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Where we began…Where we began…

 County Vision:County Vision:
“Best public service provider and“Best public service provider and

employer in the business”employer in the business”

 County Mission:County Mission:
"To deliver quality public services"To deliver quality public services
to all citizens in an effective,to all citizens in an effective,
professional and efficientprofessional and efficient
manner."manner."



Where we began…Where we began…

County GoalsCounty Goals::
 Create Safe, Healthy, Livable CommunitiesCreate Safe, Healthy, Livable Communities
 Develop Strong Public Partnerships and anDevelop Strong Public Partnerships and an

Active and Informed PopulationActive and Informed Population
 Sustain the County’s Excellent FinancialSustain the County’s Excellent Financial

Health and Economic ProfileHealth and Economic Profile
 Provide a Supportive Organizational CultureProvide a Supportive Organizational Culture

which enhances the County Missionwhich enhances the County Mission
 Manage the Challenges and OpportunitiesManage the Challenges and Opportunities

Derived from Growth and DevelopmentDerived from Growth and Development



Where we began…in ITWhere we began…in IT

Develop Strategic PlanDevelop Strategic Plan
 Assessment and evaluation of IT at ScottAssessment and evaluation of IT at Scott

CountyCounty
–– Interim CIO:Interim CIO:

 SWOT analysis within IT DepartmentSWOT analysis within IT Department
 Dept process reviewDept process review –– dayday--toto--day workflow, decisionday workflow, decision--

making, organizational structure, communication flow,making, organizational structure, communication flow,
planning, financial managementplanning, financial management

 Interviews and systems mapping with each cityInterviews and systems mapping with each city
business unitbusiness unit

 Soft and hard skills assessment of all staffSoft and hard skills assessment of all staff



Where we began…in ITWhere we began…in IT

–– Strategy Consultants:Strategy Consultants:
 Technology assessment of systemsTechnology assessment of systems

architecture, hardware, softwarearchitecture, hardware, software
 Estimated total IT cost of operationsEstimated total IT cost of operations

( as % of County revenue)( as % of County revenue)
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IT Assessment and Plan:
Balance for Effectiveness



IT Strategic PlanIT Strategic Plan

 Visioning workshops with County seniorVisioning workshops with County senior
executivesexecutives
–– Reviewed assessment findingsReviewed assessment findings
–– Defined vision for IT, then brainstormed, thenDefined vision for IT, then brainstormed, then

“got real”“got real”
 Align with County vision, mission, goalsAlign with County vision, mission, goals
 Reposition from technologyReposition from technology--centered to servicecentered to service--

oriented operationoriented operation
 LeadLead -- to change the way County does business:to change the way County does business:

ee--Government and selfGovernment and self--serviceservice
 Lower cost of doing businessLower cost of doing business



IT Strategic PlanIT Strategic Plan

Vision for IT: “AnyVision for IT: “Any
service, any time,service, any time,
anywhere.”anywhere.”

New Service DeliveryNew Service Delivery
ModelModel



IT Strategic PlanIT Strategic Plan --
10 Key Recommendations10 Key Recommendations
1.1. Establish a New Service Delivery Model for ScottEstablish a New Service Delivery Model for Scott

CountyCounty
2.2. Transform IT OrganizationTransform IT Organization
3.3. Establish Central Point of Contact for IT ClientsEstablish Central Point of Contact for IT Clients
4.4. ReRe--Align IT StaffAlign IT Staff
5.5. Create the IT Steering CommitteeCreate the IT Steering Committee
6.6. Leverage the LEIS Advisory BoardLeverage the LEIS Advisory Board
7.7. Validate the Fundamental Technology PlatformsValidate the Fundamental Technology Platforms
8.8. Adopt Key IT Process Changes & IT PerformanceAdopt Key IT Process Changes & IT Performance

MeasuresMeasures
9.9. Transition Projects Occur in 2003Transition Projects Occur in 2003
10.10. Electronic Delivery of Services in 2004 andElectronic Delivery of Services in 2004 and

beyondbeyond



2004-2005
Building the Foundation

Placing the Leadership Team
Changing the Oraganization
Defining the Service Culture
Nurturing the Staff
  Client Relationship
IT Governance
Implementing Service &
  Management Processes
Developing the Technical
  Architecture

2006
Operational Performance

Building the Leadership Team
Developing the IT Organization
Setting Performance Standards

