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Abstract

Information Technology Section: Jeff Schulkind, New York, Chair

Brick Morff, Missouri, Vice-Chair

Diane Silver, Texas, Second Vice-Chair
ITS has scheduled four independent breakout sessions, and will participating in a number of joint sessions during the conference. We
are excited about the IT agenda and look forward to seeing you in Denver.

Agile Development T We have been fortunate to get Bob Hartman to provide a session on Agile Development. Agile is an iterative
and incremental (evolutionary) approach to software development which is performed in a highly collaborative manner by self-
organi zing teams with fAjust e mualitygsbditivarecirearcesnetiestiye ahditimely mpnner whicls reegts h
the changing needs of its stakeholders. http://www.agilemodeling.com/essays/agileSoftwareDevelopment.htm fBob Hartman is an
Agile trainer and coach with over 30 vy tapas 10gdarsbexhasgrowndrontcbeingde v
early adopter of Agile to his current status as a Certified Scrum Master ( CSM) and Certi fied Scrum Pr .
http://www.agileuniversity.org/trainer.jsp?id=648

Information Technology Service Management i ATIL is best practice in IT Service Management, developed by OGC and
supported by publications, qualifications and an international user group. ITIL is intended to assist organizations to develop a

framework for IT Service Management. Worldwide, ITIL is the most widely used bestpr act i ce f or | T Servic
http://www.itil-officialsite.com/fag.asp#1

Coll aboration in the Wor kpl ac &ChipBullock, one gf the fouader8 of GCIB has dver Royeanfsefa n
experience in the IT industry and is CEO. He is responsible for the company's overall strategic direction, including market
segmentation, partnerships, alliances and growth strategy. http://www.ccis-inc.com/people.php

ITS Round Table Discussion i Automated Systems i Existing and Planned i This session will be devoted to sharing information
about the different technologies that are being used in different states to support the business of Business and Public Filings. The
attendees will exchange information about their current automated systems, plans for, or experiences in migrating to new platforms,
re-writing applications using newer developmentl anguages, etc., with special focus on
successful and popular session.
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Agenda

> Services

> |TIL History and Myths

> |ITIL V2 - Core Concepts

> |ITIL V3T What 0s New

> Walkthrough of the Core ITIL Processes

> Controls and Metrics T COBIT, ISO 20K
> Application Lifecycle Management

> |TIL Value and Case Studies

> Barriers to adoption

> Where to start?

|
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JACA ITS Member Challenges

> State IT budgets flat or being cut

> Delivering automation solutions on time, within budget
> Management of change arising from new regulations
> Customer demands for new services

> Maintaining availability and performance of on -line
services

> Security risks

> QOthers?

!
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IT Service Management

> Costs accounts for 65% -80% of IT expenditure

> Covers:
A Keeping the lights on
A Managing change

> Primarily labor costs
> Technically focused

> Not always clearly aligned with enterprise mission

:
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Services, Service Management, & Value

>  Services are a means of delivering value to customers by facilitating outcomes customers
want to achieve without the ownership of specific costs and risks. Outcomes are possible

from the performance of tasks and are limited by the presence of certain constraints

> Service management is a set of specialized organizational capabilities for providing value to
customers in the form of services. The capabilities take the form of functions and processes
for managing services over a lifecycle, with specializations in strategy, design, transition,
operation, and continual | mprovement. The capabi
capacity, competency, and confidence for action. The act of transforming resources into
valuable services is at the core of service management. Without these capabilities, a service
organization is merely a bundle of resources that by itself has relatively low intrinsic value
for customers

>  Service value

A Utility
T Outcomes
T Risks Avoided

A Warranty
T Availability
T Capacity
T Continuity
T Security




Services

ENTERPRISE OPERATIONS &

O

APPLICATION
MIDDLEWARE
DATABASE
STORAGE
SYSTEM
NETWORK
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Fundamental Svc Mgt Questions

> What services should we offer and to whom?

> How do we differentiate ourselves from competing alternatives?

> How do we truly create value for our customers/citizens?

> How do we capture value for our stakeholders?

> How can we make a case for strategic investments?

> How can Financial Management provide visibility and control
over value creation?

> How should we define service quality?

> How do we choose between different paths for improving
service quality?

> How do we efficiently allocate resources across a portfolio of
services?

