow 1500 begins at step 1502, at which step
the secondary SLA provider user accesses the human
resource labor management module. At step 1505, the
secondary SLA provider user navigates a menu driven
GUI to select the signed human resource records. At
step 1508, the system 100 provides a list display
report of all assigned human resources. At step 1510,
the user selects a desired human resource record. At
step 1512, the system 100 provides a list display
report of pertinent details and a link to the
applicable calendar. At step 1515, the user activates
calendar control. At step 1518, the system 100
provides an option menu that may include the
following: (1) configure standard schedule; (2)
configure other schedule blackouts; and (3) maintain
daily activities. At step 1520, the user activates a
configure standard schedule control. At step 1522, the
user is prompted with a weekly calendar view that
presents, for example, all seven days of the week. At
step 1525, the user provides input and saves same. At
step 1528, the user activates a configure other
scheduled blackouts control. [00228] In a typical
embodiment, the user needs only to activate a blackout
radio button for all days that represent standard off
days and save the settings. The user is also provided
a display of each of the non-blackout days with
incremental time breaks for every half hour, although
this is a standard configuration that can be modified
to the minute if need be. Each incremental break is
accompanied with two controls: 1) start; and 2) end.
The user configures each day by establishing both the
start time and end time. Upon conclusion the user
would save the settings and the standard calendar
settings are stored to the database for the applicable
SLA provision resource. Non-standard work schedule
input entails designation of other scheduled black out
periods. An example of this type of scheduled black
out period is vacation time or standard company
holidays. 



These periods by their very nature are variable and
are therefore non-standard. [00229] At step 1530, the
system 100 prompts the user to: (1) define labor
agreed holiday; and (2) define scheduled vacation
days. At step 1532, the user provides input and saves
same. The user is prompted to configure scheduled
holidays and vacation/personal days. The user
activates the control and is presented with, for
example, an annual calendar view segmented into 12
distinct months. The user selects the applicable
month, whichreturns a drilled-down view of the month
segmented into days. The user then selects the
applicable day and saves the input. The user is
prompted to designate the selection as either a
holiday or a personal day. The user saves the input
and continues until configuration is complete. [00230]
At step 1535, the system 100 provides the user
notification that the service provision resource
calendar is now active. At step 1538, the system 100
provides notifications to the primary SLA provider and
the secondary SLA provider human resource user that
the service provision resource calendar is now active.
At step 1540, the secondary SLA provider user
activates a maintain daily activities control. At step
1542, determination is made whether the specific
resource has any planned service provision callouts.
If the answer to the determination in step 1542 is
positive, execution proceeds to step 1545. [00231]
Daily activities scheduling represents the input
applicable to ongoing/continuous calendar availability
applicable to an individual labor resource. The nature
of outsourced labor utilization means that typically
no laborer is waiting for one particular client to
call with a problem. Thus it is typical that a
specific labor resource is utilized to provide
services to numerous SLA clients and numerous primary
SLA providers as well. This calendar mode enables a
current resource labor tracking mechanism by which
specific blackout periods can be administered in the
system 100 to provide real time availability
reporting. [00232] During steps 1545-1555, the user
navigates to a point where daily blackout
administration can be accessed. At step 1545, the
system 100 prompts the user to select a work week and
work day. At step 1548, the system 100 prompts the
user to select the beginning of the blackout period.
At step 1550, the system 100 prompts the user to enter
the anticipated duration of the service call
affiliated to the applicable human resource. At step
1552, the system 100 prompts the user to complete
additional detail fields. At step 1555, the system 100
saves the input from steps 1545-1552. The applicable
SLA provision resource is designated by the secondary
SLA provider user and 



the user is presented by default a view of the current
daily calendar; typically in a halfhour incremental
view. The user selects the daily activity start time
and end time and saves the setting. The input is
stored and the SLA provision resource shows as
unavailable for dispatch during this blacked out time
frame. Calendar detail data is stored in tables such
as, for example, Tables 55-57. Table 55 is a control
table that stores theidentity of the labor resource
and the applicable PO Assignment. There can be
multiple assignment coverage periods for one labor
resource. Table 56 stores the basic work schedule,
while Table 57 stores non-standard black out period
details as well as daily black out periods as
administered by the secondary SLA provider. [00233]
FIG. 16 illustrates a database schema that supports
the human resource service provision management
function. Those having skill in the art will
appreciate that various embodiments provide the
primary SLA provider with provisioning labor force
logistical visibility and planning functionality
necessary to meet the SLA demands of their clients.
Although not explicitly depicted, the configuration of
systematic waning notifications to a primary SLA
provider in the event of total labor blackout for one
or more SLA client provisioning detail records is a
natural provisioning feature. In various embodiments,
advanced configurations may be implemented so that
systematic actions and applicable notifications can be
initiated to counter SLA client provisioning coverage
black holes. [00234] Previous activities have been
prerequisites leading up to logistical
administration/management of SLA service provision and
quality assurance validation by applicable SLA
clients. The primary topics covered regarding SLA
provision dispatch include: 1) enabling service
provision request functionality by which an SLA client
can create and submit a service provision request to a
primary SLA provider; 2) enabling primary SLA provider
system query features that can be used to output a
listing of configured secondary SLA providers as well
as their applicable pricing and availability of
pertinent human capital resources designated for
service provision dispatch; 3) enabling primary SLA
provider selection of specific available SLA provision
Resource(s) as desired for potential dispatch; 4)
enabling a primary SLA provider to systematically
submit a service provision dispatch request record to
a secondary SLA provider; 5) enabling a secondary SLA
provider to confirm resource availability and
subsequent dispatch of the resource to the primary SLA
provider; and 6) enabling a primary SLA provider to
confirm resource dispatch to an SLA client. [00235]
FIG. 17A is a flow diagram illustrating a process flow
applicable to the 



logistical provision and administrative function. A
process flow begins at step 1702. Steps 1702-1720
depict a process by which an SLA client submits a
service provision request to the primary SLA provider.
At step 1702, the SLA client user accesses the system
100, navigates an applicable menu and activates a
create provision request control.Step 1702 does not
explicitly indicate any user constraint or the use of
specific authorization rights; however, various
embodiments of the invention may integrate user roles
and specific data processing rights/authority if so
desired by an SLA client. At step 1705, the system 100
prompts the user to specify SLA client location and
identifier. Step 1705 indicates an SLA client user
selection of location to begin the query process. This
is just a sample mode and not an inherent restriction.
For instance, the query process may begin with a
contract reference or a search for a specific
provision detail record. At step 1708, the system 100
provides the user with a list display of contracts and
applicable SLA agreement provision services. Step 1708
is augmented with FIG. 17B, which depicts a simple GUI
in a form embedded with active controls enabling an
SLA client user access to critical SLA provision
information. The SLA client user either recognizes
immediately the applicable SLA provision detail record
or utilizes the embedded controls to ascertain through
information review which pertinent SLA provision
detail record(s) require provisioning. In FIG. 17B,
the controls are all potentially active to provide the
user with additional information views. However,
1708-A9 is inactive/ghosted until such time that at
least one record was selected at 1708-A1. Each
embedded link would provide the user with a new UI
presenting information applicable to the column
header. The SLA client user uses the check box(es)
provided to designate which SLA provision detail
record(s) will be associated with the SLA service
provision request. The selection of the specific
records in step 1710 triggers an additional UI input
form, by which the SLA client user may add commentary
at step 1712 if so desired. [00236] At step 1710, the
user selects desired SLA provision service record(s)
and saves the selection. At step 1712, the system GUI
provides the user with additional input fields. The
user completes the additional inputs and saves. Those
having skill in the art will appreciate, through
review of Tables 64-66, that in a typical embodiment,
during the process depicted at steps 1702-1712, the
SLA client user is only be able to provide input to
minimal fields since the rest are all default data.
Additional input field options could easily be added
to the database if the nature of the provision service
work warranted such data element addition(s). [00237]
At step 1715, the system 100 prompts the user to
submit the SLA 