Team Accountability
Client Participation

Implementing the “ewindow”

2007-2008
Striving Toward World

Class Service

Leading Organization Change
Continuous Improvement
Recognizing Service
Team Management
Client Involvement
Implementing & Maintaining
  the “ewindow”
Recognition as a World Class
  Service Organization

IT Service Delivery
Road Map 2004-2008



Adopt Key Process ChangesAdopt Key Process Changes
& Metrics& Metrics

 Implement IT best practices asImplement IT best practices as
defined by industry standardsdefined by industry standards

 Include:Include:
–– Project managementProject management
–– IT work managementIT work management
–– IT resource managementIT resource management
–– Service (Help) DeskService (Help) Desk
–– Asset managementAsset management



IT Process MaturityIT Process Maturity (CMMI)(CMMI)
Assessment toolAssessment tool
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Adopt Key ProcessAdopt Key Process
Changes & MetricsChanges & Metrics

Decision:Decision:
Implement an ITIL ProgramImplement an ITIL Program

CIO’s choiceCIO’s choice –– “Best match out of“Best match out of
standards considered: COBIT, TCO,standards considered: COBIT, TCO,
Six Sigma, ISO”Six Sigma, ISO”

(now ITIL is ISO20000)(now ITIL is ISO20000)

Task



ITIL positioning &ITIL positioning &
justification:justification:

Benefits & impact of ITIL onBenefits & impact of ITIL on
IT & Strategic PlanIT & Strategic Plan

 Alignment with vision & mission of CountyAlignment with vision & mission of County
 Practical tactics for implementing ITPractical tactics for implementing IT

strategic planstrategic plan
 Compliance with HIPAACompliance with HIPAA
 Cost reductionCost reduction



ITIL positioning &ITIL positioning &
justification:justification:
 Service orientationService orientation
 Specific to work done by ITSpecific to work done by IT
 Best practices as defined by ITBest practices as defined by IT –– practical,practical,

common sensecommon sense
 Tailored to fit our organizationTailored to fit our organization
 Can be implemented in stepsCan be implemented in steps
 Has measurable outcomes for ITHas measurable outcomes for IT

performanceperformance
 Establishes benchmarks and enables use ofEstablishes benchmarks and enables use of

quality control effortsquality control efforts



Implementing ITIL:Implementing ITIL:

 CIO as Executive SponsorCIO as Executive Sponsor –– created ITILcreated ITIL
Project PlanProject Plan –– goals, tasks, deliverablesgoals, tasks, deliverables

 Implement IT Governance & Educate:Implement IT Governance & Educate:
(CIO chairs IT Governance)(CIO chairs IT Governance)
-- Role of effective IT governanceRole of effective IT governance
–– Articles on ITILArticles on ITIL
–– Attendance at ITIL overview seminarsAttendance at ITIL overview seminars –– ½ day½ day
–– Orientation to Scott IT process & workflowOrientation to Scott IT process & workflow ––

opportunities and challengesopportunities and challenges

Task

Task



Implementing ITIL:Implementing ITIL:

 Education of IT staffEducation of IT staff
To Strategic PlanTo Strategic Plan

 New organizational structure (see handout)New organizational structure (see handout)
 New delivery modelNew delivery model
 Challenges in current processes (all identified inChallenges in current processes (all identified in

SWOT)SWOT)

To ITILTo ITIL –– as programmatic solution, implementedas programmatic solution, implemented
over timeover time
 OnOn--site 3site 3--day foundation Training & Certificationday foundation Training & Certification

provided to all IT staffprovided to all IT staff

Task



““House of ITIL Model”House of ITIL Model”

refer to handoutrefer to handout



Implementing ITIL:Implementing ITIL:

More ITIL training:More ITIL training:
 CIO gets Practitioner Certification in SD &CIO gets Practitioner Certification in SD &

SLMSLM -- $1,600$1,600
 CIO & IT Mgrs get Practitioner CertificationsCIO & IT Mgrs get Practitioner Certifications

in Change Managementin Change Management -- $4,000$4,000
 CIO & IT Managers attend annual PinkCIO & IT Managers attend annual Pink

Elephant International conferences ’05 & ’06Elephant International conferences ’05 & ’06
–– $5,000$5,000

Task



Implementing ITIL:Implementing ITIL:

