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EITS Services are Where
Office of the Provider and Customer Meet

Chief Information Officer

Provider and Customer Share A Common Goal:
Best Practices
Customer Driven (Business Requirements)
Standardized and Predictable
Responsive to Change
Accountable and Auditable
Service and Cost Trade Offs
Cost Savings

Service Agreements for Ongoing Support that
Incorporate Change
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ITIL®'s Wild: Well, Actually the
office of the Opposite Is True

Chief Information Officer

EITS is Implementing Service Management
Consistent with ITIL®

ITIL® Is a Structured Framework of Established
Best Practices for IT Service Management

Set of Integrated Processes to Support High Quality
IT Services

ITIL V3 Guidance Supports ISO 20000 Certification

(International Standard for IT Service Management)
EITS Management is ITIL® Plus: IT
Management Utilizes Other Methodologies

Balanced Score Card, Project Management, TOM,
etc. (FYI See Backup Slides)
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EITS Goals and ITIL®'s Framework
Office of the are a Match!

Chief Information Officer

ITIL®’s Structured Management Framework
Facilitates EITS Best Practices

Service Management Links IT Service
Capabilities to Customer Business Activities

ITIL® and EITS Focus on Service Outcomes
Integrated Infrastructure
Scaleable
Integration of IT Services with Business
Reduction in TCO
Customer Demand Driven

Best Practices = Good Practices Combined with
Knowledge of the Service Culture
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The ITIL® Framework for IT
Office of the Management

Chief Information Officer

ITIL® Version 3 Service Management Structure
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ITIL V3 Framework is a Cycle of
Office of the Continual Improvement (1)

Chief Information Officer

IT Lifecycle Service Strategy

Service Value = Utility + Warranty
Utility: Positive Effect on Performance Outcomes
Warranty: Availability When Needed at Sufficient Capacity and
Dependable Continuity and Security

IT Service Design
Design of Appropriate and Innovative IT Services to Meet
Business Needs
Includes Necessary Architecture, Processes, Policies, and
Documentation

Service Transition
Development and Improvement of Capacity by Transitioning to
New or Updated Services
Corporate Knowledge of Services

Change: Reason, ROI, Risk, Resources, Responsibility, and
Impacts on Other Services
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ITIL V3 Framework is a Cycle of
Office of the Continual Improvement (2)

Chief Information Officer

Service Transition

Development and Improvement of Capacity or
Capabilities by Transitioning to New or Updated
Services

Corporate Knowledge of Services

Change: Reason, ROI, Risk, Resources, Responsibility, and
Impacts on Other Services

System Operations

Activities and Processes to Deliver and Manage
Services per the Service Level Agreements

Outcome and Value Seen by the Customer

Continual Improvement Cycle:
Validate, Justify, Direct, and Intervene
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If the Customer Doesn’t Know a
Office of the Service Exists, It Doesn’t

Chief Information Officer

“Over the years, organized IT Infrastructures
have grown and developed, and there may
not be a clear picture of all the services
currently being provided and the customers
of each.

In order to establish an accurate picture, It Is
recommended that an IT Service
Catalogue Is produced.”

Office of Government Commerce, UK;
“ITIL Best Practices for Service Delivery”
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Service Catalog Development:
Offce of the A Process Not a Project (1)

Chief Information Officer

Team of 5 Very Different “Individuals™;2/08

Excited and In It for the Long Haul (At Least Willing and
Able, but Not Expecting a Long Haul)

Founts of Knowledge (Access to People and Info)

Defining the Service Offerings:
Comprehensive and Detailed Service Inventory

Consensus Based on Common Practice and
Discussion
Terminology
Service Definitions, Scope, and Descriptions
What's In and What's Out

High Level Service Categories Built up From Low Level
Inventory

Established Common Service Categories and
Individual Service Offerings
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Service Catalog Development:
Offce of the A Process not a Project (2)

Chief Information Officer

Measuring Performance

Comprehensive Listing of Existing DOE Service Measures and
Industry Best Practices

Cross walked Service and Performance Measures to Service
Offerings

|dentified Gaps and Proposed Additional Metrics

Cost is A Challenge!
Obtained Available Cost Information
Actual Monthly Invoices, Labor Rates, HW/SW Costs, etc.