> How do we resolve conflicting demands for shared resources?



>

>

IL History 1 The Original Challenge

Mid to late 1980s

CCTA (Central Computer and Telecoms Agency) was a
major UK government department, with an IT budget of
around £8 Dillion

Major political pressure to reduce IT spend

Government Technology  Infrastructure Management
(GITIM )

Focus on Service Delivery and Support
1st IT Infrastructure Library 1987
Published by UK Office of Government Commerce (OGC)

:
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ITIL History - Timeline

Office of Governmont Commence
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L=~ 2l Standardization

1980
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2000
2001
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ITIL V1

BS 15000-1
ITIL V2

BS 15000-1
BS 15000-2

ISO 20000
1:2

ITIL V3
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Why ITIL?

> Vendor neutral
> Non - proprietary
> Built from experience

> Comprehensive and consistent

> Allows for structure
> Common language

> Provides a framework

:
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Myths and Misconceptions

> |TIL is for Technologists
A ITIL is a shared business and IT commitment

> |TIL is the only answer

A ITIL Complements other best practices and quality improvement
programs

> |TIL tells you how to implement
A Deployment approach is up to you

> The Major Investment is Education

A ITIL Complements other best practices and quality improvement
programs

> |TIL is only about People and Process
A Use Technology to Integrate, Automate and Optimize programs

> Take It one process at a time
A Al ITIL processes are inter  -related and inter -dependant

é International Association of
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Myths and Misconceptions ( ctd)

> |TIL Certification
A People can be certified
A Products can be scanned for ITIL support
A No Product gives Al TIL in a boxo

> |TIL Is just processes
A NOé it defi nes a Best Practice for

Management ..plusa whole lot more
> |TIL will make me more efficient
A ITILis primarily  a Quality Initiative
A Efficiency depends on deployment choices

> We MUST follow the ITIL Best Practices
A They are RECOMMENDATIONS.. Not Commandments

é International Association of m
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> RITIL Version 3

A Business -IT service
integration and value
generation

Service Management for
business and technology

> RITIL Version 2

A Business -IT alignment

A Quality/ efficiency
A Basis for ISO 20000

of IT processes

> |TIL Version 1

A  Stability and control
of IT infrastructure

A T Infrastructure
Management process

<)
=
©
>
7,
0
Q
k=
0
>
m

ITIL: 21+ Years of Service Improvement

ITIL Version 3
Business
Partner

ITIL Version 2
Service
Provider

ITIL Version 1
Technology
Provider

Maturity

SIACA




ITIL V2

> Comprehensive set of best practices for IT

> Describes the IT activities needed to support IT services

> (Core areas:

“ Service Delivery

A Service Delivery

I Plan and deliver quality IT services

Value
I Transforms IT activities into strategic
business value
A Service Support - seniee support
I Day -to-day activities to support and
maintain IT services o
Efficiency

I Afoundation upon which to build
business value

c International Association of
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Service Support

The Business, Customers and Users

&
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Service Delivery

The Business, Customers amnd Wsers
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IL ..More than Service Management
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ICTIM Processes

> Design and Planning

A The development and maintenance of ICT strategies and
processes for the deployment and implementation of appropriate
ICT infrastructure solutions throughout the organization.

> Deployment
A Concerned with the implementation and roll -out of the business,
and/or ICT solution as designed and planned, with minimum
disruption to business processes.
> QOperations

A All activities and measures to enable and/or maintain the
intended use of the ICT infrastructure.

> Technical Support

A The development of knowledge for the evaluation, support and
proofing of all current and future ICT infrastructure solutions

c International Association of
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The MI ssi on of | CTI Mé

Total Cost of Ownership |ur||1;mged mml
(between 60 -90% of TCO i

management and support)

Management and support effert

| managed cu-r-t:l

IT complexity and size

... to reduce the overall Total Cost of Ownership (TCO) of ICT,
while maintaining the overall quality of the ICT services provided.
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Stages of Service

The stages of a service lifecyde

Hﬂppliminn Husagement |

Service Dilinery |

Buripass
Cusnsmery

T3

1 &

bratepies, Flans and Fequiremenis

A

‘ bervice uppert ‘

f

Business Soletions |

|CTIH

‘ Pelicy >\'EIZE|I:EE|I'

