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Executive Summary
This document is the second edition of an Information Technology (IT) Service Delivery Plan for the Department of Community and Human Services (DCHS).  The Service Delivery Plan defines the information technology functions for DCHS and quantifies the scope of the functions and the resources required.  The first edition of the plan was originally written in the summer of 2007.  This update to the plan, written in the autumn of 2008, covers 2009.
Business and IT representatives from each of the four divisions and the Director’s Office in DCHS contributed to the creation and review of this document.  Please refer to Section 1 for a listing of the IT and business staff involved with this effort.

Section 2 describes DCHS’ priorities, goals, key business strategies to help achieve these goals, and the impact on IT.  DCHS manages 12 distinct programs that provide a range of services to assist the county’s most vulnerable or troubled citizens and strengthen its communities.  DCHS is responsible for delivering, either directly or via community-based agencies, a wide variety of housing and human services, as well as ensuring the availability of indigent defense services.  The department is the second largest human service agency in the state and plays a strong role in the coordination of the region’s human service infrastructure.  Coordination of services is accomplished through the efforts of staff in the Director’s Office and the following four divisions:

· Community Services Division (CSD)
· Developmental Disabilities Division (DDD)
· Mental Health, Chemical Abuse and Dependency Services Division (MHCADSD)
· Office of the Public Defender (OPD)

The mission of DCHS is “to enhance the quality of life, protect rights and promote self-sufficiency of our county’s diverse individuals, families, and communities.”  DCHS has five priority areas:

· Provide effective prevention and intervention strategies for those most at-risk and most in need to prevent or reduce more acute illness, high-risk behaviors, incarceration and other emergency medical or crisis responses,
· Provide job readiness, education and employment services to help vulnerable youth and adults increase independence and self-sufficiency and lead more meaningful and productive lives,
· Develop and implement stronger prevention measures to avoid or prevent homelessness, and create or preserve supportive housing for those who are homeless or at risk of homelessness to achieve the goal of ending homelessness in King County,
· Continue to develop and provide services that reduce the growth of emergency medical and criminal justice system involvement and costs,
· Assure quality public defense services.

DCHS IT priorities for 2009 are:

· Sustain and maintain service level of providing IT services that are responsive and support the department’s and divisions’ business plans and priorities.

· Ensure scheduled IT projects are on track, within scope, schedule and budget

· Complete transition plan for department’s IT reorganization

Section 3 summarizes the IT functions performed by the department IT and non-IT classified (shadow IT) staff.  In 2007, the department began integrating division IT staff and support into the DCHS Director’s Office.  In 2009, the integration of all IT-classified staff will be completed.

The DCHS Help Desk provides network and desktop support to users in the entire department.  In addition, department IT staff provide application development, application support, database administration, data backup, and server administration to department.  Certain IT functions continue to be provided by central IT, including some web hosting and data backup services.  

Section 4 lists the central IT services and IT services from other King County departments that are utilized by DCHS.  All divisions within DCHS receive standard central IT enterprise functions.  Optional central IT services received include radio services for the Director Office and MHCADSD’s Transport and Triage program, plus mainframe application access for all divisions.  Custom central IT services utilized include data backup for both CSD and DDD.

Section 5 lists the external support and service contracts. Due to the nature of DCHS businesses which involve contracting with Federal and State agencies, DCHS staff are required to utilize external applications and systems provided by State and Federal agencies to carry out their work in order to meet contractual requirements.  DCHS divisions utilize 14 external systems supported by Federal and State agencies.  For service contracts, all divisions utilize the Dell PC hardware contract.  CSD also has some software contracts for specific employment services utilized by the Dislocated Worker, Youth Work Training, and Veteran’s Programs.  MHCADSD and OPD do their own internal application development and have maintenance contracts for the HP-UX database servers, and the application development tools.  DCHS has 12 service contracts totaling approximately $48,000 not including the countywide Dell computer contract.

Section 6 provides a complete listing of DCHS customer locations.  DCHS has staff operating at many remote business offices to provide services in the community.  OPD, for example, maintains staff and computer workstations at King County District and Superior Courts, and two municipal courts in King County in order to provide screening services.  CSD’s Work Training Program also has staff sited at the WorkSource locations and community colleges throughout the county to provide work training services.  In addition to internal staff, DCHS also supports a large base of external users who are staff at contractor agencies.  The MHCADSD division, for example, provides remote access to MHCADSD systems to over 300 external users at contracted community mental health (MH) and chemical dependency (CD) providers.  
Section 7 lists DCHS IT projects for 2009.  At the division level, the focus will be to leverage technology to improve planning for and delivery of services to citizens of King County.  This includes improvements to systems that track clients and services such as the Developmental Disabilities Division Client Information System project.

As part of Executive Branch IT Reorg initiative, DCHS IT staff have been moved from the divisions into a single unit in the Director’s Office that provides technology services to the entire department.  In 2009, our effort will focus on improving DCHS IT operations through better documentations, improving processes, and standardizing technologies and practices.

Section 8 provides an inventory of IT hardware equipment categories and equipment types, and both commercial software and custom developed software in use by the department. DCHS has a total of 746 workstations, 32 servers, 113 peripherals (printers, fax machines, tape drives), and 136 wireless devices (cell phones, PDAs, Blackberries).  DCHS divisions utilize over 62 different software packages and 49 custom applications.

The organizational chart in Section 9 depicts the current DCHS IT staffing and reporting structure.  In 2007, DCHS began restructuring the department IT staff into a single DCHS IT organization within the Director’s Office in accordance with the Executive’s IT Reorganization Transition Plan (2006).  As of November 2008, over 80% of DCHS IT staff positions are part of the DCHS IT staff group and report to the DCHS IT Service Delivery Manager (SDM).  There are a few IT staff that remain in business units and report to a non-IT manager or supervisor.  Please refer to Appendix D for a complete list of IT positions within DCHS.  This information is also linked to the IT Budget information located in Appendix E.  
Section 10 includes information on the IT Budget which is the summation of costs of the department IT labor, capital, and operating expenses.  The total 2009 IT budget is $5,016,462, of which $3,204,160 is for IT salaries, wages and benefits.
Section 11 lists the performance measures established in coordination with other departments in three service categories.  So far in 2008, DCHS has met or exceeded the targets in all areas.  In 2009, the IT SDM, in coordination with the SDMs from other departments, will work on expanding and refining the performance measures and targets.

Section 1:  Department Contact Information
The following is a list of individuals involved in preparing the DCHS IT Service Delivery Plan.