provision service request to the SLA provider. Though
not explicitly depicted at step 1715, in various
embodiments, an SLA client user could have the ability
to variably route a service provision request to a
designated primary SLA provider user, such as a
technicalaccount manager for instance, if business
requirements dictate such a scenario. Details
applicable to steps 1702-1715 are stored in tables,
such as, for example, Tables 64-67. At step 1720, the
user submits the SLA provision service request to the
SLA provider. [00238] Steps 1721-1728 depict a process
by which the primary SLA provider gains systematic
access to secondary SLA provider details affiliated
with the SLA client service provision request. At step
1721, the system 100 notifies the primary SLA provider
of a newly-submitted SLA provision service request.
Although not explicitly depicted at step 1721, service
provision request responsiveness is typically
administered and managed within the system 100,
meaning the field dispatchresponseTimeID in Table 30
is active and utilized to create expedition
notifications in the event that service provision
request handling, by applicable parties, is not
proceeding to pre-configured expectations/scheduling.
Moreover, in various embodiments, an expanded user
role function is utilized to variably route/designate
expedition notifications to specific primary SLA
provider users. On the other hand, SLA client users
are noticed as to the status of the service provision
request handling. [00239] At step 1723, the primary
SLA provider user accesses the new SLA provision
service request, for example, via a GUI. At step 1725,
the primary SLA provider user activates a display
provision coverage control. At step 1728, the system
100 provides the user with a list display of
authorized secondary SLA provider(s) and applicable
approved human resources authorized to provide
provision services for the respective provision detail
record. The display typically shows, for example,
availability, pricing, service metrics. Step 1728
provides the applicable primary SLA client user with a
summary output view of affiliated secondary providers
as shown in FIG. 17C. [00240] In FIG. 17C, 1728-A1 is
simply a selection check box option for the primary
SLA provider user. However, this option is typically
inactive/ghosted to the user in the event that the
count of available resources in 1728-A5 is zero. When
a user launches an active control in 1728-A5, a list
display of the respective available human resources
and their calendar availability summary is provided.
The business information available for a primary SLA
provider user not only results in resource visibility
for potential dispatch, but also provides a window to
critical financial and quality assurance business
information enabling a best in class decision process.



[00241] Steps 1730-1732 depict a process by which a
primary SLA provider selects, if desired, preferred
specific available SLA provision Resources to be
dispatchedto an applicable SLA client location. At
step 1730, the primary SLA provider user selects a
desired secondary SLA provider record and a human
resource preference if multiple resources are
available. At step 1732, the primary SLA provider user
saves selection(s). Although step 1730 depicts an
illustrative process in which only one secondary SLA
provider record is selected, multiple records can be
selected. A primary SLA provider user may select
multiple secondary SLA providers to receive a
provision dispatch request record. In this event, the
system 100, in a typical embodiment, handles the work
flow in a First In - First Out manner, m another
scenario, the situation could be critical in nature
and mandate the dispatch of all available resources,
regardless of secondary SLA provider affiliation.
Various embodiments of the invention may enable
multiple SLA provision resource dispatch requests from
multiple secondary SLA providers. [00242] Upon
selection of the secondary SLA provider record,
subsequent application functionality may enable the
user to drill down into more detail and, if desired,
the primary SLA provider user may designate a
preferred SLA provision resource or list of resources
desired for the provision call out. There are numerous
reasons as to why a particular resource may be
desired. Reasons include, for example, favorable
historical quality metrics or SLA client preference.
The information is stored in tables, such as, for
example, Tables 68 and 69. Data stored in tables such
as Tables 70-71 serves as source data for a field in
Table 68. The identity of any preferred SLA provision
resources slated for dispatch is stored, for example,
in Table 69. [00243] Steps 1735-1738 depict a process
by which a primary SLA provider issues a service
provision dispatch request. At step 1735, the primary
SLA provider user is prompted to send a service
provision dispatch request. At step 1738, the primary
SLA provider user submits the service provision
dispatch request to the applicable secondary SLA
provider. [00244] Steps 1740-1755 depict a process by
which a secondary SLA provider systematically confirms
resource availability and resource dispatch to an
applicable primary SLA provider. At step 1740, the
system 100 notifies the secondary SLA provider of the
new service provision dispatch request. At step 1742,
the secondary SLA provider user accesses the new
service provision dispatch request. Steps 1740-1742,
though not depicted, can be administered/managed more
tightly within the system 100 as was indicated in step
1721.[00245] At step 1745, the secondary SLA provider
user validates human resource 



availability. Step 1745 depicts only a positive result
regarding resource availability. Those having skill in
the art will appreciate that this will not always be
the case; however, the negative resulting transactions
are being left out so as to not obscure salient
features of various embodiments of the invention. In
the event of negative resource availability, contrary
to administered calendar data, in a typical
embodiment, the system 100 tracks such secondary SLA
provider deficiencies for quality metrics purposes and
calculates the inefficiency factor of a secondary SLA
provider regarding their resource capacity and
availability. Upon resource availability validation,
the system 100 typically prompts the secondary SLA
provider to send dispatch verification to the
applicable primary SLA provider. Additional details
are input and stored during this process which when
saved uploads a new record to the database stored in
Table 72. [00246] At step 1748, the system 100 prompts
the secondary SLA provider to send a human resource
dispatch notification to the primary SLA provider. At
step 1750, the secondary SLA provider user activates
the submit dispatch validation control. At step 1752,
the secondary SLA provider completes additional fields
and saves the inputs. At step 1755, the secondary SLA
provider submits the dispatch record. [00247] During
steps 1740-1755, the secondary SLA provider is forced
to establish the identity of SLA provision resource,
the time of dispatch, and the estimated time of
arrival during step 1745 with the inputs being stored,
for example, in Table 72. Furthermore, the location
information relative to facility access, directions
etc. are provided and during this process acknowledged
by the secondary SLA provider. As much as steps
1740-1755 force the secondary SLA provider to commit
regarding logistical labor dispatch, these steps also
provide the secondary SLA with the critical SLA client
logistical information for proper provisioning
dispatch. [00248] Steps 1758-1768 depict a process by
which a primary SLA provider systematically notifies
the SLA client of SLA provision Resource dispatch to
the provision location. At step 1758, the system 100
notifies the primary SLA provider of the dispatch
record. At step 1760, the primary SLA provider
accesses dispatch validation record and confirms
receipt. At step 1762, the system 100 prompts the
primary SLA provider to send a dispatch validation
notification to the SLA client. At step 1765, the
primary SLA provider user activates the send dispatch
validation control. At step 1768, the system 100 sends
notifications to the SLA client and the dispatch
record is made available online.Steps 1758-1760 can be
time-administered and managed via expedition
configuration if desired. The process of steps
1758-1768 completes the circuit that begins with an
SLA 



client problem and ends with the SLA client user being
notified of provision resources' estimated time of
arrival. [00249] FIG. 18 illustrates a database schema
that supports the logistical provision and
administrative function. Those having skill in the art
will appreciate that various embodiments of the
invention use a supporting data schema and application
processing that not only introduce badly needed
visibility and logistical control into a provisioning
endeavor but also integrates necessary personnel and
communications onto a single platform. Although not
explicitly depicted, configurations may be established
within various embodiments by which increased
automation can be introduced to enable systematic
provisioning request and labor dispatch. Such a
scenario is often desirable in the event that
applicable primary SLA provider personnel are not
available to respond to an SLA client provisioning
service request. [00250] FIGS. 19A-19B illustrate
processes applicable to SLA provision work
acknowledgement and quality assurance. The description
associated with FIGS. 19A-B focuses on tracking and
documentation of pertinent provisioning activities
that take place pursuant to a service provision
dispatch. In a scenario in which either a secondary
SLA provider or SLA client contacts a primary SLA
provider to notify them that a dispatched provision
resource failed to arrive at a provision location
site, the system 100 may include functionality for
handling such a scenario. Functionality may be
provided to an SLA client user to initiate a no-show
work flow process or, upon a direct communication to
the primary SLA provider user, such as a phone call, a
work flow process may be enabled to re-start the
process, step 1725 at the point of available provision
resource review (See FIG. 17 C) while referencing the
already-stored database records applicable to the
provision work at hand. [00251] The description
relative to FIGS. 19A-B focuses on: 1) enabling
secondary SLA provider resource access to a service
disposition voucher function by which details
relative, for example, to work performed, materials
deployed, and timing are input into the system 100 in
response to a service provision dispatch request; 2)
enabling secondary SLA providers to submit a service
disposition voucher to a primary SLA provider for
review and approval disposition; 3) enabling primary
SLA provider to review and approve a service
disposition voucher from secondary SLA provider; 4)
enablingprimary SLA provider to create a primary SLA
provider service disposition voucher with reference
from the secondary SLA provider service disposition
voucher and submit same to an SLA client for review
and disposition; 5) enabling SLA client to process a
primary 