Select focus: Processes with the mostSelect focus: Processes with the most
problems & biggest risk in serviceproblems & biggest risk in service
and compliance (HIPAA):and compliance (HIPAA):

1.1. Configuration managementConfiguration management
2.2. Incident managementIncident management
3.3. Problem managementProblem management
4.4. Change managementChange management

(Function: SERVICE DESK)(Function: SERVICE DESK)

Task



Implementing ITIL:Implementing ITIL:

 Conduct Help Desk tools’ assessmentConduct Help Desk tools’ assessment
& gap analysis& gap analysis -- $5,000$5,000

 Map four ITIL processes:Map four ITIL processes: ConfigConfig.,.,
Incident, Problem & Change to theIncident, Problem & Change to the
subsub--detail leveldetail level -- $10,000$10,000

(see handout on Change)(see handout on Change)

Task

Task



ITIL Process ownershipITIL Process ownership

Assign & train Process ManagersAssign & train Process Managers -- selected ITselected IT
staff who will oversee, track, evaluate &staff who will oversee, track, evaluate &
own a specific ITIL processown a specific ITIL process
–– Client Services ManagerClient Services Manager

 Service Desk functionService Desk function
 Incident ManagementIncident Management
 Service Level ManagementService Level Management

–– TBD…DBA?  Systems engineer?
 Problem managementProblem management

Task



ITIL Process ownershipITIL Process ownership

–– Deputy CIODeputy CIO
 Change managementChange management

–– Senior IT AnalystSenior IT Analyst
 Configuration management (CMDB)Configuration management (CMDB)

–– Communications TechCommunications Tech
 Change administratorChange administrator
 Knowledge Base administratorKnowledge Base administrator
 CMDB administratorCMDB administrator



ITIL Process ownershipITIL Process ownership

Applications ManagerApplications Manager
–– Release managementRelease management

CIOCIO
–– Financial managementFinancial management

–– Capacity managementCapacity management
–– Availability managementAvailability management

–– Service continuityService continuity –– Security/Disaster RecoverySecurity/Disaster Recovery

Ideas



Implementing ITIL:Implementing ITIL:

 Generate requirements forGenerate requirements for
“integrated” Service Desk tool > RFP“integrated” Service Desk tool > RFP ––
based on Scott’s processesbased on Scott’s processes

 Evaluate vendors: onEvaluate vendors: on--site “proof ofsite “proof of
concept” & final tool purchaseconcept” & final tool purchase

 Configure new Service Desk ToolConfigure new Service Desk Tool
based on Scott’s processes: Incident,based on Scott’s processes: Incident,
Problem, Configuration and ChangeProblem, Configuration and Change

Task

Task

Task



Implementing ITILImplementing ITIL

 Orientation & training for IT Staff:Orientation & training for IT Staff:
-- ITIL refresher on foundationsITIL refresher on foundations
level practiceslevel practices

-- Training as “IT Operators” ofTraining as “IT Operators” of
new toolnew tool

-- refresher on our own processesrefresher on our own processes
for Incident & Problem mgmtfor Incident & Problem mgmt



Implementing ITILImplementing ITIL

Final preparations:Final preparations:
-- Testing and trial run of tool for 1Testing and trial run of tool for 1
weekweek

-- Erased call entries and test dataErased call entries and test data
-- “Go live” on new tool“Go live” on new tool –– Sept 27,2006Sept 27,2006



Process Maturity & ControlProcess Maturity & Control

 Establish mechanism for regular &Establish mechanism for regular &
consistent efforts in processconsistent efforts in process
improvement:improvement:
Continuous Quality Improvement (CQI)Continuous Quality Improvement (CQI)
–– Working Sessions: 4 hr. & 2 hr./monthlyWorking Sessions: 4 hr. & 2 hr./monthly
–– Process Managers & CIOProcess Managers & CIO

ITIL focus, but also other processesITIL focus, but also other processes –– e.g., one.g., on--callcall
schedule, contract management, policy reviewsschedule, contract management, policy reviews