	Contact Name
	Division
	Job Title
	Telephone Number

	Diep Nguyen
	DCHS Director’s Office
	IT Service Delivery Manager
	(206) 263-8907

	Marty Lindley
	DCHS Director’s Office
	Business Director
	(206) 263-9005

	Randy Inouye
	DCHS Director’s Office
	Business & Finance Officer
	(206) 263-9012

	Martine Kaiser
	DCHS Director’s Office
	Project/Program Manager
	(206) 263-8917

	Michael Litt
	DCHS Director’s Office
	Distributed Systems LAN/PC Supervisor
	(206) 263-8921

	Mark Mikhlin
	DCHS Director’s Office
	IT Supervisor
	(206) 263-8909

	Mike Stewart
	DCHS Director’s Office
	Database Administrator
	(206) 263-8914

	Wyatt Yee
	DCHS Director’s Office
	IT Supervisor
	(206) 263-8915

	Krishna Duggirala
	OPD
	Assistant Division Director
	(206) 296-7655

	Dana Ritter
	MHCADSD
	Chief Financial Officer
	(206) 263-8905

	Dick Woo
	CSD
	Finance and Administrative Services Manager
	(206) 263-9042

	Holly Woo
	DDD
	Project/Program Manager
	(206) 263-9047


	Section 2:  Department Direction


Department Overview

DCHS, either directly or through agency contracts, provides a broad array of services for the residents of King County.  DCHS’ goal is to provide services that meet individual needs, create opportunities for independent and productive lives, and improve and strengthen public safety and the livability of our communities.  During 2009, the department priorities are to
1. Provide effective prevention and intervention strategies for those most at-risk and most in need to prevent or reduce more acute illness, high-risk behaviors, incarceration and other emergency medical or crisis responses,
2. Provide job readiness, education and employment services to help vulnerable youth and adults increase independence and self-sufficiency and lead more meaningful and productive lives,
3. Develop and implement stronger prevention measures to avoid or prevent homelessness, and create or preserve supportive housing for those who are homeless or at risk of homelessness to achieve the goal of ending homelessness in King County,
4. Continue to develop and provide services that reduce the growth of emergency medical and criminal justice system involvement and costs,
5. Assure quality public defense services.
Mission

Department of Community & Human Services
To enhance the quality of life, protect rights, and promote self-sufficiency of our region’s diverse individuals, families and communities.

DCHS’ business of planning, policy implementation, fiscal management, oversight, and provision of care for the majority of King County’s housing, employment and human service programs is intrinsically connected to information and the technology used to gather it.  Managing and administering funds from federal and state governments, serving as the Regional Support Network for the publicly funded mental health system and managing public defense services require investments in information technology.  These investments range from basic computer networks for conducting daily business to developing new applications for coordinated treatment, quality public defense, and increased privacy and security. 

Divisions

DCHS is responsible for managing numerous distinct programs, providing services directly or through community-based contracts.  The work of DCHS encompasses a breadth of services that protects King County’s most vulnerable and troubled citizens and strengthens its communities.  These services support regional coordination, help minimize introduction to and recidivism in the criminal justice system, reduce homelessness, and reach out to residents of unincorporated areas.  The department is increasing its focus on efficiency, accountability, and quality assurance by working with the Committee to End Homelessness, participating in the Accountable Business Transformation, implementing and evaluating the Service Improvement Plan for the Veterans and Human Services levies, planning and implementing the services available under the Mental Illness and Drug Dependency Action Plan, and improving internal coordination among the divisions.  

With oversight from the Director’s Office, these services are accomplished through the efforts of staff in four divisions:  
· Community Services Division 
· Developmental Disabilities Division 
· Mental Health, Chemical Abuse and Dependency Services Division 
· Office of the Public Defender
Each division determines their IT projects and the IT Service Delivery Manager reviews them to ensure alignment with departmental and King County IT strategic objectives.  Through the strategic planning process, a unified set of goals and criteria for future projects has been created that will help guide the divisions in decision making.  The coordination offered by the DCHS IT Business Coordination Group, made up of business representatives from each division, will help the IT Service Delivery Manager to synchronize IT strategies among the divisions. 
Director’s Office

The Director’s Office provides fiscal and policy oversight for the department.  In 2009, the Director’s Office will provide leadership for the Accountable Business Transformation process performance measures and continue to address issues of homelessness by coordinating stakeholders to change policies and priorities.  Internally, the Director’s Office will focus on completing the reorganization IT staffing as part of the Executive Branch IT Reorg Implementation, increasing IT coordination among the divisions, and improving performance measures.  

Each program defines and collects data in a manner consistent with their unique business goals.  Technology enables the Director’s Office to analyze and present the numbers and populations served to respond to the Office of Management and Budget, lead regional human services, demonstrate accountability to the public, and illustrate department efficiencies.  Quarterly reports from each division to the Department Director provide ongoing reviews of program progress and process.
Community Services Division

The Community Services Division (CSD) provides a wide range of services to improve the lives of families, the elderly, the homeless and those at risk of homelessness, victims of domestic violence and sexual assault, veterans, low-income individuals and neighborhoods, and people needing education and training to be more employable for the future.  CSD houses the following programs:  
	Program
	Description

	Community Services Program
	Senior Services, Juvenile Justice Intervention, Homeless Prevention, Domestic Violence/Sexual Assault/Batterers Treatment, Seniors, Information and Referral, and other Community Services Programs

	Housing & Community Development Program 
	Affordable housing and livability in low-income neighborhoods

	Veterans and Family Levy
	Supportive services and housing for veterans and their families

	Human Services Levy Program
	Social services and housing for low-income families

	Veterans Services Program
	Supportive services for indigent veterans 

	Women’s Program
	Assisting survivors of domestic violence and sexual assault

	Work Training & Dislocated Workers Programs
	Comprehensive employment and training services for unemployed adults and in-school/out of school youths.


In 2009, CSD will continue to focus its efforts on the provision and coordination of services.  CSD will also strive to reduce pressure on the criminal justice system by providing offender employment assistance to persons court ordered to the Community Center for Alternative Programs (CCAP).  The King County Jobs Initiative will provide a coordinated and comprehensive approach to reduce recidivism in the criminal justice system by engaging offenders and removing barriers to employment.  In addition, the implementation of the Veterans and Human Services Levy will be a substantial undertaking in 2009.  