SLA provider service disposition voucher and provide
quality assurance assessment information; and 6)
enabling systematic notification to primary and
secondary SLA provider users upon SLA client service
disposition voucher processing. [00252] Referring
again to FIG. 19A, a process flow 1900 begins at step
1902, at which step the secondary SLA provider
resource completes a service provisioning callout.
Steps 1904-1918 depict a process of SLA provision
resource service disposition voucher handling. At step
1904, the secondary SLA provider resource navigates a
menu driven GUI to select a work voucher function. At
step 1906, the system 100 provides a list display
report of all provision dispatch records with a status
of open. The list display presented to the SLA
provision resource would typically be capable of
handling multiple assignments (e.g., multiple
assignments where open dispatch records are
prevalent). [00253] At step 1908, the user selects a
desired provision record. The action in step 1908
results in the system 100 providing a service
disposition voucher UI at step 1910. The UI typically
inherits all of the pertinent details affiliated with
the provision dispatch record set. Thus, the SLA
provision resource would typically need only to
complete the data input applicable to the service
provision work performed, which input is accomplished
at step 1912. Upon saving of the input at step 1914,
the system 100 stores the transaction details, for
example, in Tables 73-77. [00254] Once the voucher
record is saved, the SLA provision resource is
prompted to submit the voucher to the pre-configured
secondary SLA provider user for review and subsequent
transaction processing at steps 1916 and 1918. The
action taken at step 1918 triggers notification to the
preconfigured secondary SLA provider user at step
1920. [00255] At step 1922, the user accesses the new
provision voucher from a menu or provided link. Step
1922 depicts the process by which a secondary SLA
provider user navigates to the specific functional
application module that enables service disposition
voucher processing. The access is enabled via standard
menu navigation or by activating the specific
dashboard notification link applicable to the voucher
transaction. [00256] Steps 1924-1934 depict secondary
SLA provider service disposition voucher handling. At
step 1924, the system 100 provides the user with a
voucher interfaceGUI. The voucher contains pricing as
established on the secondary SLA provider purchase
order. The system 100 presents to the secondary SLA
provider user the voucher information submitted by the
SLA provision Resource as well as information
integrated from the applicable secondary SLA provider
purchase order and applicable PO line 



item(s). Step 1924 is primarily a validation step
providing the secondary SLA provider awareness of the
completed provision work and review of the purchase
order details contained within the voucher. [00257] At
step 1926, the user validates via system input the
voucher details and saves same. Step 1926 is a
physical validation of the information stored in the
database by the secondary SLA provider user. The
validation action results in a system prompt to the
secondary SLA provider user to complete any applicable
taxation assessment input at step 1928. Upon
completion of the taxation data input or validation,
if taxation assessment is preconfigured, the secondary
SLA provider user saves the data settings at step
1930. [00258] Steps 1932 -1934 result in submittal of
the work acknowledgement voucher to the configured
primary SLA provider user. At step 1932, the system
100 prompts the user to submit the voucher to the
primary SLA provider. At step 1934, the user submits
the voucher to the primary SLA provider for
review/approval. [00259] Steps 1936-1944 depict a
process by which a primary SLA provider reviews and
makes disposition upon a submitted secondary SLA
provider service disposition voucher. Steps 1936-1938
enable the configured primary SLA provider user access
to the submitted secondary SLA provider service
disposition voucher. At step 1936, the system 100
notifies the primary SLA provider of the new provision
voucher. At step 1938, the primary SLA provider user
accesses the new provision voucher from a menu or
provided link. [00260] At step 1940, the system 100
provides the user with a voucher interface GUI. The
voucher contains pricing as established on the
secondary SLA provider purchase order. The primary SLA
provider user is typically provided an interface with
a record display detailing all the pertinent details
applicable to the service provision activity as well
as the secondary SLA provider Purchase Order. At step
1942, the user has the option of either approving or
disapproving of the detailed information provided
therein. A positive action is depicted, by which the
submitted service disposition voucher is approved at
step 1944. After step 1944, the secondary SLA provider
user is systematically notified of the approval of the
submitted service disposition voucher.[00261] Steps
1946- 1954 depict a process by which the primary SLA
provider can integrate the details from an approved
secondary SLA provider service disposition voucher
into a distinct primary SLA provider service
disposition voucher, which will inherit applicable SLA
client purchase order data. Once the approval of the
voucher occurs at step 1944, the primary SLA provider
user is prompted to create a new service 



disposition voucher at step 1946, for example, by
activating the provided control at the UI. The
depicted process is of a linear nature for
illustrative purposes only. The creation of the new
service disposition voucher can variably be undertaken
at a different time and by different personnel if
configured accordingly by a primary SLA provider. The
user creates a new service disposition voucher at step
1948, which triggers a process and data integration
similar to that of the secondary SLA provider handling
of the service disposition voucher at steps 1908-1910.
[00262] Referring now to FIG. 19B, at step 1950, the
system 100 provides the user with a voucher interface
GUI. The voucher contains pricing as established on
the SLA client purchase order. The system 100 creates
a primary SLA provider service disposition voucher
that contains the details applicable to the physical
service provision work performed as well as the
pertinent financial details relative to the SLA client
purchase order. [00263] There is not necessarily a
business reason for the SLA client to see any
pertinent details applicable to the secondary SLA
provider except for the data input relative to the
service provision work as entered by the SLA provision
resource. Thus, the new primary SLA provider service
disposition voucher is created which contains details
pertinent to the relationship between the SLA client
and the primary SLA provider. [00264] Steps 1952- 1954
depict actions taken by a primary SLA provider user to
approve and submit the completed primary SLA provider
service disposition voucher to the SLA client.
Although the system 100 creates a new primary SLA
provider service disposition voucher, the data is
actually a sub-set of data contained in Tables 73-77.
Those having skill in the art will appreciate that a
simple database structure alternative could have this
data stored in distinct tables using referential
database connections. [00265] Steps 1956-1988 depict
the steps taken by an SLA client while processing the
submitted primary SLA provider service disposition
voucher. At step 1956, the system 100 notifies the SLA
client of the new provision voucher. At step 1958,the
system 100 provides the user with a voucher interface
GUI. The voucher contains pricing as established on
the SLA client purchase order. [00266] At step 1960,
the SLA client user is prompted to approve or decline
the service disposition voucher as submitted. Although
not explicitly depicted, in various embodiments the
SLA client may incorporate enhanced user roles and
work flow and make the approval configuration more
complex and robust. Presuming the SLA client user
approves of the information contained within the
service disposition voucher at step 