Evaluated Cost Tools to Normalize Data
Identified Common Cost Elements
Understanding of Cost Tools
Evaluated “Actuals” vs. “Normalized”

Incorporated Input from Providers and Customers
Continuous Lifecycle Improvement Applies to Catalog!
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Office of the
Chief Information Officer

EITS Service Catalog Organization
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EITS Service Catalog:
Office of the Speak Easy Not Tech-ESE

Chief Information Officer

Service Offering Information Includes:
Name and Short Description
What is Included? Detailed Description
What Can You Expect? Description of Basic Service Parameters
How Do We Charge? Information about Cost Paradigm
Major Cost Drivers: Key Elements that Contribute to Cost

Service Levels: Information on Variable Service Levels that Provide
Measurable Value to the Customer

Description of Service Levels; How Services are Measured, and How Often
Services are Measured

Benefits of Specific EITS Service Offering
Compliance Information
How To Obtain Information or Obtain or Change Service
Graphical Representations (Trending, Charts, etc)
Technical Specifications Are Available in Backup Information

The Customer Agrees to a Level of Service not to the Technologies
Employed
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EITS Service Offering Structure Is
Office of the Customer Focused

Chief Information Officer

Clear and Consistent
Customer Friendly

Seven Main Service Areas: Desktop; Application Hosting Environment; IT
Support Services; Network Services; Voice, Video, and Data; Professional
Services.

Cyber Security is Included in All Services and is Highlighted Separately for
Emphasis

“Bundled” Services:

Linkage of Closely Related and Associated Services

Multiple Services Presented as One Service (Ex: Desktop Seat Management)
IT Support Services (ITSS) Include Services that Support Higher Level
Services.

ITSS Are Often Included as Part of a Service, but May Also be Obtained
Separately (ie.HW Procurement is part of Seat Management Bundle but is
available separately)

Professional Services: IT Professional and Technical Services such as
Cyber Security Consulting Services, Systems and Application Development
Projects, and Engineering Services.

3/26/2008 3:36 PM



EITS Service Catalog Structure
Office of the IS Best Practices

Chief Information Officer

Promotes Standardized Services

Standardized Services: Lower Cost, Repeatable Processes, and
Predictable Quality

Optional and Custom Services: Higher Cost, Non-Standard Processes,
and Variable Quality

Emphasizes Service Comparisons and Cost/Benefit Tradeoffs
Service Selection (Standard, Optional, Custom)
Service Level
Service Costs

Supports the Implementation of an IT Service Program That:
Responds to Changing Business Needs
Achieves and Maintains Service and Performance Goals
Realizes Cost Efficiencies
Provides Service and Cost Transparency to the Customer
Undergoes Continuous Process Improvement
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EITS Service Catalog is Dynamic And
ofice of the Moving Forward (1)

Chief Information Officer

Responds to Changing Business Requirements and Resources

Service Catalog Management is Integral to IT Service Management
Tied to Service Request Management, Service Fulfillment Management,
Service Level Management, and Service Portfolio Management

Communicates Service Information to Three Audiences
Customer: Primary Target Audience (IT POC)

Management: Overviews Support Strategic Business Decisions
Technical: Technology Specifications Support IT Initiative Planning

Services are Tied to Service Levels Not Technology
EITS Standard Services are Not Tied to a Specific Technology
Implementation
Technologies are Updated as Needed and Appropriate

Technical Specifications are Maintained Separate From Service
Offering Descriptions (Backup Information)

Service Agreements Focus on Outcomes; Not Technical
Specifications
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EITS Service Catalog is Dynamic And
ofice of the Moving Forward (2)

Chief Information Officer

Dynamic Service Catalog Management and Change
Control Process

Interface Internally and Externally, Partners, Providers and
Customers Refine Catalog Structure and Maintain Currency

Automated Feedback Loop
Continual Improvement

Automated And Consistent Service Request
Management Process
On-Line, Actionable Service Catalog Interface
Integration with Workflow, Monitoring, and Tracking
Tied to Root Cause Analysis for Problem Resolution

Services Metrics Described In Business Terms with
Visible Business Benefits.