CSD uses technology to produce documents, contracts and fiscal spreadsheets, respond to public requests for information, support teaching, manage cases, determine eligibility, process loan authorizations, manage capital projects (some with a 20- to 50-year lifespan), and query data to report on performance.  Most business is contracted to partner agencies and technology is necessary for reporting to grantors and managing contracts. 
Developmental Disabilities Division

The Developmental Disabilities Division (DDD) provides a full range of services and supports that enhance the lives of King County citizens with development disabilities and their families.  These services include early intervention to support and enhance the development of birth-to-three year old children with developmental delays, transitional assistance to young adults with developmental disabilities graduating from high school, employment supports to assist adults with developmental disabilities to prepare for, obtain, and maintain successful employment, information and referral assistance, advocacy assistance, housing assistance that includes identifying housing options and obtaining rental assistance vouchers, and supports that encourage integration into the community.  

DDD relies on technology for managing contracts, processing monthly billings, tracking financial information, researching information and interfacing with multiple business partners, including state agencies, school districts, other county programs, and direct service providers.  Technology enables users to accomplish basic work functions and allows the division to interface with multiple state database systems.  

The division contracts with over 60 service providers.  Providers who receive state and/or federal funding are required to submit client service and billing information on a monthly basis to the division and this information is transferred from the division’s database to the state’s database system.  Technology is critical to allow the division to track client specific information for over 4,000 clients and coordinate services with the division’s business partners.

The division had to revise its current database system to allow it to interface with the State of Washington’s new Case Management Information System, which went on-line on April 1, 2008.  However, revisions are being completed at a minimum level since the division is planning to implement a major Information Technology project and replace its current Microsoft Access database application with a new database application.  The current application, which was designed and developed over twelve years ago, can no longer appropriately support the business requirements and processes that have come online since then.  Consequently, a new database application is being developed/procured to take into account the current business requirements and processes.
The division will continue to pilot King County’s Secure File Transfer process run by Public Health.  As a second phase, the division plans to expand the pilot to the other birth-to-three providers.  Using this system will enhance the division’s ability to protect the confidentiality, integrity, and availability of the monthly service and billing data submitted by the providers.
Mental Health, Chemical Abuse and Dependency Services Division

The Mental Health, Chemical Abuse and Dependency Services Division (MHCADSD) is responsible for managing both King County’s publicly funded mental health and substance abuse treatment systems.  Direct services provided by county staff include assessments for substance abuse services, 24-hour mental health crisis outreach and investigation for involuntary commitment, managed care client services, and public inebriate outreach and triage.  Treatment services are provided through contracts with mental health centers and substance abuse treatment agencies.  

Technology supports daily operations and is integral to the way MHCADSD does business.  The division contracts services out to 52 service agencies:
· Mental Health—All providers enter information into a database that connects community organizations, DCHS and the State Department of Social and Health Services.  This database enables agencies to provide a managed care system and allows the division to track services and costs.

· Chemical Dependency—Database is similar to Mental Health which integrates information from directly provided services and prevention activities and allow querying and reporting of the state’s Treatment and Report Generation Tool (TARGET) database and Performance Based Prevention System (PBPS). 
The division provides direct services through Crisis and Commitment Services, and the Emergency Services Patrol.  The designated mental health professionals in Crisis and Commitment Services need 24-hour access to information about previous care of client and status of court orders.  All direct services are supported by internal databases.

MHCADSD also requires technology for general business and management.  Email allows critical communication with staff, legislators, county agencies, the County jails, and the Metropolitan King County Council.  Internet connectivity allows data reporting, access to liaisons at Western State Hospital, and supports best practices research.  Connecting to the state mental health database is essential for contracting with the state to manage cases and to provide client service.  

Office of the Public Defender

The Office of the Public Defender (OPD) provides legal counsel to indigent persons charged with a jailable criminal offense, for persons served with a court order for contempt carrying a possible jail penalty, and for parties to dependency proceedings.  Services are furnished for all King County District and Superior Courts; OPD supplies screeners at all Superior and District Court arraignment hearings.  OPD also contracts with the cities of Shoreline and Kenmore to screen defendants in municipal court for indigency.
Technology is critical for monitoring the 33,000 cases and $34 million budget that OPD handles annually over multiple jurisdictions and geographical locations.  OPD’s custom built Informix database tracks defendant indigency screenings and assignments to the public defense agencies and assigned counsel attorneys.  Planned system improvements include extending the system to collect data electronically from the contracted defender agencies and courts.  Additionally, technology is essential in the day-to-day management of the office, including tracking financial information and managing the contracts with providers.
OPD staff currently access criminal justice information through the state databases SCOMIS and DISCIS and the King County databases PROMIS and ECR.  All staff have look-up access to identify defendants and find information relating to a defendant’s case and charge.
Business and IT Alignment

The following information is compiled from the DCHS 2009 Business Plan and describes DCHS’s objectives, goals, and key business strategies, and how they impact IT. 

DCHS has five department goals and six business objectives.  In many cases the four divisions share in the provision of an objective.  Each objective is linked with a primary goal, although many objectives support multiple goals.  The department has identified the following key business strategies for each objective in 2009, along with the related IT impact:

Objective 1:  Reduce adult contacts with the King County criminal justice system 
Linked Department Goals: 

· Continue to develop and provide services that reduce the growth of emergency medical and criminal justice system involvement and costs.

· Provide job readiness, education and employment services to help vulnerable youth and adults increase independence and self-sufficiency and lead more meaningful and productive lives.  

· Provide effective prevention and intervention strategies for those most at-risk and most in need to prevent or reduce more acute illness, high-risk behaviors, incarceration and other emergency medical or crisis responses.

· Develop and implement stronger prevention measures to avoid or prevent homelessness, and create or preserve supportive housing for those who are homeless or at risk of homelessness to achieve the goal of ending homelessness in King County.

	Business Strategies
	Impact on IT

	1. Proceed with planning and implementation of Mental Illness and Drug Dependency (MIDD) Action Plan strategies in partnership with other county departments to prevent or reduce involvement in the criminal justice system, including the following:

· Increased access to mental health and substance abuse services for people not on Medicaid

· Outreach and engagement to individuals leaving hospitals, jails or crisis facilities

· Employment services for people with mental illness and chemical dependency

· Development of an adult crisis diversion center, respite beds and mobile behavioral health crisis team

· Enhanced mental health court programs

· Increased capacity for jail liaison and jail re-entry programs. 

2. Continue the Criminal Justice Initiatives and other collaborations with Public Health, DAJD, Community Center for Alternative Programs and others to continue reductions in the utilization of law enforcement, courts and jails by providing diversion from the justice system through treatment for chemical dependency and mental health.  

3. Continue expansion of the Veterans’ Incarcerated Project to other jails in King County with the use of Veterans and Human Services Levy dollars, in a continuing effort to secure early release, reduce recidivism, and help veterans stabilize their lives.   