1960, the user is prompted by the system 100 at step
1964 to activate a control that launches a quality
assurance assessment session at steps 1964-1966. At
step 1964, the system 100 prompts the user to complete
a QA appraisal. At step 1966, the user activates a QA
session control. Once the Q/A session is launched, the
system 100 at step 1968 provides the user with a GUI
form enabling the SLA client to assess the quality and
timeliness of the service provision work as well as
the timeliness and administrative ease of the
provisional logistics that preceded the physical
service provisioning. [00267] Upon completion of the
assessment, the SLA client is prompted to save their
input at step 1970. This action triggers system 100
updates at step 1972 and subsequent systematic
notifications of the approval to the applicable
primary and secondary SLA provider users at step 1974.
[00268] If, at step 1960, the SLA client user declines
the service disposition voucher, execution proceeds to
step 1978. At step 1978, the SLA client user is
prompted to complete a declination assessment, since
there is at this point in time a debate regarding
aspects of the provisioning services. [00269] At step
1980, the system 100 provides the SLA client user with
a GUI enabling designation of specific information
objections as well as commentary input to justify any
such objections. At step 1982, the SLA client user
completes their assessment and saves the input. This
action triggers the system 100 to store the record at
step 1984 and subsequent notification of the
declination to applicable primary and SLA provider
users at step 1986. Step 1988 represents a start over
that may be designed for purposes of application
processing to be a perpetual loop by which an
intervention process could be introduced and input
acquired and stored from multiple parties. Details
pertinent to voucher declination are stored in a table
such as, for example, Table 8 1 while the declination
codes themselves are stored in a table, such as, for
example, Table 80.[00270] FIG. 20 illustrates a
database schema that supports SLA provision work
acknowledgement and quality assurance. [00271] SLA
penalties assessment are a matter of database
comparison, given that provision failure is typically
a matter of: 1) dispatch untimeliness, 2) provision
arrival timeliness or 3) provision failure. In the
case of scenarios 1) and 2), the systematic use of
status code management, date/time record stamping, and
user validation adequately monitors these provisioning
aspects. As for scenario 3), penalty assessment is a
function of the SLA client voucher disposition. A
discussion of the bill/pay function concerns the
financial data processing function of the system 100.
An information thread is sequenced 



as follows: [00272] SLA client contract information
tied to [00273] provision detail records tied to
[00274] SLA client PO records tied to [00275] primary
SLA provider RFx bids tied to [00276] secondary SLA
provider RFx bid responses tied to [00277] RFx bid
awards tied to [00278] secondary SLA provider PO
records. [00279] The above information thread
completes the administrative setup that results in SLA
provision coverage. [00280] The continuing information
thread is as follows: [00281] SLA client service
provision request (generated with reference to a
provision Detail Record) tied to [00282] primary SLA
provider service provision dispatch request tied to
[00283] secondary SLA provider service provision
dispatch tied to [00284] provision Resource service
disposition voucher tied to [00285] secondary SLA
provider service disposition voucher tied to [00286]
primary SLA provider service disposition voucher tied
to [00287] SLA client service disposition voucher
Processing. [00288] Various elements covered below
include: 1) configured systematic extract of approved
SLA client approved service disposition vouchers; 2)
systematic generation of primary SLA provider to SLA
client billing invoice files; 3) systematic generation
of secondary SLA provider to primary SLA provider
billing invoice files; 4) primary SLA provider Payment
Receipt data upload feature upon SLA client payment;
and 5) primary SLA provider Payment Release to
secondary SLA provider feature premised upon SLA
client payment. [00289] FIG. 21 is a flow diagram that
illustrates processes applicable to a billpay
function. Steps 2102-2105 depict base extract of SLA
client approved service disposition vouchers. This
extract is configurable during program set up and
entails the designation of an extract cycle period.
The extraction record set information is stored in
tables, such as, for example, Tables 82-83. Table 83
contains the identity of individual service
disposition voucher line items; thus, the extract
procedure validates record nonexistence within this
table as qualification for data extraction, meaning
that records would not be redundantly extracted in
error. Although not explicitly depicted, record
extract can 



be configured in a more robust fashion, by which
variable factors such as payment terms and accounting
cycles can be introduced to effect specific record set
extraction. [00290] Steps 2108-21 10 depict processes
by which billing invoice files are generated from the
base extract. At step 2108, the system 100 produces as
configured billing invoice files for each SLA client.
At step 2110, the system 100 produces as configured
billing invoice files for each secondary SLA provider.
Because the system 100 is full life cycle transaction
and business entity centric, invoice files are
generated for both billing to the SLA client on behalf
of the primary SLA provider and billing to the primary
SLA provider on behalf of the secondary SLA provider.
The invoice files are multiple in the event that
within the extract cycle period there were
transactions for more than one SLA client and more
than one secondary SLA provider. [00291] Steps 2 112 -
2128 collectively represent primary SLA provider
billing invoice file handling. These steps depict a
control process by which designated primary SLA
provider user(s) can access and review the compiled
files. The process is configurable and may in various
embodiments be bypassed if a primary SLA provider opts
not to undertake the review and release process. At
step 2112, the system 100 notifies the authorized
primary SLA provider user that new billing invoice
files are available for processing. At step 2 115, the
primary SLA provider user accesses the financial
management module. At step 2118, the primary SLA
provider accesses billing invoice files. At step 2120,
the primary SLA provider selects a new billing invoice
file. At step 2122, the system 100 displays to the
user a billing-invoice summary view. At step 2125, the
system 100 prompts the user to release billing-invoice
files. At step 2128, the userreleases the
billing-invoice files. At step 2130, the system 100
generates variable SLA client billing invoice files.
[00292] Upon release of the billing invoice files at
step 2128, the system 100 generates parsed SLA client
and secondary SLA provider billing invoice file views
at steps 2130- 2132. At step 2135, designated system
users are notified that billing invoice files have
been made available for review. The files are
available for review within the system 100 to
authorized configured users only. Only records
pertinent to a specific business entity are typically
viewed by users of the business entity (e.g., SLA
client or secondary SLA provider). If desired the
invoice files may be additionally transmitted, for
example, via EDI if business methods warrant such
transaction modes. [00293] Steps 2138-2148 depict a
process by which the secondary SLA provider and SLA
client acknowledge receipt of the files. SLA client
acknowledgement is in no 



way connected to or dependent upon secondary SLA
provider file receipt acknowledgement. With EDI and
EFT technologies this could be a silent transaction
process by which funds are moved based upon service
disposition voucher approval. After all, the financial
transactions would be limited to source data elements
that would already have gone through various approval
processes. [00294] At step 2138, an authorized SLA
user accesses the financial management module. At step
2140, the SLA client accesses billing invoice files.
At step 2142, the system 100 notifies the primary SLA
provider of billing invoice receipt acknowledgment. At
step 2145, the system 100 prompts the SLA client user
to validate billing invoice file receipt. At step
2148, the SLA client user validates the billing
invoice file. [00295] At step 2150, the SLA client
pays the primary SLA provider in accordance with
contractual terms and conditions. At step 2152, the
primary SLA provider uploads cash receipts file data
into the system 100 or manually updates billing
invoice record status to paid. At step 2155, the
primary SLA provider runs a secondary SLA provider
invoices pending report. At sep 2158, the system 100
prompts the user to authorize payment. At step 2160,
the user authorizes payment. At step 2162, the
secondary SLA provider is notified of payment
authorization. At step 2165, the primary SLA provider
pays the secondary SLA provider in accordance with
contractual terms and conditions. At step 2168, the
primary SLA provider uploads cash payments file data
into the system 100 or manually updates secondary SLA
provider billing invoice records status to paid. At
step 2170, payment data is available online for
authorized users.[00296] FIG. 22 illustrates a
database schema that supports the bill-pay function.
[00297] FIG. 23 is a macro-level view of information
management and decision support functionality in
accordance with principles of the invention. In FIG.
23, a system 2300 includes an SLA provisioning
management application database 2350 that receives as
inputs a master data processing throughput 2310, a
procurement processing throughput 2320, an SLA
provisioning processing throughput 2330, and a
financial processing throughput 2340. [00298] Outputs
from the SLA provisioning management application
database 2350 include an SLA client provisioning
requirements planning & strategic coverage analytics
output 2355, an SLA provider performance metrics &
ongoing decision support requirements provisioning
output 2360, a contractual SLA provisioning analytics
output 2365, a warranty & materials performance
analysis output 2370, and an SLA provisioning
profitability & financial analysis output 2375.
Referring now in particular to the output 