Single Access Point for Service Requests
Visibility to Key Service Metrics and Cost Information
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EITS Service Catalog Initiative

Office of the
Chief Information Officer

The EITS Service Catalog Initiative Is SMART:

S: Service and Outcome Oriented

M: Managed Through Best Industry Practices

A: Actionable and Demand Driven Services

R: Responsive: Services and Service Levels are Responsive to
Business Needs and Customer Demands

T: Transformative: IT Services are Transformed:
Enhanced Emphasis on Service Management Processes,
Integration of IT Services and Business,

Outcome Driven Not Technology Driven

Service Catalog Team: J. Dicus; T. Lydick; D. Ross, M. Tolbert-Smith; D. Urban
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The EITS Service Catalog:
An ITIL® Approach to

Office of the

Improved IT Management

Backup Slides

IT Management Methodologies:
Industry Best Practices

Service Catalog Offering Format
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___ EITS Service Management Vision

Chief Information Officer

EITS Delivers Value by Providing Desired Outcomes While Assuming the
Responsibility, Cost, and Risk of IT Technology Ownership and Management
Low Cost and Risk, and High Predictability and Availability
Necessary and Sufficient IT Capacity and with Dependable Continuity and Security

EITS Improves Alignment Between Business and IT Services
Utilized Where Needed to Satisfy Business/Customer Needs.
Eliminate Un-necessary Services (not Requested by Business or Customer)
Right-Sizing of Services to Match Service Need with Service Provision (Capacity and
Capability)
Customer Driven Cost and Service Decisions
EITS is a Planned Management Implementation of Integrated, Definable, Repeatable,
and Scaleable Processes
EITS Realizes a Reduction of Costs
Repeatable and Predictable Processes
Economies of Scale and Enterprise Licensing
EITS Improves Service Delivery Through the Consolidation and Standardization of
Services
Reduces Service Variability (and Risk)

Enhances Knowledge and Experience of Support Staff and Reduces Need for “Special” Skill
Mix
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ITIL® IS a Best Practice for
Offce o the Service Management

Chief Information Officer

Many IT Management Frameworks Exist with Different Objectives

IT Governance
COBIT® (Controlled Objectives for Information and Related Technologies)
High Level Process Model to Organize IT Activities
Focus on Outcomes and Maturity Model

IT Quality Improvement

IT Balance Score Card
Improved Alignment of Processes and Performance with Business Functions

Six Sigma® (Six )
Structured, Rigorous Methodology; Subset of TQM
Improve Quality By Reducing “Defects” In “Critical To Quality” Metrics (CTQ)
Decrease Process Variation To 99.9997% (Six : 3.4/Million X 6)

Project Management

Formal Management Processes And Tools

Monitor And Control Variation In Projects: Cost, Schedule, And Scope That Are
Established And Approved Before A Project Begins.

Accountability At A Low Level Defined By A WBS
Performance Monitoring
Start Date; End Date; Milestones; And Deliverables
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ITIL® IS a Best Practice for
Offce o the Service Management

Chief Information Officer

Many IT Management Frameworks (continued)

ITIL® Service Management

Formal Management Processes, Functions, and Techniques Focused on
Achieving Established Service Outcomes

Addresses IT Specific Activities similar to a Project Management Structure.
Example: Change Management, Configuration Management, Incident
Management, and Release Management

Structured Methodology
To Define And Manage IT Services, Cost, And Level Of Service

Moves Services from “Level of Effort” to “Managed Services” that are Measurable,
Monitored, Reported, and Actionable.