4. Continue the transition of the King County Jobs Initiative training efforts to a focus on individuals exiting from the criminal justice system. 

5. Work with the YWCA to complete development of the Passage Point project for single parents exiting the criminal justice system and prevent recidivism by providing supportive transitional housing, treatment services, parenting and life skills. 

6. 
Continue the Supportive Housing Intervention for Transition to Stability (SHIFTS) program to help create stability through supportive housing for people with mental illness or co-occurring disorders.
	Maintain and enhance MHCADSD applications to support MHCADSD strategies, initiatives, and operations.

Maintain VPN and network access in support of financial management, contract tracking and database systems for all CSD Program and Project Management.

Replace aging equipment in accordance with the Equipment Replacement Plan.


Objective 2: Increase positive behaviors for youth

Linked Department Goals: 

· Continue to develop and provide services that reduce the growth of emergency medical and criminal justice system involvement and costs.

· Provide job readiness, education and employment services to help vulnerable youth and adults increase independence and self-sufficiency and lead more meaningful and productive lives.  

· Provide effective prevention and intervention strategies for those most at-risk and most in need to prevent or reduce more acute illness, high-risk behaviors, incarceration and other emergency medical or crisis responses.

· Develop and implement stronger prevention measures to avoid or prevent homelessness, and create or preserve supportive housing for those who are homeless or at risk of homelessness to achieve the goal of ending homelessness in King County.

	Business Strategies
	Impact on IT

	1. Proceed with planning and implementation of MIDD Action Plan prevention programs and strategies targeted to youth and their families, including the following:
· Prevention services for children of substance abusers 
· Chemical dependency outpatient treatment services for parents in recovery
· Peer support and parent partner family assistance
· School district based mental health and substance abuse services
· School based suicide prevention
· Increased capacity for social and psychological assessments for juvenile justice involved youth
· Wraparound family, professional and natural supports for youth
· Expanded crisis outreach and stabilization services for children and youth
· Reception centers for youth in crisis
· Expanded juvenile court and family treatment court services and supports to parents. 
2. Continue the evidence-based Science to Service chemical dependency treatment programs in the Reclaiming Futures collaboration between MHCADSD and King County Superior Court that is achieving success in treatment retention and completion rates for youth and reductions in criminal justice involvement. 
3. Continue implementation of the Human Services Recommendations Report and the planned system reviews of juvenile justice and youth and family services toward identifying system needs and best practices, conducting competitive RFP processes, and implementing performance-based contracts.  

4. To the extent that resources allow, continue proven strategies in the YouthSource Work Training Program to reach and serve youth who have dropped out of school or are at risk of dropping out in order to help them link to treatment services, avoid gang or criminal activity, and achieve high school graduation or a GED.    

5. To the extent that resources allow, continue successful collaborations with the courts and other partners around Reinvesting in Youth, Functional Family Therapy and related programs for juvenile justice involved youth and those most at risk. 

6. Continue collaboration with the state and the MacArthur Foundation Models for Change juvenile justice reform working to improve access to and coordination of mental health services for youth in the juvenile justice system.   Continue collaboration with the Casey Family 2020 pilot program to help youth in foster care through implementation of improved mental health screening and assessment of foster care youth, and development of a training component for mental health providers to learn how to address the unique needs of kids in foster care.
	Maintain and enhance MHCADSD applications to support MHCADSD strategies, initiatives, and operations.

Maintain VPN and network access in support of financial management, contract tracking and database systems for all CSD Program and Project Management.

Replace aging equipment in accordance with the Equipment Replacement Plan.


Objective 3:  Prevent individuals from becoming homeless and assist individuals to acquire stable housing

Linked Department Goals: 

· Develop and implement stronger prevention measures to avoid or prevent homelessness, and create or preserve supportive housing for those who are homeless or at risk of homelessness to achieve the goal of ending homelessness in King County.

· Provide effective prevention and intervention strategies for those most at-risk and most in need to prevent or reduce more acute illness, high-risk behaviors, incarceration and other emergency medical or crisis responses.

· Provide job readiness, education and employment services to help vulnerable youth and adults increase independence and self-sufficiency and lead more meaningful and productive lives.

· Continue to develop and provide services that reduce the growth of emergency medical and criminal justice system involvement and costs.

	Business Strategies
	Impact on IT

	1. Proceed with planning and implementation of MIDD Action Plan community treatment strategies targeted to ending homelessness, including the following:
· Provide enhanced crisis response services 
· Increase outreach and engagement to individuals leaving hospitals and jails
· Increased access to mental health and substance abuse outpatient services for people not on Medicaid.
2. Expand efforts in homeless prevention through the King County Housing Stability Program, the Veterans and Human Services Levy homeless prevention strategies, and other homeless prevention services, including efforts to improve and strengthen discharge planning for people exiting hospitals, jails and foster care. 

3. Increase investment in permanent supportive housing for homeless people using Veterans and Human Services Levy dollars, new Housing Trust Fund dollars, new MIDD Action Plan revenues, document recording fee revenues, and other fund sources.  Continue successful collaborations with other regional funders to bring supportive housing projects on line more quickly.  

4. Implement the homeless outreach and engagement strategies for Seattle and South King County developed through the Veterans and Human Services Levy.  

5. With Public Health and other regional partners, continue efforts to link housing with supportive services as identified in the Veterans and Human Services Levy Service Improvement Plan, Ten-Year Plan to End Homelessness, and the MIDD Action Plan.  
6. Work in coordination with the Veterans and Human Services Levy, Public Health and the CEHKC to redesign sobering services and the Emergency Services Patrol to assist homeless individuals with chronic alcohol and other drug dependency to move into permanent supported housing and treatment.  
7. Proceed with implementation of the Landlord Liaison Project to address barriers to housing for people who were previously homeless, have poor credit scores or criminal histories by working with landlords to relax usual screening criteria in return for assurances of case management, move-in and damage deposits, etc.   

8. Increase investment in shallow rent subsidies and flexible services, demonstrated by national research to be the single greatest predictor of long-term housing stability. 

9. Work with the Interagency Affordable Housing Team to create affordable and mixed income housing through the use of county surplus property, development incentives, etc. 

10. Continue collaborations with City of Seattle, United Way, the state and the region’s homeless supportive housing and shelter providers to successfully implement the Safe Harbors homeless management information system.  

11. Work with the Gates Foundation and Building Changes, the Foundation’s nonprofit intermediary, to develop and implement regional, coordinated strategies to move homeless families more quickly into permanent housing and link them with the services they need to become more self-sufficient.
	Maintain and enhance MHCADSD applications to support MHCADSD strategies, initiatives, and operations.