2355, a primary SLA provider utilizing an outsource
mode to meet SLA service provision requirements for
their SLA clients could unnecessarily risk failure if
their provision servicing network is inadequate upon
initial setup. [00299] Various processes enable
decision support functions inherent in the output
2355. These include: 1) contract information
translation to provision detail records; 2) human
resource provision skill profiling; 2) SLA client
location mapping to provision detail records; 3)
secondary SLA provider RFx bid and SLA provision
resource submittal response processing; 4) SLA
provision resource assignment; and 5) SLA provision
resource calendar configuration/administration. The
methodology provides a primary SLA provider the means
by which SLA provision network gaps or inefficiencies
can be identified before contractual SLA provision
coverage initiates. If a primary SLA provider were to
have zero historical data for the purpose of
analytics, the methodology employed could be leveraged
to identify potential SLA provision deficiencies
based, for example, upon: 1) geographical coverage; 2)
skill proficiency coverage; or 3) time frame coverage.
On the other hand, if a primary SLA provider were to
have existing data relative to SLA service provision
frequency at the time of the analysis, more detailed
variable views could be generated to broaden the scope
of provision gap identification. [00300] The value of
the risk-identification decision support mode goes
well beyond its utilization during coverage network
setup. Once the provision network is configured, an
alarm monitor may be configured that systematically
notifies a primarySLA provider in the event that all
assigned resources affiliated with a specific
provision Detail Record/PO have been blacked out.
[00301] Turning now to the output 2360, various
processes enable SLA provision performance analysis.
The processes include: 1) specification of SLA
provision response time frame affiliated with
provision detail record(s); 2) online SLA client
service provision request processing affiliated with
provision detail record(s); 3) tracked primary SLA
provider service provision request processing; 4)
tracked secondary SLA provider service provision
dispatch request processing; 5) tracked secondary SLA
provider service provision dispatch processing; 6) SLA
provision resource service disposition voucher
processing; 7) secondary SLA provider service
disposition voucher processing; 8) primary SLA
provider service disposition voucher processing; and
9) SLA client service disposition voucher processing.
These processes provide a means of acquiring details
necessary to adequately track and manage SLA provision
performance. Those having skill in the art will
appreciate that SLA service provisioning in a service
provision life cycle 



context begins with an SLA client service request and
culminates with assessment being made as to the
quality of the provision service work. When viewed in
this context, the life cycle may be broken down into
sub-functions that can be measured and analyzed.
Various embodiments permit quantification and
analytics relevant but not limited to: 1) primary SLA
provider impact upon SLA provision time frame
objectives; 2) secondary SLA provider impact upon SLA
provision time frame objectives; 3) SLA provision
resource impact upon SLA provision time frame
objectives; 4) SLA provision resource impact upon SLA
provision service objectives; and 5) SLA client
satisfaction/dissatisfaction. Analysis can be
undertaken regarding secondary SLA provider macro
performance (i.e., as a business entity) or micro
performance (i.e., accounting for individual provision
resource performance) [00302] Turning now to the
output 2365, various processes enable contractual SLA
provisioning analysis, i contrast to the output 2360,
which stresses provider performance, the output 2365
stresses an inverse view that looks at contract SLA
performance in terms, for example, of SLA
non-provision penalties and SLA provision objective
metrics. SLA provision performance can be viewed in
various dimensions, such as multi-contract SLA client
aggregate provision performance or aggregate SLA
performance views for multi-SLA client contracts
specific to a particular product and or service and or
internal business organization.[00303] Furthermore,
various embodiments enable a primary SLA provider to
view contracts in a unique manner. Because of the
skill profiling functionality and database-driven SLA
response time frame codes, contract comparison views
are enabled that readily point out similarities and
differences pertinent to SLA client contracts that
specifically entail coverage for similar products
and/or services. SLA contracts often vary from SLA
client to SLA client. Some variances may be small and
some variances may be significant. Various embodiments
provide the means of exposing these variances in a
manner that is suitable for review and analysis.
[00304] SLA contracts, for a particular geographic
region or SLA clients in a particular industry such
as, for example, telecommunications, contain provision
response time frames that are half of all other
applicable SLA contracts. This major variance could
potentially be correlated, for example, to a
particular sales organization or roll over contract
provision terms. Furthermore, various embodiments
provide direct metrics outputs pertaining to the
impact of those variances. A system objective is to
provide the primary SLA provider with all of the views
necessary to not only identify SLA contract 



provision. [00305] Turning now to the output step
2370, in analogous fashion to contract parameter
analysis, so too can specific service and material
warranty parameters be tracked and managed. Turning
now to step 2375, SLA provisioning profitability &
financial analysis output pertains, for example, to
contract pricing, secondary SLA Pricing, SLA provision
penalties, and material costs. Analytics are enabled
that ultimately aim to improve bottom-line financial
business performance. [00306] Embodiments of the
present invention may be implemented in, for example,
hardware, software (e.g., carried out by a processor
that executes computerreadable instructions), or a
combination thereof. The computer-readable
instructions may be program code loaded in a memory
such as, for example, Random Access Memory (RAM), or
from a storage medium such as, for example, Read Only
Memory (ROM). For example, a processor may be
operative to execute software adapted to perform a
series of steps in accordance with principles of the
present invention. The software may be adapted to
reside upon a computer-readable medium such as, for
example, a magnetic disc within a disc drive unit. The
computer-readable medium may also include, for
example, a flash memory card, EEROM based memory,
bubble memory storage, or ROM storage. The software
adapted to perform according to principles of the
present invention may alsoreside, in whole or in part,
in static or dynamic main memories or in firmware
within a processor (e.g., within microcontroller,
microprocessor, or a microcomputer internal memory).
[00307] Illustrative Tables 1-91 follow:Table Key 1 -
Design 2 - Design 3 - Design- Data tblSLAProvisionT es
(Data View) - Design - Data - Design - Data
tblSLAProvisionTimes (Data View) - Design- Design -
Design - Design - Design - Design 



- Design- Design - Design tblBusinessSector (Design
View) Column Data Type Length BusinessSectorlD int
bsDescription varchar 100 bsVisibleFlag bit bsSortld
int - Design tblBusinessArena (Design View) Column
Data Type Length BusinessArenalD int
baBusinessSectorlD int baBusinessArenaName varchar 100
baVisibleFlag char baSortlD int - Design - Design -
Design - Design- Design - Design - Design - Design -
Design - Design- Design - Design - Design- Design -
Design - Design - Design - Design- Design - Design -
Design - Design - Data89 - Design 



89 - Data- Design - Design - Design- Design- Design -
Design - Design - Design- Design - Design - Design -
Design- Design - Design- Design - Design - Design91 -
Design- Design - Design - Design - Design- Design -
Design - Design - Design - Design - Design - Design
tblDateTime (Design View) Column Data Type Length
GMTHaIfHourlD int GMTHourDesc varchar- Design - Design
- Design - Design- Data tblSLAProvisionRequestStatus
Data View - Design - Design- Design - Data
tblSLAResourcePispatchPreference Data View - Design -
Data tblSLADispatchRequestStatus Data View - Design73
- Design 



74 - Design75 - Design 76 - Design 76 - Data
tblSLAVoucherProvisionOutcomeStatus (Data View)
ProvisionOutcomeStatuslD ProvisionOutcomeStatusDesc 1
Provison_Complete No Provision Needed
ProvisonJncomplete_Need_Troubleshooting Provison
Incomplete Need Parts J Provison Incomplete Out Of
Scope Provision 77 - Design 77 - Data
tblSLAVoucherStatus Data View78 - Design 78 - Data
tblSLAVoucherProvisionPerformance Data View 79 -
Design 79 - Data tblSLAVoucherLogisticPerformance Data
View 80 - Design 80 - Data
tblSLAVoucherDecinationCodes Data View) 8 1 - Design82
- Design 83 - Design 84 - Design85 - Design 86 -
Design87 - Design[00308] The previous Detailed
Description is of embodiment(s) of the invention. The
scope of the invention should not necessarily be
limited by this Description. The scope of the
invention is instead defined by the following claims
and the equivalents thereof.What is claimed is: 1. An
outsourced service-level-agreement (SLA) deliverable
management method comprising: configuring SLA client
and secondary SLA provider master data; procuring a
secondary SLA provider provision services network;
administering a secondary SLA provider human resource
network; processing an SLA client provisioning
requirement; processing an SLA provisioning service
voucher; and processing payment of an SLA provisioning
work order. 2. The method of claim 1, wherein
configuring SLA client and secondary SLA provider
master data comprises: 