Accountability to Customers at the Service Level

Performance Assessment through Regularly Scheduled Monitoring and Reporting
of Actual Service Levels

Level of Service and Associated Cost is Established between Provider and
Customer

|ISO 20000 Standard

Certification Process for an Organization
(ITIL® Certification is for an individual)

Based on and Directly Linked to ITIL® ( Somewhat Modified and Expanded)
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DOECOE Desktop Service Overview

What is the Service?

The Department of Energy Common Operating Enviranif@OECOE) Desktop environment is a highly suctgstandards-based hardware
(HW), software (SW), maintenance and support era-csmputing environment. The DOECOE Desktop isatune program that combines
standards-based HW and SW configurations with stahdustomer selected, tiered service levels taigeca dependable and predictable

computer end-user environment. Approved and stiggaon-standard and custom software and configaraptions are available at an
additional cost.

(Consult Appendix for Current DOECOE Standard Hanand Software)

What is Included?

1. Desktop Seat Management Support 2. Desktop Tiered Support
Standard Desktop Computer HW, SW, and Equipment Silver and Platinum for non-Classified
Installations, Moves, Adds, and Changes Gold for Classified
Configuration Management Remote, Local, and Desk-side User Support
Desktop Refresh (3 yr) Network Printer (5 yr) 3. Email and Calendaring
Print and File Servers 4. Desktop Remote Access
Home Use Software (HUS) License for desktop SW hosge 5. Laptop Loaner Program
Non-Standard and Custom SW Support (extra cost) 6. Foreign Travel Laptop Loaner
How Do We Charge?
Two factors contribute to DOECOE Costs for the HW/SW Desktop configuration and tiere Major Cost Drivers:
Desktop costs: service level offerings are predictable and unchang
1. HWI/SW Desktop Configuration month to month. Optional or custom configuratioa ar 1. Hardware Costs
(standard, optional, custgm calculated on a time and materials basis. g fogwaée tCOStS
' . . Labor Rates
2. Desktop Support Service Level Monthly standard DOECOE Desktop configuration cases , g Management Tools
(Silver, Platinum, and Go)d calculated by configuration per seat.

Monthly desktop support is calculated per tieraglef
service per seat.
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DOECOE Desktop Service Overview

How have costs changed over time?

The DOECOE seat cost at Headquarter (HQ) has rechdie same for the past 4 years. Desktop configarand Tiered Desktop support
service level costs are based on real costs feicesrprovided. All costs are subject to changetdube industry dynamics and increased

requirements (such as increasing Cyber Securityinements).

What should you Expect?

Negotiated DOECOE Desktop configuration and Tiered
Desktop support Service Level Agreements (SLA's)tae
basis for end-user and customer expectations.

What is New?

« A thin client pilot planned as a possible prootohcept to
address some Cyber Security issues.

 Services and tools are updated regularly to refemhnology
updates and to maintain Cyber Security accreditatio

How Can You Limit Costs?

Remove/limit excess Desktops

Limit the number of Laptops

Limit non-standard Desktop configurations (HW/SW)
Ensure that staff have appropriate training.

Select lowest tier of Desktop support appropriateshd-users;
limit the number of “upper tier” support seats.

Compliance? |

» DOECOE Desktop environment is compliant with: lisig
and agreements for standard offerings.

» Cyber Security requirements and relevant Fedafatation
Processing Standards (FIPS) and all other FededdD®E
directives

Changes to your Service Order?

Changes for DOECOE Desktop configuration must lpeayed
by and coordinated through the program or staf€efprior to
action by the IT support team. Modifications tor€ig Desktop
Support are arranged by the program or staff ofiive the CAM.

Need More Information?

Please contact your program office CAM to discusslability,
cost, offerings and capabilities, and schedulenéw services
or for changes to current service. Individual CA¥dints of
Contact are available through the ESC or through th

EITS web-site at:
http://www.cio.energy.gov/contact/ITOfficeSystemmh
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