Maintain VPN and network access in support of financial management, contract tracking and database systems for all CSD Program and Project Management.

Replace DDD’s current database system in 2009 with a new system that will allow the division to interface with multiple State of Washington database systems and assist staff with contract tracking, fiscal reporting, and program management information.

Replace aging equipment in accordance with the Equipment Replacement Plan.




Objective 4:  Assist individuals to complete education and training goals and place individuals in stable jobs

Linked Department Goals: 

· Provide job readiness, education and employment services to help vulnerable youth and adults increase independence and self-sufficiency and lead more meaningful and productive lives.

	Business Strategies
	Impact on IT

	1. To the extent resources allow, continue to provide employment counseling and re-training for dislocated workers to help them learn new job skills and secure livable wage employment.  Explore expansion of Mature Workers services. 

2. Work with the Workforce Development Council to explore funding alignment, post-secondary education credentials and other programming for low-income adults to create “second chance” opportunities for education and employment.  

3. Continue the provision of employment counseling, case management, and other services for veterans, both in Seattle and at the WorkSource Renton site.  

4. To the extent resources allow, provide education and job training programs to both in-school and out-of-school youth, despite reductions and uncertainty in federal dollars.  

5. Continue implementation of the Working Age Adult Policy and its goals of achieving employment opportunities for all adults with developmental disabilities who wish to work, in collaboration with Washington Division of Vocational Rehabilitation (DVR) and other employment partners.  

6. Continue successful collaboration between DDD and the Work Training Program to assist young adults with developmental disabilities to achieve work experience through the School to Work Project. 

7. Continue to transform the public mental health system to a recovery-based system, including providing vocational and employment programs.  Provide funding for mental health agencies to achieve outcomes in areas such as increased employment. 
8. Proceed with planning and implementation of: 
· MIDD Action Plan strategies that strengthen employment services for people with mental illness and chemical dependency
· Veterans and Human Services Levy employment initiatives that help adults exiting the criminal justice system and link educational, vocational and employment opportunities to housing and supportive services for veterans and other low-income individuals. 
	Maintain and enhance MHCADSD applications to support MHCADSD strategies, initiatives, and operations.

Maintain VPN and network access in support of financial management, contract tracking and database systems for all CSD Program and Project Management.

Need for data warehouse or data linking to diverse databases in support of Levy evaluation – this applies to business strategies #2 through #6.

Revise DDD’s current database system to interface with the State of Washington’s new Case Management Information System that went on-line April 1, 2008.

Replace DDD’s current database system in 2009 with a new system that will allow the division to interface with multiple State of Washington database systems and assist staff with contract tracking, fiscal reporting, and program management information. 

Replace aging equipment in accordance with the Equipment Replacement Plan.


Objective 5:  Assure the availability of developmental and behavioral healthcare so that vulnerable populations can be as physically and mentally fit as possible

Linked Department Goals: 
· Provide effective prevention and intervention strategies for those most at-risk and most in need to prevent or reduce more acute illness, high-risk behaviors, incarceration and other emergency medical or crisis responses. 
· Continue to develop and provide services that reduce the growth of emergency medical and criminal justice system involvement and costs.  
	Business Strategies
	Impact on IT

	1. Proceed with planning and implementation of MIDD Action Plan strategies to promote access to community treatment, support and assist children and youth, and help people access treatment rather than incarceration or hospitalization, including the following:
· Increased access to mental health and substance abuse outpatient services for people not on Medicaid
· Outreach and engagement for people leaving hospitals, jails or crisis facilities
· Emergency room substance abuse early intervention program
· Expanded mental health next day appointments
· For older adults, prevention and early intervention mental health and substance abuse services and expanded crisis intervention services
· Supportive services for housing projects
· Comprehensive chemical dependency outpatient services to parents in recovery
· Prevention services for children of substance abusers
· School district based mental health and substance abuse services and school based suicide prevention
· Increased capacity for social and psychological assessments of juvenile justice involved youth 
· Wraparound family, professional and natural support services for youth
· Expanded crisis outreach and stabilization services for children and youth 
· Expanded family treatment court, mental health court, and juvenile drug court
· Development of an adult crisis diversion center, respite beds and a mobile behavioral health crisis team
· Increased capacity for jail liaison and jail re-entry programs
· Hospital re-entry beds
· Increased capacity for Harborview Emergency Services linkages to community treatment upon discharge from the emergency room.
2. Continue to seek solutions to the issue of inadequate evaluation and treatment beds.  
3. Continue PACT programs that help high utilizers of psychiatric hospitals and FACT programs that help people who are high utilizers of jails, to access the mental health and substance abuse treatment services they need to be successful in the community.  
4. Proceed with implementation and service delivery of the Veterans and Human Services Levy to increase access to behavioral health services by enhancing the integration of mental health and chemical dependency with primary care at existing community clinics and public health centers.

5. Proceed with training for service providers on trauma sensitive services, PTSD treatment, and evidence-based practices for PTSD, as outlined in the Veterans and Human Services Levy Service Improvement Plan 

6. Proceed with plans to enhance services to treat depression in chronically ill and disabled elderly veterans and others in need, as well as for seniors who have transitioned from homelessness to permanent housing, as outlined in the Veterans and Human Services Levy Service Improvement Plan. 

7. Proceed with training opportunities for community providers on the Veterans Administration system services and linkages to other veterans programs and services as outlined in the Veterans and Human Services Levy Service Improvement Plan.   

8. Continue efforts to improve access to early intervention services for infants and toddlers with developmental delays.  While efforts to secure additional funding in 2008 were not successful, the Legislature agreed to conduct a study of unmet needs in advance of the 2009 session and DDD will seek to be involved in that study as a means of addressing its increased costs and demands for services.  

9. Continue efforts to improve compliance with the federal government’s requirement to provide birth to three services in natural environments.


	Maintain and enhance MHCADSD applications to support MHCADSD strategies, initiatives, and operations.

Revise DDD’s current database system to interface with the State of Washington’s new Case Management Information System that went on-line April 1, 2008.

Replace DDD’s current database system in 2009 with a new system that will allow the division to interface with multiple State of Washington database systems and assist staff with contract tracking, fiscal reporting, and program management information.

Expand DDD’s Secure File Transfer pilot to the other birth-to-three providers.

Replace aging equipment in accordance with the Equipment Replacement Plan.


Objective 6:  Provide quality public defense services

Linked Department Goals: 

· Assure quality public defense services

	Business Strategies
	Impact on IT

	1. Utilize state funding under the public defense improvement fund to improve King County’s public defense system, develop ongoing attorney training and education for public defense and assigned counsel attorneys to improve knowledge and competency, and continue to explore training needs and issues on an ongoing basis.   