configuring an SLA provision logistics control
library; configuring SLA client master data records;
configuring SLA client purchase order records; and
onboarding a secondary SLA provider network. 3. The
method of claim 1, wherein procuring a secondary SLA
provider provision services network comprises:
generating an RFx bid from at least one SLA client
provisioning detail record; posting the RFx bid to a
pre-established list of secondary SLA providers;
enabling secondary SLA providers to generate an RFx
bid response responsive to receiving the RFx bid;
processing at least one secondary SLA providers RFx
bid response; processing at least one secondary SLA
provider purchase requisition responsive to RFx bid
response acceptance; and processing at least one
secondary SLA provider purchase order responsive to
receiving a completed purchase requisition. 4. The
method of claim 1, wherein administering a secondary
SLA provider human resource network comprises:
selecting at least one human resource submittal
affiliated with a secondary SLA provider purchase
order; onboarding the at least one human resource
provisioning personnel;processing default work
availability calendar information settings for the at
least one human resource provisioning personnel;
enabling non-default human resource provisioning
availability calendar administration; and processing
non-default work availability calendar information
settings. 5. The method of claim I 5 wherein
processing an SLA client provisioning requirement
comprises: processing an SLA client service provision
request; processing a service provision dispatch
request; processing a provisioning human resource
dispatch notification record; and processing the
received provisioning human resource dispatch
notification record. 6. The method of claim 1, wherein
processing an SLA provisioning work voucher comprises:
creating and storing an SLA provisioning service
voucher responsive to input by a 



provisioning human resource; processing the stored SLA
provisioning service voucher by an applicable
secondary SLA provider user; processing the approved
secondary SLA provider provisioning service voucher
responsive to input by an applicable primary SLA
provider user; and processing the approved primary SLA
provider provisioning service voucher responsive to
input by an applicable SLA client user. 7. The method
of claim 1, wherein processing payment of an SLA
provisioning work order comprises: extracting SLA
client approved provisioning work vouchers; generating
billing invoice files; processing SLA client billing
invoice files; processing payment from a SLA client;
and issuing payment to a secondary SLA provider. 8. A
method of configuring service level agreement (SLA)
client and secondary SLA provider master data, the
method comprising: configuring an SLA provision
logistics control library; configuring SLA client
master data records; configuring SLA client purchase
order records; andonboarding a secondary SLA provider
network. 9. The method of claim 8, wherein configuring
an SLA provision logistics control library comprises
at least one of: receiving at least one specified SLA
provision skill profile applicable to provisioning
services provided by a primary SLA provider; receiving
at least one specified SLA provision type applicable
to the provisioning services provided by the primary
SLA provider; receiving at least one specified SLA
provision labor type applicable to the provisioning
services provided by the primary SLA provider;
receiving at least one specified SLA provision labor
response time increment applicable to the provisioning
services provided by the primary SLA provider; and
receiving as needed specified SLA provision material
records applicable to the provisioning services
provided by the primary SLA provider. 10. The method
of claim 8, wherein configuring the SLA client master
data records comprises: 



receiving specified general business information
settings applicable to at least one SLA client;
receiving settings applicable to at least one SLA
client user; receiving settings applicable to at least
one SLA client location; receiving settings applicable
to at least one SLA client provisioning contract;
wherein the primary SLA provider is a party to the
contract; receiving settings applicable to at least
one SLA client provisioning detail record; and
receiving settings applicable to at least one SLA
client provisioning purchase order. 11. The method of
claim 10, wherein receiving settings applicable to at
least one SLA client user comprises at least one of:
receiving settings specifying user location and
contact details; receiving settings specifying user
transactional authorization details; and receiving
settings specifying user system access credentials.
12. The method of claim 10, wherein receiving settings
applicable to at least one SLA client location
comprises at least one of:receiving settings
specifying non-employee worker access and
authorization details; receiving settings specifying
freight delivery details; receiving settings
specifying location description in terms of a
structured relational database; and wherein the at
least one SLA client location is logically mapped to a
geographical management schema employed by a primary
SLA provider. 13. The method of claim 10, wherein
receiving settings applicable to at least one SLA
client contract comprises at least one of: receiving
settings specifying contract activation and duration
details; receiving settings specifying contract
payment, incentive and penalty details; and receiving
settings specifying a contract provisioning services
count. 14. The method of claim 10, wherein receiving
settings applicable to at least one SLA client
provisioning detail record comprises at least one of:
receiving settings specifying affiliation with at
least one primary SLA provider user; receiving
settings specifying affiliation with the at least one
SLA client user; 



receiving settings specifying affiliation with the at
least one SLA client contract; receiving settings
specifying affiliation with the at least one SLA
provision skill profile; receiving settings specifying
affiliation with the at least one SLA provision type;
receiving settings specifying affiliation with the at
least one SLA provision labor type; receiving settings
specifying affiliation with the at least one SLA
provision labor response time Increment; receiving
settings specifying affiliation with the at least one
SLA client provision location; receiving settings
specifying details relative to required provision
coverage time periods; and receiving settings
specifying details relative to affiliated provision
materials. 15. The method of claim 8, wherein
configuring SLA client purchase order records
comprises: receiving settings specifying SLA client
purchase order header details;receiving settings
specifying affiliation with at least one SLA client
provisioning detail record; receiving settings
specifying affiliation with SLA client provisioning
material records responsive to receiving settings of
the SLA client provisioning material records; and
storing SLA client purchase order and SLA client
provisioning detail record affiliations. 16. The
method of claim 15, further comprising: configuring
settings for at least one SLA client purchase order
responsive to storing SLA client purchase order and
SLA client provisioning detail record affiliations;
and wherein configuring settings for at least one SLA
client purchase order responsive to storing SLA client
purchase order and SLA client provisioning detail
record affiliations comprises: receiving settings
specifying SLA client purchase order pricing details;
receiving settings specifying applicable SLA client
purchase order nonprovisioning penalty costing
details; receiving settings specifying applicable SLA
client purchase order dating 



details; storing received SLA client purchase order
specifications as a purchase order line item; and
approving a completed SLA client purchase order;
notifying applicable SLA client users of completed
purchase order transaction; and providing user access
an SLA client purchase order and affiliated master
data records as configured. 17. The method of claim 8,
wherein onboarding a secondary SLA provider network
comprises: providing secondary SLA provider managed
temporary system access; receiving settings specifying
secondary SLA provider business qualification
information; determining secondary SLA provider
qualification status responsive to received specified
business qualification information;responsive to a
satisfactory qualification review: providing secondary
SLA provider managed non-temporary system access
responsive to a satisfactory qualification review; and
receiving settings specifying secondary SLA provider
service provision capabilities and affiliated service
provision geographical territories. 18. The method of
claim 17, wherein receiving settings specifying
secondary SLA provider service provision capabilities
comprises: receiving selected SLA service provision
capabilities; wherein user skill profile selections
are presented via a relational database resulting in a
non-prose-based SLA provision skill family profile;
and receiving settings specifying skill family profile
location coverage territory in terms of a structured
relational database; and wherein the territory is
logically mapped to a geographical management schema
employed by a primary SLA provider. 19. A method of
procuring a secondary service-level-agreement (SLA)
provider provision services network, the method
comprising: generating an RFx bid from at least one
SLA client provisioning detail record; posting the RFx
bid to a pre-established list of secondary SLA
providers; enabling secondary SLA providers to
generate an RFx bid response responsive to 



receiving the RFx bid; processing at least one
secondary SLA providers RFx bid response; processing
at least one secondary SLA provider purchase
requisition responsive to RFx bid response acceptance;
and processing at least one secondary SLA provider
purchase order responsive to receiving a completed
purchase requisition. 20. The method of claim 19,
wherein generating an RFx bid comprises: selecting at
least one SLA client provisioning detail record
unaffiliated with an active RFx bid or secondary SLA
provider purchase order to be included on the RFx bid;
creating the RFx bid responsive to selection of the at
least one unaffiliated SLA client provisioning detail
record; receiving default RFx bid information settings
from at least one selected SLA client provisioning
detail record set; configuring non-default user
desired information settings; andstoring RFx bid
information settings. 21. The method of claim 20,
wherein receiving default RFx bid information settings
comprises retrieving information pertinent to at least
one of: SLA client details; SLA client provision
service location details; SLA provision skill profile;
SLA provision requirements; anticipated SLA provision
service frequency; and applicable SLA provision
material details 22. The method of claim 20, wherein
configuring non-default user desired information
settings comprises: specifying at least one of:
maximum secondary SLA provider labor and applicable
expense rates; secondary SLA provider non-provision
penalty terms; and maximum and minimum human resource
submittals and SLA provision labor type; and
specifying a pre-configured RFx bid template to store
default and non-default information settings for
subsequent RFx bid response data processing. 23. The
method of claim 19, wherein posting the RFx bid
comprises: receiving a listing of secondary SLA
providers logically mapped to the RFx bid 