Derigm and Flanning

Frove

Technical Sappant

N7
-

Dperaimns

Admiabiration

Iﬂ"trmhlt >

é International Association of
Commercial Administrators




ICTIM Operations & Svc Mgt

Hanagement
Tools Users

N 4

Events Incidents

Technical
Support

- 1 - - =
[ Suppliers and J
Developers
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Service Dependency Model

Service Dependency Model
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Alignment of Service
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ITIL V2 T The BIG( ger) Picture

ICT
Infrastructure

Management

= |

-won 0 =0 3T M =
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ITIL Changes from V2 to V3

> /3 Focus: IT to Business
Integration

A

Service Strategy: service
portfolio

Service Design: define &
design

Service Transition: build
& deploy

Service Operation:

maintain day -to-day
operations

The Service Lifecycle

A Continual Service
Improvement: improve
guality of service
SAIACA a
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Service Strategy

> The Service Strategy volume provides guidance on how to design,
develop, and implement service management not only as an
organizational capability but also as a strategic asset

> Service Strategy is about ensuring that organizations are in a position
to handle the costs and risks associated with their Service Portfolios,
and are set up not just for operational effectiveness but also for
distinctive performance. Decisions made with respect to Service
Strategy have far -reaching consequences including those with delayed
effect.

!
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Service Design

> The Service Design volume provides guidance for the design and
development of services and service management processes. It covers
design principles and methods for converting strategic objectives into
portfolios of services and service assets. The scope of Service Design
IS not limited to new services. It includes the changes and
Improvements necessary to increase or maintain value to customers
over the lifecycle of services, the continuity of services, achievement
of service levels, and conformance to standards and regulations. It
guides organizations on how to develop design capabilities for service
management.




Service Transition

> The Service Transition volume provides guidance for the development
and improvement of capabilities for transitioning new and changed
services into operations. This publication provides guidance on how
the requirements of Service Strategy encoded in Service Design are
effectively realized in Service Operation while controlling the risks of

failure and disruption.

!
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Service Operation

> This volume embodies practices in the management of service
operations. It includes guidance on achieving effectiveness and
efficiency in the delivery and support of services so as to ensure value
for the customer and the service provider. Strategic objectives are
ultimately realized through service operations, therefore making it a
critical capability. Guidance is provided on ways to maintain stability
In service operations, allowing for changes in design, scale, scope and
service levels. Organizations are provided with detailed process
guidelines, methods and tools for use in two major control
perspectives: reactive and proactive.

!
é International Association of
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Continual Service Improvement

> This volume provides instrumental guidance in creating and
maintaining value for customers through better design, introduction,
and operation of services. It combines principles, practices, and
methods from quality management, Change Management and
capability improvement. Organizations learn to realize incremental
and large -scale improvements in service quality, operational efficiency
and business continuity. Guidance is provided for linking improvement
efforts and outcomes with service strategy, design, and transition. A
closed -loop feedback system, based on the Plan, Do, Check, Act
(PDCA) model specified in ISO/IEC 20000, is established and capable
of receiving inputs for change from any planning perspective

:
é International Association of
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ITIL V3= V2 + New Processes

> New enablers include
A Strategy : Service Portfolio
A Transition : Control changes, IT Asset & Configuration Mgt
A Security : Integrated with IT Ops
A Design : Catalogue of services
A Request: Delineated from incident

> |nvestment Protection & Value Add

While v.3 doesnot
organi zations to
from scratch, those that have
implemented v.2 will need to

carefully assess how they can
leverage specific
improvements.

Gartner, 5 June 2007
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ITIL V2 Service Support mapping to V3

ITIL V2 Process Primary ITIL V3 Book
Change Management Service Transition
Configuration Management Service Transition

Incident Management Service Operation

Problem Management Service Operation

Release Management Service Transition

Service Desk Service Operation

Service Asset and Configuration Service Transition
Management including the CMDB CMBD is part of the Configuration

Management system (CMS)

Fault Management (ICT Volume) Service Operation
Knowledge Management Service Transition

é Internationa ciation of
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ITIL V2 Service Delivery mapping to V3

ITIL V2 Process

Primary ITIL V3 Book

Financial Management

Service Strategy

Avalilability Management

Service Design

Capacity Management

Service Design

IT Service Continuity Management

Service Design

Referenced in Service Transition, Service
Operation and Continual Service
Improvement