2. Continue to advocate for adequate state funding for Becca caseloads to meet the demand for services, and state funding for dependency parents’ representation. 

3. Continue to advocate for extraordinary criminal justice funding from the state for aggravated murder cases.
4. Adjust to changing service needs in specific caseload areas, as needed.

5. Continue efforts to improve OPD staff ability to collect and analyze data to forecast service needs and trends as a critical component of the provision of quality public defense services.  
	Develop and maintain the OPD application to support OPD operations.

Implement electronic data submission by contracted defender agencies to streamline case updates.
Identify and act on opportunities to share and receive electronic data with/from other departments in King County criminal justice system.
Replace ageing equipment in accordance with the Equipment Replacement Plan.


IT Plans

DCHS’s IT goal is to improve the availability of data across divisions in order to increase internal efficiency and make better use of public funds.  To support DCHS’s business direction and to align with King County strategic technology plan, DCHS IT strategic objectives include:

· Implement system improvements and improved data reporting to make better use of data being collected across the department.
· Participate in King County’s IT Reorg Technology Initiatives.
· Migrate OPD, MHCADSD and the Director’s Office from current Novell network to Microsoft Windows-based network.

2009 IT Plans
DCHS IT priorities for 2009 are:

1. Sustain and maintain service level of providing IT services that are responsive and support the department’s and divisions’ business plans and priorities.

2. Ensure scheduled IT projects are on track, within scope, schedule and budget.
3. Complete transition plan for department’s IT reorganization.
The divisions and the Director’s Office anticipate implementing Equipment Replacement Plans in 2009.  The requested budgets for the ERPs are:
· $155,480 - CSD

· $10,800 - Director’s Office
· $23,200 - DDD

· $130,200 - MHCADSD

· $18,300 - OPD

DCHS PRB IT projects scheduled for 2009 are listed below.  More details for these projects can be found in Section 7 of the SDP:

· Complete the Director’s Office Data Integration Project

· Continue Developmental Disabilities Division Client Information System development project

· Planning for migration from Novell to Windows network for OPD, MHCADSD and the Director’s Office.
In addition to the projects listed above, DCHS will be participating in the following countywide IT projects;

· IT Reorg planning and implementation of technology initiatives
· Accountable Business Transformation (ABT)
· Major hardware, server and infrastructure move: plan for and move department servers to the new King County Data Center location
DCHS has a number of internal operational projects planned for 2009.  Details on these projects can be found in Section 7.

· 2007 Annual Security Compliance Report quality improvement plan: address areas of non-compliance and areas where the score was lower than 2

· Pandemic flu and disaster planning
· MHCADSD 0.1% sales tax implementation

· Security Incident Response Plan implementation and testing

Future IT Plans
Preliminary Equipment Replacement Plans for 2010-2012 have been developed.  These will continue to be fine-tuned during the 2010 budget process.  DCHS did not submit any 2009 IT projects for Conceptual Review.
	Section 3:  Department IT Functions


DCHS IT staff are currently located at the department level.  

In 2007, the department began integrating division IT staff and services into the DCHS Director’s Office.  A DCHS Core Transition Planning Team was created in May 2008 to work on IT Reorg transition planning activities along with the other executive branch departments.  DCHS core team completed a review of the current IT staffing structure, developed a proposed future IT structure that aligns with the recommended departmental IT model, and identified matrix relationships and transition issues that need to be addressed during implementation.  In 2009, the integration of all IT-classified staff will be completed.

The DCHS Help Desk provides network and desktop support to users in the entire department, and an equal number of external agency users.  In addition, department IT staff provide application development, application support, database administration, data backup, and server administration to the department.  Certain IT functions continue to be provided by central IT, including web hosting and some data backup services.  
The table below provides a summary of IT staffing functions in DCHS.  This includes “shadow IT staff” in the divisions: non IT-classified staff that spend at least 10% of their time performing an IT function.  A detailed staffing matrix of all IT staff and shadow IT staff can be found in Appendix G.

Service Level Expectation

In 2009, DCHS IT will sign a Service Level Agreement with the DCHS divisions and Director’s Office to spell out the scope of IT services provided and the method of payment.  This IT SDP will serve as the business plan and will be part of the service level agreement for delivering IT services. 


	IT Function Categories
(using same categories from 2003 TCO Study)
	DCHS IT FTEs
(Not assigned to a particular division)
	IT FTEs (CSD/OPD/
DDD)
	IT FTEs (MHCADSD/Director's Office)
	Shadow IT Staff
	Total

	
	
	
	
	DO
	CSD
	DDD
	MHC
	OPD
	

	Customer Services
	4.50
	0.00
	0.00
	 
	 
	 
	 
	 
	4.50

	Tier 1 helpdesk
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Tier 2 support
	 
	 
	 
	 
	 
	 
	 
	 
	 

	System Services
	3.50
	1.00
	0.00
	 
	 
	 
	 
	 
	4.50

	Network connectivity
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Workstation administration
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Server administration
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Database administration
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Security administration
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Application Services
	1.00
	4.50
	6.25
	 
	0.30
	 
	 
	 
	12.05

	Website design/maintenance
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Desktop app dev/maint
	 
	 
	 
	 
	 
	 
	 
	 
	 

	GIS application dev/maint
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Requirements analysis
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Data administration
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Application administration
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Custom application maint.
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Package application maint.
	 
	 
	 
	 
	 
	 
	 
	 
	 

	IT Planning
	0.40
	0.00
	0.00
	0.20
	0.40
	0.00
	0.10
	0.05
	1.15

	Strategic planning & governance
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Research and development
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Disaster recovery/planning
	 
	 
	 
	 
	 
	 
	 
	 
	 

	IT Administration
	2.60
	0.50
	0.75
	0.10
	0.00
	0.15
	0.15
	0.10
	4.35

	Asset management
	 
	 
	 
	 
	 
	 
	 
	 
	 

	IT procurement
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Project management
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Standards & policies development
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Administrative support
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Others
	0.00
	4.00
	0.00
	 
	 
	 
	 
	 
	4.00

	Query and Reporting
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Classroom teaching to youths
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Total IT-classified FTEs
	12.00
	10.00
	7.00
	 
	 
	 
	 
	 
	29.00

	Total Shadow FTEs
	 
	 
	 
	0.30
	0.70
	0.15
	0.25
	0.15
	1.55




	Section 4:  Central IT Functions


All divisions within DCHS receive standard central IT enterprise functions.  Optional central IT services received include radio services for the Director Office and MHCADSD’s Transport and Triage program, plus mainframe application access for all divisions.  Custom central IT services utilized include data backup for both CSD and DDD.
Central IT Enterprise Functions