premised upon a match of business family and
geographic provision capabilities; specifying at least
one secondary SLA provider for RFx bid receipt
responsive to generation of a secondary SLA providers
RFx bid list; and broadcasting the RFx bid to
specified secondary SLA providers. 24. The method of
claim 19, wherein enabling secondary SLA providers to
generate a RFx bid quotation responsive to receiving
the RFx bid comprises: receiving notification that the
RFx bid has been posted for processing; generating an
RFx bid response record; permitting access details of
an RFx bid response; specifying information settings
responsive to RFx bid interrogatories; and storing
information settings applicable to the RFx bid
response. 25. The method of claim 24, wherein
specifying information settings responsive to RFx bid
interrogatories comprises:acquiring information
pertinent to multiple provisioning billing rates
applicable to variable time attributes comprising at
least one of weekdays, weekends, holidays, business
hours, and non-business hours; acquiring information
pertinent to multiple provisioning expense rates
applicable to variable expense type scenarios;
acquiring information pertinent to acceptance of SLA
provisioning terms comprising at least one of
provisioning response time and non-provisioning
penalty; and acquiring information pertinent to at
least one secondary SLA provider provisioning human
resource submittal. 26. The method of claim 24,
further comprising, responsive to storing information
settings applicable to a RFx bid response, submitting
an RFx bid response to a primary SLA provider for
evaluation. 27. The method of claim 19, wherein
processing at least one secondary SLA provider RFx bid
response comprises: receiving a submitted secondary
SLA provider RFx bid response; determining if the
secondary SLA provider RFx bid response is accepted or
rejected; and storing an RFx bid response disposition.
28. The method of claim 27, further comprising,
responsive to storing the RFx bid response
disposition: notifying a secondary SLA provider
regarding RFx bid response disposition; and 



creating a secondary SLA provider purchase requisition
responsive to RFx bid response being acceptance. 29.
The method of claim 19, wherein processing at least
one secondary SLA provider purchase requisition
comprises: integrating purchase requisition
information settings from an accepted secondary SLA
provider RFx bid response; and creating a secondary
SLA provider purchase order. 30. The method of claim
29, wherein processing a secondary SLA provider
purchase requisition comprises: approving purchase
requisition information by a primary SLA provider;
submitting an approved purchase requisition to an
applicable secondary SLA provider;notifying a
secondary SLA provider of a purchase requisition
receipt; acknowledging secondary SLA provider purchase
requisition approval; receiving the approved purchase
requisition from the secondary SLA provider; and
notifying the primary SLA provider of completed
purchase requisition receipt. 31. The method of claim
19, further comprising, responsive to processing at
least one secondary SLA provider purchase order:
populating a secondary SLA provider purchase order
with default information functions contained within a
completed purchase requisition record; specifying
non-default purchase order information; and approving
the secondary SLA provider purchase order. 32. The
method of claim 31, wherein approving a secondary SLA
provider purchase order comprises: notifying the
secondary SLA provider of a purchase order approval
transaction; and enabling user access to the secondary
SLA provider purchase order. 33. A method of
administering a secondary service-level-agreement
(SLA) provider human resource network, the method
comprising: selecting at least one human resource
submittal affiliated with a secondary SLA provider
purchase order; onboarding the at least one human
resource provisioning personnel; processing default
work availability calendar information settings for
the at least one human resource provisioning
personnel; 



enabling non-default human resource provisioning
availability calendar administration; and processing
non-default work availability calendar information
settings. 34. The method of claim 33, wherein
selecting at least one human resource submittal
affiliated with a secondary SLA provider purchase
order comprises: accessing secondary SLA provider RFx
bid response human resource provisioning submittals;
specifying assignment approval for at least one human
resource provisioning submittal; storing the
assignment approval disposition for the at least one
specified human resource provisioning submittal;
notifying a secondary SLA provider of the assignment
approval disposition for the at least one specified
human resource provisioning submittal; and enabling a
secondary SLA provider to confirm the assignment
approval disposition for the at least one specified
human resource provisioning submittal. 35. The method
of claim 33, wherein onboarding the at least one human
resource provisioning personnel comprises: receiving
execution of human resource temporary worker
agreements; receiving human resource temporary worker
agreement information responsive to the step of
receiving execution; approving human resource
temporary worker agreement information; storing an
approval disposition of a human resource temporary
worker; and notifying a secondary SLA provider of
approved human resource onboarding. 36. The method of
claim 33, wherein processing default work availability
calendar information settings for the at least one
human resource provisioning personnel comprises:
receiving specification of standard schedule blackout
and availability time settings of the at least one
human resource provisioning personnel; storing the
specified standard schedule blackout and availability
time settings; and submitting the stored standard
schedule blackout and availability time settings for
primary SLA provider review. 37. The method of claim
33, wherein processing default work availability
calendar information settings for the at least one
human resource provisioning personnel comprises:
receiving submitted stored standard schedule blackout
and availability time settings; 



receiving approval of human resource provisioning
personnel default calendar availability settings;
storing provisioning personnel default calendar
availability approval; activating an availability
calendar of the at least one human resource
provisioning personnel; notifying the secondary SLA
provider of provisioning personnel default calendar
availability approval and activation; and accessing an
active provisioning personnel availability calendar.
38. The method of claim 33, wherein enabling
non-default human resource provisioning availability
calendar administration comprises;permitting access to
human resource provisioning personnel calendar
availability records; receiving specification of
non-default information settings applicable to human
resource provisioning personnel calendar availability;
storing specified human resource provisioning
personnel non-default calendar availability
information settings; and notifying applicable users
of human resource provisioning personnel non-default
calendar availability information settings
modification. 39. The method of claim 38, wherein
processing non-default work availability calendar
information settings comprises: determining if any
required SLA client provision coverage time period is
without human resource provisioning personnel coverage
availability; warning applicable primary SLA provider
users of required provision coverage period complete
blackout resource availability; broadcasting a
provision coverage modification request to applicable
secondary SLA providers; storing information settings
associated with a received provision coverage
modification request; and notifying applicable primary
SLA provider users that a provision resource
unavailability scenario has been remedied responsive
to stored secondary SLA provider information settings.
40. A method of processing a service-level-agreement
(SLA) client provisioning requirement, the method
comprising: processing an SLA client service provision
request; 



processing a service provision dispatch request;
processing a provisioning human resource dispatch
notification record; and processing the received
provisioning human resource dispatch notification
record. 41. The method of claim 40, wherein processing
an SLA client service provision request further
comprises: permitting access to an SLA client purchase
order and affiliated provisioning master data records;
creating an SLA client provisioning request record;
receiving default SLA client provisioning request
information;specifying non-default SLA client
provisioning request information; and storing SLA
client provisioning request information settings. 42.
The method of claim 4 1, wherein receiving default SLA
client provisioning request information comprises
retrieving SLA provisioning record details responsive
to user record selection. 43. The method of claim 41,
wherein specifying non-default SLA client provisioning
request information comprises inputting desired
information applicable to provided SLA client
provisioning request data fields. 44. The method of
claim 41, further comprising, responsive to storing
SLA client provisioning request information settings:
notifying a user that an SLA client provisioning
request has been completed and stored; and submitting
an SLA client provisioning request to a primary SLA
provider for downstream processing. 45. The method of
claim 40, wherein processing a service provision
dispatch request comprises: enabling record access to
the SLA client service provision request; receiving a
listing of affiliated secondary SLA providers
configured to provide services to the SLA client;
receiving a listing of affiliated secondary SLA
provider available provisioning human resources
configured to provide services to the SLA client;
specifying an available provisioning human resource to
provide services to the SLA client; and storing
information settings. 46. The method of claim 45,
wherein storing information settings comprises
generating 