Service Level Management

Service Design

Service Catalog
Management

Service Design

é Internationa ciation of
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Processes In Version 3

processes
e Continual
2 | Service Service Service p Service
g Strategy Design |Transition | 1 Improve-

ment

Governance processes

Service Measurement
Service Reporting

Service Improvement
Demand Management SS

Strategy generation |SsS' ===
Service Portfolio Management SS
IT Financial Management SS

Operational processes

Service Catalogue Management

Service Level Management

Capacity Management

Availability Management

Service Continuity Management

Information Security Management
Supplier Management

Transition planning and support
Change Management

Service Asset and Configuration Management
Release and Deployment Management

Service Validation and Testing
Evaluation >>

Knowledge Management
Event Management

Incident Management
Request Fulfiment

Problem Management
Operation Management < <
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Design suggestions in ITIL V3

1T Growvernanoe Cuality Services View Asset and Service Desk and ol Service View
Presentation Service Portiobo Management View Dahbosed Configunation Support View Service ared
Layer Papearts Polae, Processey Snec Catalojue, Wiew Seniice Catalooue, Produict Catalongiae
Portal Comairnaad Proceduret. forms LRt and Firarcial Aeiet Cuntorneny, Uiy, Contacts, FALS
rnpromerment Ty Wartards CMES inormmation Stakrholdon, Astets My aigest -
Py and st chcidists Sevvice Bundies/ Staoin Reports Incidents. Probiems, Procureront.
Packages CMDE da Changes, Relaases, Tevtal, Miowe, Add,
Learrving and Serice Repes Diefeifthve: Souinoe Confeuration Change procising
Search, Browse, Store, Retrieve, Update, Publish, Subscribe, Collaborate

Krererbedge Performance Management Manitoring
Procecting Query and Analysis Reporting Forecasting, Planning Budowing Podeliing Scovecaith, Dashbods
Layer Aleting
Indormation
Integration Service Knowledge
Layer Management Base
Coxmemon Progess, [t
Sehurna Mt Diata Dut _ Extract, Transkem, _
Dt and 3 ; Pyncheorasion Moireg
f o ke Mappe Management EEOCERI Load
Data Integration
P T
P— ; i | Application,
Sources b i#ihihihi'rih% +=-¢-:‘l Bt and Syaberms S Reoron
oo Riole | Definitive Media Nt Spply Cha
Structured : Uibrary : Managemnent Fisstoemer Rebationiip
1 ol 1 Maragermin
. Documtation |
i ]
’HIHIHIHHHHHHHHHHTJ




ITIL V3 Challenges

> |TIL remains descriptive - no actionable guidelines

A Now 23 processes across 5 inter  -related books &
depending on who is counting

> Strategic emphasis requires strong IT governance
A The why and how i fact based decisions

A Strategic controls - Demand Management, Financial
Management, Service Portfolio Management
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Quality Management

Application Lifecycle Support Strategic

Goals

IT Service Design (including policies and architecture)

SU m mal’y \ Planning and Control /

Of Capacity Management
Primary —_—
Customer Liaison :)
Process
AreaS Supplier Liaison (w:\;lgdlng FM, Third Party
aintenance) !
Tactical
Cost Management for IT Goals
Business Continuity/Contingency Planning
a___

Availability Management

Change Management
Software Control & Distribution (including testing software)

/ Problem Management
Service Desk .
/ Operational
\ Event and Operations el Goals
Incident (including Networks e edue
Management unattended
operations

Configuration Management

c Internatic
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Event Management (ICT IM Fault Mqt)




Incident Management
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Incident Management
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Problem Management




Change Management

Execute Changes

(Urgent, Standard)
RFC
Analysis
Categorize
Build
Schedule
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Release Management
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Configuration Management
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Service Support Interactions

~
Nar o 'os
e
Accept New

HW/ SW CAn
£

Execute Changes
(Urgent, Standard)



Availability Management
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Capacity Management

:
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Financial Management
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Service Level Management
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IT Service Continuity Management
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Service Delivery Interactions