The following is a list of the standard functions received by all departments, including DCHS, from central IT:
· Network

· Internet

· Telephones and voicemail

· Email and calendaring
· Active directory, including Domain controllers, DNS Services, Terminal Services, and Root controllers.
· Blackberry Server
· Enterprise helpdesk

· Enterprise applications

· Enterprise data center & operations

· Enterprise software licensing

· Enterprise security & privacy

· Strategic planning

· Technology governance

· Countywide IT contracts

· Enterprise projects

· Enterprise IT training

Central IT Optional Enterprise Functions utilized by some or all divisions in DCHS

	Central IT Optional Enterprise Function
	CSD


	DDD


	MHCADSD

	OPD


	Director’s Office

	Radio infrastructure


	No
	No
	Yes
	No
	Yes

	Integrated solutions support


	No
	No
	No
	No
	No

	Mainframe


	Yes
	Yes
	Yes
	Yes
	Yes

	Applications


	No
	No
	No
	No
	No

	Server hosting


	No
	No
	No
	No
	No

	Server support


	No
	No
	No
	No
	No

	Web Hosting


	Yes
	Yes
	Yes
	Yes
	Yes

	Data backup


	Yes
	Yes
	No
	No
	No

	Database administration


	No
	No
	No
	No
	No

	LAN & desktop support


	No
	No
	No
	No
	No

	Printing & copying


	As Needed
	As Needed
	As Needed
	As Needed
	As Needed

	Graphics design


	As Needed
	As Needed
	As Needed
	As Needed
	As Needed

	Video & photography


	No
	No
	No
	No
	No

	Radio maintenance and support
	No
	No
	Yes
	No
	Yes


IT functions that DCHS receives from other King County departments
	Function
	CSD


	DD


	MHCADSD

	OPD


	Director’s Office

	ADPIC – PO/Requisition inquiry
	As  Needed
	As Needed
	As Needed
	As Needed
	As Needed

	ARMS/AIRS - Financials
	Yes
	Yes
	Yes
	Yes
	Yes

	GIS - Geographical Information Systems
	As Needed
	As Needed
	As Needed
	As Needed
	As Needed

	ESSBASE (Budget Office)
	Yes
	Yes
	Yes
	Yes
	Yes

	IBIS – Financials


	No
	No
	No
	No
	No

	IVIS – KC Fixed Asset Tracking System
	Yes
	Yes
	Yes
	Yes
	Yes

	JJWEB – Juvenile Court MIS
	No
	No
	No
	Yes
	No

	MSA – Payroll


	Yes
	Yes
	Yes
	Yes
	Yes

	POL – Payroll OnLine


	Yes
	No
	Yes
	No
	Yes

	PROMIS – Prosecutor MIS
	No
	No
	No
	Yes
	No

	SeaKing – Jail IS


	No
	No
	No
	Yes
	No

	Daily file extract of adult bookings and releases from DAJD
	No
	No
	Yes
	No
	No

	Daily file extract of Juvenile bookings and releases from DYS
	No
	No
	Yes
	No
	No


Section 5:  External Support & Services Contracts
Due to the nature of DCHS businesses which involve contracting with Federal and State agencies, DCHS staff are required to utilize external applications and systems provided by State and Federal agencies to carry out their work in order to meet contractual requirements.  DCHS divisions utilize 14 external systems supported by Federal and State agencies.
For service contracts, all divisions utilize the Dell PC hardware contract.  CSD also has some software contracts for specific employment services utilized by the Dislocated Worker, Youth Work Training, and Veteran’s Programs.  MHCADSD and OPD do their own internal application development and have maintenance contracts for the HP-UX database servers, and the application development tools.  DCHS has 12 service contracts totaling approximately $48,000 not including the countywide Dell computer contract.
A complete listing of all DCHS external support and services contracts is in Exhibit A.

Section 6:  Customer Base 

DCHS divisions have staff operating at many remote business offices to provide services in the community.  OPD, for example, maintains staff and computer workstations at remote offices in order to provide screening services at King County District and Superior Courts, and two municipal courts in King County.  CSD’s Work Training Program also has staff sited at the WorkSource locations and community colleges throughout the county to provide work training services.  

In addition to internal staff, DCHS divisions also support a large base of external users who are staff at contractor agencies or customers.  The MHCADSD division provides remote access to MHCADSD systems to over 300 external users who are staff at contracted community mental health (MH) and chemical dependency (CD) providers.  OPD contractors connect to the King County network to access the King County criminal justice databases essential to their job.  CSD has computer labs for WorkSource customers to use for job searches.
A complete listing of DCHS’ customer base, including all user locations, is listed in Exhibit B.  In those tables, DCHS has defined a user as someone who logs onto the county network through DCHS.  This is separated into internal users, who are county employees, and external users, who are DCHS contractors and customers.  Customers who do not have access to the King County network are not included.  Likewise, users who receive primary IT support from other departments are also not included.

	Section 7:  Department IT Projects


DCHS’s departmental IT goal is to improve the availability and use of data across divisions.  At the division level, the focus will be to leverage technology to improve planning for and delivery of services to citizens of King County.  This includes improvements to systems that track clients and services such as the Developmental Disabilities Client Information System project.

As part of Executive Branch IT Reorg initiative, DCHS IT staff have been moved from the divisions into a single unit in the Director’s Office that provides technology services to the entire department.  In 2009, our effort will focus on improving DCHS IT operations through better documentations, improving processes, and standardizing technologies and practices.

The following is a list of DCHS IT Projects planned for 2009:
DCHS Project Review Board (PRB) Projects:

· Developmental Disabilities Division Client Information System (started in 2008)

· DCHS Director’s Office IT Equipment Replacement

· MHCADSD IT Equipment Replacement

· CSD IT Equipment Replacement

· DDD IT Equipment Replacement

· OPD IT Equipment Replacement

· OPD, MHCADSD and Director’s Office – Planning for migration from Novell to Windows network (contingent upon approval of 2009 combined budget request for DCHS and DAJD).

DCHS Internal Operational Projects:

· CSD – internal applications and databases restructuring
· MHCADSD – Mental Illness and Drug Dependency (MIDD) Implementation

· MHCADSD – High Utilizer Database project

· 2007 Annual Security Compliance Report quality improvement plan – develop work plan to address areas of non-compliance (based on The Agency Specific Annual Compliance Reports for 2007 received from OIRM Chief Information Security & Privacy Officer in July 2008) and areas where self-rating were lower than 2.