the service provision dispatch request. 47. The method
of claim 40, further comprising: wherein processing a
service provision dispatch request comprises
broadcasting the service provision dispatch request;
wherein broadcasting the service provision dispatch
request comprises: transmitting the service provision
dispatch request to an affiliated secondary SLA
provider;notifying the affiliated secondary SLA
provider of an incoming service provision dispatch
request; and providing access to the transmitted
service provision dispatch request. 48. The method of
claim 40, wherein processing a provisioning human
resource dispatch notification record comprises:
validating provisioning human resource availability;
storing information settings relative to human
resource availability.. 49. The method of claim 48,
wherein storing information settings comprises:
generating a provisioning human resource dispatch
notification; and transmitting to a primary SLA
provider a provisioning human resource dispatch
notification record. 50. The method of claim 40,
wherein processing the provisioning human resource
dispatch notification record comprises: permitting
access to the provisioning human resource dispatch
notification record; creating an SLA client
provisioning dispatch notification; storing the SLA
client provisioning dispatch notification; and
transmitting the SLA client provisioning dispatch
notification to applicable SLA client users affiliated
with an originating SLA client service provision
request. 51. The method of claim 50, wherein
transmitting SLA client provisioning dispatch
notification comprises: notifying applicable SLA
client users; and permitting access to the transmitted
SLA client provisioning dispatch notification. 52. A
method of processing a service-level agreement (SLA)
provisioning work voucher, the method comprising:
creating and storing an SLA provisioning service
voucher responsive to input by a provisioning human
resource; processing the stored SLA provisioning
service voucher by an applicable secondary SLA
provider user; 



processing the approved secondary SLA provider
provisioning service voucher responsive to input by an
applicable primary SLA provider user; and processing
the approved primary SLA provider provisioning service
voucher responsive to input by an applicable SLA
client user. 53. The method of claim 52, wherein
creating an SLA provisioning service voucher
comprises:specifying an applicable human resource
provision dispatch record; receiving default
information applicable to SLA provisioning information
affiliated with the specified human resource provision
dispatch record; specifying non-default information
relative to performed physical provisioning service
details; and storing SLA provisioning work voucher
information settings. 54. The method of claim 53,
further comprising, responsive to storing SLA
provisioning work voucher information settings:
notifying an applicable secondary SLA provider user
that a stored SLA provisioning work voucher is
available for review; and permitting access to the
stored SLA provisioning work voucher. 55. The method
of claim 52, wherein processing the stored SLA
provisioning service voucher by an applicable
secondary SLA provider user comprises: receiving
default SLA provisioning service voucher purchase
order information inherited from an applicable
secondary SLA provider purchase order; specifying SLA
provisioning service voucher purchase order
information nondefault data values; approving
information settings; and storing secondary SLA
provider SLA provisioning work voucher information
settings. 56. The method of claim 55, further
comprising, responsive to storing secondary SLA
provider SLA provisioning work voucher information
settings: notifying an applicable primary SLA provider
user that an approved secondary SLA provider
provisioning work voucher has been submitted for
review; and permitting access to the approved
secondary SLA provider provisioning work voucher. 57.
The method of claim 52, wherein processing the
approved secondary SLA provider provisioning service
voucher comprises: 



receiving default SLA provisioning service voucher
purchase order information inherited from an
applicable SLA client purchase order; specifying SLA
provisioning service voucher purchase order
information nondefault data values; and storing
primary SLA provider provisioning work voucher
information settings.58. The method of claim 57,
further comprising, responsive to storing primary SLA
provider SLA provisioning work voucher information
settings: notifying an applicable SLA client user that
an approved primary SLA provider provisioning work
voucher is available for review; and permitting access
to the approved primary SLA provider provisioning work
voucher. 59. The method of claim 52, wherein
processing the approved primary SLA provider
provisioning service voucher comprises: receiving
provisioning work voucher information settings by an
SLA client user; specifying approval or rejection
disposition responsive to receiving the provisioning
work voucher information settings; and storing the
specified provisioning work voucher approval
disposition. 60. The method of claim 59, wherein
storing the specified provisioning work voucher
approval disposition comprises: receiving default SLA
provisioning service quality assurance assessment
information; specifying information applicable to the
received quality assurance assessment interrogatories;
storing quality assessment information specifications
within the system. 61. The method of claim 59, further
comprising, responsive to storing the specified
provisioning work voucher approval disposition:
notifying applicable primary SLA provider and
secondary SLA provider users of SLA client
provisioning work voucher disposition; and permitting
applicable primary SLA provider and secondary SLA
provider users to access the SLA client provisioning
work voucher disposition. 62. A method of processing
payment of a service-level agreement (SLA)
provisioning work order, the method comprising:
extracting SLA client approved provisioning work
vouchers; generating billing invoice files; 



processing SLA client billing invoice files;
processing payment from a SLA client; and issuing
payment to a secondary SLA provider.63. The method of
claim 62, wherein extracting SLA client approved
provisioning work vouchers comprises: identifying a
stored unprocessed SLA client approved provisioning
work voucher record; receiving default information
inherited from the unprocessed SLA client approved
provisioning work voucher record; and storing approved
provisioning work voucher record set information
settings. 64. The method of claim 62, wherein
generating billing invoice files comprises: generating
a primary SLA provider to SLA client billing file; and
generating a secondary SLA provider to primary SLA
provider billing file. 65. The method of claim 64,
wherein the step of generating primary SLA provider to
SLA client billing file comprises: utilizing an SLA
client specified billing file information template;
populating the SLA client specified billing file
information template with stored approved provisioning
work voucher record set information settings; and
storing an SLA client billing invoice file responsive
to data population. 66. The method of claim 64,
wherein generating a secondary SLA provider to primary
SLA provider billing file comprises: utilizing a
primary SLA provider specified billing file
information template; populating a primary SLA
provider specified billing file information template
with stored approved provisioning work voucher record
set information settings; and storing a primary SLA
provider billing invoice file responsive to data
population. 67. The method of claim 65, further
comprising, responsive to storing an SLA client
billing invoice file responsive to data population:
notifying applicable SLA client users that a billing
invoice file is available for data processing; and
providing applicable SLA client users adapted with
access to the billing invoice file. 68. The method of
claim 62, wherein processing SLA client billing
invoice files comprises: approving SLA client billing
invoice data; 



notifying applicable primary SLA provider users of
billing file approval; issuing payment to the primary
SLA provider by the SLA client; andgenerating and
storing a cash payment file responsive to primary SLA
provider payment. 69. The method of claim 62, wherein
processing payment from an SLA client comprises:
receiving a cash payment; permitting access to a
stored cash payment file; applying cash payment file
data against an applicable SLA client billing invoice
file; and storing a record of billing invoice
payments. 70. The method of claim 69, further
comprising, responsive to storing a record of billing
invoice payments: generating a secondary SLA provider
invoice payment file; and storing the secondary SLA
provider invoice payment file. 71. The method of claim
70, further comprising, responsive to storing a
secondary SLA provider invoice payment file: notifying
applicable primary SLA provider users that a secondary
SLA provider billing invoice file is available for
data processing; and providing a user interface to
applicable primary SLA provider users adapted to
access a secondary SLA provider billing invoice file
responsive to notification. 72. The method of claim
62, wherein issuing payment to a secondary SLA
provider comprises: approving secondary SLA provider
billing invoice data; paying to the secondary SLA
provider; and generating and storing a cash payment
file responsive to secondary SLA provider payment. 73.
The method of claim 72, further comprising, responsive
to generating and storing a cash payment file
responsive to secondary SLA provider payment:
providing access to the stored secondary SLA provider
cash payment file; applying cash payment file data
against an applicable secondary SLA provider billing
invoice file; and storing a record of secondary SLA
provider billing invoice payments. 