ITIL V2 in Summary

Service Support

Configuration Problem
Management Management

OOOOOO

Service Delivery

Availability
Management
Capacity
Management
O

Financial
Management
OO

IT Service

Continuity
Management

Service Level
Management

AIACA
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ITIL V3 In Summary

Service Strategy

Service Design
Management
(o}

Availability
Management

Info Security
Management

Capacity
Management
A
L

Management

IT Service
Continuity

Service Transition

Service
Validation
And Testing

Release and
Deployment
Management

Transition
Planning and
Support

O—O——O——C—0 1§
Change
Management

Service Operation

Request 3

Fulfillment

o=

Incident
Management

Access
Management

Knowledge
Management

Continual Service Improvement
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ISO Framework
IT Governance, Service & Security Management

> Governance Framework

IT

> Certifiable ﬁggegr;ggge

> Defensible position

Service

Security

with audit Community ISO 27000 Management

. ISO 17799 IS0 20000
(internal & external)
ITIL Library

> Predictable Risk Model

In-House Procedures

> Operational Excellence

é International Association of
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1ISO 20000

Service Management Framework

Management System

Management Responsibility Documentation Requirements
Competence, Awareness and Training

/Planning and Pl A
an R
Implementing N Pl =
Service Act Do Implementing New
Management "—_ Check«—" or Changed Service
U 4
/ Service Delivery Processes \
- Service Level Management
= Gy W S - Service Reporting - Information Security Management

« Service Continuity &

+ Budgetting & Accounting for
Availability Management g o =

Control Processes ™\IT Services

« Configuration Management
+ Change Management

Release Processes

* Release

\ Management

PDCA Process Integration

Relationship Processes

Resolution Processes
« Incident Management

« Problem Management

+ Business Relationsship Mgmt
« Supplier Management

4 . N\
Requirements Results
Management
esponsibility
Customer ————

PLAN

Satisfacti
Plan Service
Services DO service

Other process, Irgopél\?:r?lgit Other process,
business, p business,

supplier customer supplier customer
Monitor,
Other teams, Measure,& Teams & People
e.g. Security Review Satisfaction

SAIACA
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1ISO 20000 and ITIL

ISO/IEC 20000 -1

I TIL

Management and Planning

Management responsibility

Documentation requirements

Competence, awareness and training

Plan service management (Plan)

Implement service mgt & provide services (Do)
Monitoring, measuring & reviewing (Check)
Continual improvement (Act)

Planning & implementing new or changed svcs

Service delivery processes

Service level management

Service reporting

Service continuity and availability management
Budgeting and accounting for IT services
Capacity management

Information security management

Relationship processes
Business relationship management
Supplier management

Resolution processes
Incident management
Problem management

Control processes
Configuration management
Change management
Release management process

Service Strategy

Service Design

Service catalog management
Service level management
Capacity management

Availability management

IT Service continuity management
Information security management
Supplier management

Service Transition

Transition Planning and Support

Change Management

Service asset and configuration management
Release and deployment management
Service validation and testing

Evaluation

Knowledge Management

Service Operation

Event management

Incident management

Request Fulfillment

Problem management

Access management

Operational activities of SS, SD, ST, CSI

Continual Service Improvement
Service reporting, measurement, and ROI
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Carnegie Mellon CMM - Capability Maturity Model®
Applied to IT Service

> 0= Absence. No controls documented or in place.

> 1 =Initial. The IT service delivery process is characterized as ad hoc, and occasionally
even chaotic. Few processes are defined, and success depends on individual effort and
heroics.

> 2 = Repeatable. Basic service management processes are established. The necessary
discipline is in place to repeat earlier successes on similar services with similar service
levels.

> 3 = Defined. The IT service processes are documented, standardized, and integrated into
standard service processes. All services are delivered using approved, tailored versions of
the organi zationds standard service processes.

> 4 = Managed. Detailed measurements of the IT service delivery process and service
quality are collected. Both the service processes and the delivered services are
guantitatively understood and controlled.

> 5= Optimizing. Continuous process improvement is enabled by quantitative feedback from
the processes and from piloting innovative ideas and technologies.

SAINCA . ca




COBIT

Control
Objectives

Maturity
Levels

Critical Success
Factors

KGIs & KPlIs

COBIT : Control Framework for IT Governance

Control objectives translate the
concepts presented in the
framework into specific controls
applicable to each IT process.




