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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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ITIL V1

BS 15000-1
ITIL V2

BS 15000-1
BS 15000-2

ISO 20000
1:2

ITIL V3

é International Association of
Commercial Administrators

11


http://images.google.com/imgres?imgurl=http://www.3ds.co.uk/sentry-go/images/itsmf.jpg&imgrefurl=http://www.3ds.co.uk/sentry-go/qm-svr-ports.htm&h=220&w=475&sz=19&hl=en&start=1&um=1&tbnid=t4GmioRmqLA83M:&tbnh=60&tbnw=129&prev=/images%3Fq%3Ditsmf%26um%3D1%26hl%3Den%26safe%3Doff%26rlz%3D1T4GGIH_enUS241US241
http://images.google.com/imgres?imgurl=http://www.istria-ltd.co.uk/news/news-umg/OGC%2520logo%2520black_0002.jpg&imgrefurl=http://www.istria-ltd.co.uk/news/news3.htm&h=74&w=160&sz=4&hl=en&start=1&um=1&tbnid=x0RQWN_AjHnFpM:&tbnh=45&tbnw=98&prev=/images%3Fq%3Dogc%2Blogo%26um%3D1%26hl%3Den%26safe%3Doff%26rlz%3D1T4GGIH_enUS241US241
http://images.google.com/imgres?imgurl=http://www.istria-ltd.co.uk/news/news-umg/OGC%2520logo%2520black_0002.jpg&imgrefurl=http://www.istria-ltd.co.uk/news/news3.htm&h=74&w=160&sz=4&hl=en&start=1&um=1&tbnid=x0RQWN_AjHnFpM:&tbnh=45&tbnw=98&prev=/images%3Fq%3Dogc%2Blogo%26um%3D1%26hl%3Den%26safe%3Doff%26rlz%3D1T4GGIH_enUS241US241

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
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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
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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
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ITIL: 21+ Years of Service Improvement

ITIL Version 3
Business
Partner

ITIL Version 2
Service
Provider

ITIL Version 1
Technology
Provider

Maturity
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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
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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
Commercial Administrators



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
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ICTIM Operations & Svc Mgt

Hanagement
Tools Users

N 4

Events Incidents

Technical
Support
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[ 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

> V3 Focus: IT to Business
Integration

A
A

A
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Service Strategy: service
portfolio

Service Design: define &
design

Service Transition: build
& deploy

Service Operation:

maintain day -to-day
operations

Continual Service

Improvement: improve
quality of service

27

The Service Lifecycle