Task



Implementing ITIL:Implementing ITIL:
COMMUNICATION PLANCOMMUNICATION PLAN
 BoardBoard –– 2x/yr2x/yr
 IT GovernanceIT Governance ––

monthlymonthly
 IT StaffIT Staff –– monthlymonthly
 Division HeadsDivision Heads ––

quarterlyquarterly
 IT CustomersIT Customers –– asas

milestones nearmilestones near

 Regular & frequentRegular & frequent
 Tie to County goalsTie to County goals

& IT Plan& IT Plan
 Show measurableShow measurable

progressprogress ––
challenges tochallenges to
overcomeovercome

 Benefits to themBenefits to them
 Next StepsNext Steps –– nextnext

goals for programgoals for program

Task



ITIL Program TimetableITIL Program Timetable

 IT Strategic PlanIT Strategic Plan
 IT staff assessmentIT staff assessment ––

orientation to ITILorientation to ITIL
 IT organizationalIT organizational

structure redefinedstructure redefined
 New IT ManagersNew IT Managers

hiredhired
 CIO certified in SD &CIO certified in SD &

SLMSLM
 SD tools assessmentSD tools assessment
 Board approvesBoard approves

Strategic PlanStrategic Plan

 Dec. 2002Dec. 2002
 Feb. 2003Feb. 2003

 Feb. 2003Feb. 2003 --seesee
handouthandout

 Sep. 2003Sep. 2003
 Nov. 2003Nov. 2003

 Feb. 2004Feb. 2004
 Mar. 2004Mar. 2004



ITIL Program TimetableITIL Program Timetable

 HIPAA eHIPAA e--securitysecurity
assessment*assessment*

 Change ManagementChange Management
certificationcertification

 ITIL process mappingITIL process mapping
 IT GovernanceIT Governance

establishedestablished
 SD tool RFPSD tool RFP
 GIS staff certified ITILGIS staff certified ITIL

 SD tool purchaseSD tool purchase

* Delayed ITIL 11 mos.* Delayed ITIL 11 mos.

 MarMar--Sep. 2004Sep. 2004

 Nov. 2004Nov. 2004

 Feb. 2005Feb. 2005
 Jun. 2005Jun. 2005

 Jul. 2005Jul. 2005
 Sep. 2005Sep. 2005

 Dec. 2005Dec. 2005



ITIL Program TimetableITIL Program Timetable

 11stst Business AnalystBusiness Analyst
hiredhired

 Configure SD toolConfigure SD tool
 ITIL refresher coursesITIL refresher courses

–– all staffall staff
 Training on toolTraining on tool
 Client ServicesClient Services

Manager hiredManager hired
 TestingTesting
 CAB & FSC on paperCAB & FSC on paper

 Feb. 2006Feb. 2006

 Feb. 2006Feb. 2006
 May 2006May 2006

 Jun. 2006Jun. 2006
 Jun.Jun.

 Jul. 2006Jul. 2006
 Aug. 2006Aug. 2006



ITIL Program TimetableITIL Program Timetable

 ““Go live”Go live” –– Infra:Infra:
Incident, Problem,Incident, Problem,
CMDBCMDB

 ChangeChange mgmntmgmnt ––
set up on toolset up on tool
begunbegun

 CQI establishedCQI established
 Deputy CIODeputy CIO

position with GISposition with GIS
moved into ITmoved into IT

 Sep. 2006Sep. 2006

 Oct. 2006Oct. 2006

 Nov. 2006Nov. 2006
 Sep. 2006Sep. 2006 –– seesee

handout of orghandout of org
chartchart



Lessons Learned at ScottLessons Learned at Scott

 Executive sponsorship criticalExecutive sponsorship critical
 CIO at table with top administratorsCIO at table with top administrators
 Budget & manage ITIL as a new programBudget & manage ITIL as a new program
 Create formal project planCreate formal project plan –– timetable &timetable &

deliverablesdeliverables
 Marketing & Communications planMarketing & Communications plan –– 4 P’s!4 P’s!

–– ProductProduct
–– PositionPosition
–– PricePrice
–– PromotionPromotion



Lessons Learned at ScottLessons Learned at Scott

 Nurture, support & include IT staffNurture, support & include IT staff
 Obstacles are ever presentObstacles are ever present –– embrace early,embrace early,

flex often, keep your focusflex often, keep your focus
 Configuration Management: the foundationConfiguration Management: the foundation

-- CMDB tool criticalCMDB tool critical
 “Change”: too complicated to do first“Change”: too complicated to do first
 Redesigning? Paper or manual process first,Redesigning? Paper or manual process first,

then automatethen automate
 Flexible tool? Longer time to configureFlexible tool? Longer time to configure



ITIL Program at ScottITIL Program at Scott

Questions?Questions?