· Pandemic Flu Planning – continue to provide IT support to the DCHS Pandemic Flu Planning work

· Data Center Move – Plan for and move department servers to the new King County Data Center location

Executive Branch IT Reorganization Projects:
· Organization Transition – implement DCHS future IT structure by March 31, 2009
· Technology Initiatives – planning and implementation of IT Reorg technology initiatives being rolled out for executive branch departments in 2009-2010 

The tables below provide a summary of DCHS IT projects for 2009 and identify the budget remaining as of January 1, 2009.


	DCHS IT Projects - 2009
	
	
	
	
	
	

	Note: Budget Remaining amounts are as of January 1st, 2009
	
	
	
	

	Division
	Type of Project
	Name of Project
	Brief Description
	Timing
	Total Budget
	Budget Remaining
	Funding Sources

	CSD
	IT Equipment Replacement
	PC and Server replacement
	PC desktop replacement and terminal server upgrades
	1/1/09-12/31/09
	$155,480 
	$155,480 
	Capital

	DDD
	IT Equipment Replacement
	PC and Server replacement
	PC desktop replacement and terminal server upgrades
	1/1/09-12/31/09
	$11,200 
	$11,200 
	Capital

	Director's Office
	IT Equipment Replacement
	PC and Server replacement
	PC desktop replacement and terminal server upgrades
	1/1/09-12/31/09
	$10,800 
	$10,800 
	Capital

	MHCADSD
	IT Equipment Replacement
	PC and Server replacement
	PC desktop replacement and terminal server upgrades
	1/1/09-12/31/09
	$130,200 
	$130,200 
	Capital

	OPD
	IT Equipment Replacement
	PC and Server replacement
	PC desktop replacement and terminal server upgrades
	1/1/09-12/31/09
	$16,200 
	$16,200 
	Capital

	DDD
	Implement-ation
	DDD Client Information System
	Replace current system which is out of date and no longer meets DD business needs.
	1/1/2008-1/31/2010
	$335,684 
	$184,157 
	Capital

	Director’s Office
	Business Case
	DCHS Data Integration
	Business process analysis of DCHS data
	9/1/06 – 1/31/09
	$164,399 
	$4,500 
	CX Transition Fund

	OPD & MHCADSD
	Risk Management
	Novell Migration
	Combined 2009 budget request for DCHS and DAJD to migrate from Novell to Windows network.
	1/1/09-12/31/09
	TBD
	TBD
	TBD

	Total Budget
	
	
	
	
	$823,963 
	$512,537 
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	Other county IT projects which DCHS is participating in:
	
	
	
	

	Division
	Type of Project
	Name of Project
	Brief Description
	Timing
	Budget
	Status
	Funding Sources

	All DCHS
	Risk Management
	King County Data Center move
	Design, plan, and move department servers
	11/2008 - 9/2009
	TBD
	
	TBD

	All DCHS
	
	ABT
	Accountable Business Transformation Program 
	TBD
	TBD
	
	TBD

	All DCHS
	 
	IT Reorg 
	Participate in planning and implementation of IT Reorg Technology Initiatives for executive branch departments
	TBD
	TBD
	 
	TBD




	Section 8:  Department IT Inventory 


DCHS has a total of 746 workstations, 32 servers, 113 peripherals (printers, fax machines, tape drives), and 136 wireless devices (cell phones, PDAs, Blackberries).  DCHS divisions utilize over 62 different software packages and 49 custom applications.
A listing of the DCHS IT Inventory, broken out by division, is in Exhibit C.

	Section 9:  Department IT Staffing


Current DCHS IT Organization Structure 

The organizational chart below depicts the current DCHS IT staffing and reporting structure.  
In 2007, DCHS began restructuring the department IT staff into a single DCHS IT organization within the Director’s Office in accordance with the Executive’s IT Reorganization Transition Plan (2006).  

As of November 2008, over 80% of DCHS IT staff positions are part of the DCHS IT staff group and report to the DCHS IT Service Delivery Manager.  There are a few IT staff that remain in business units and report to a non-IT manager or supervisor.  Recommendations related to how these positions fit into the future IT structure will be part of the IT Reorg transition planning and implementation activities described below.     
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IT Reorganization Transition Planning and Implementation

DCHS is moving forward to complete the IT reorganization work started in 2007, based on the “Recommended Organization Structure and Plan for Capacity-Building and Transition” document released by the IT Reorg Project in March 2008.  

A DCHS Core Transition Planning Team was created in May 2008 to work on IT Reorg transition planning activities along with the other executive branch departments.  

Stage 1 of the work is focused on transition planning.  For this stage, the DCHS core team has completed a review of the current IT staffing structure, developed a proposed future IT structure that aligns with the recommended departmental IT model, and identified matrix relationships and transition issues that need to be addressed during implementation.  These work products are currently going through the review process.
Stage 2 of the work will be transition implementation.  The tentative timeline for completion of this stage is between 4th quarter 2008 and 1st quarter 2009. 

IT Staffing

IT staff positions are identified in the Current IT Staffing and Reporting Structure diagram above.  IT staff labor costs are in Appendix D.

IT staffing by functions are summarized in Section 3 of this Service Delivery Plan with detailed information in Appendix G.
Roles

The IT Service Delivery Manager strategic role includes:
· Develop and implement the IT Service Delivery Plan

· Form relationships with Division Directors to deliver IT services that support the divisions’ and department’s strategic goals and objectives

· Propose IT organization for DCHS that supports DCHS business and aligns with KCIT Reorganization direction.  

· Work with division directors and HR Service Delivery Manager to develop and implement transition plan for moving from existing IT structure to new IT structure 

· Ensure that the department’s technology plans are aligned with the County Strategic Technology Plan and initiatives 

· Oversee standards and strategy of equipment purchases, training, and service contracts.

· Make recommendations to Chief Information Officer and Department Director regarding technology issues and new technology proposals.
· Act as the department’s central point of contact for IT related issues.

· Review all IT projects prior to submission to the Project Review Board.  Attend PRB meetings to help present projects.  Monitoring projects to ensure they’re on track. 

	Section 10:  Department IT Budget Summary


IT Labor Costs
The projected 2009 IT labor costs for DCHS is $3,204,160. The detailed IT labor costs for each staff position with subtotal by division are shown in Appendix D.  These figures are based on the Council Adopted 2009 budget.
IT Budget

The 2009 total IT budget for DCHS is $5,016,462.  Included in the IT budget are IT labor, hardware, software, training, and supplies.  The total department IT budget costs and individual division IT budget costs are shown in Appendix E.  These figures are based on the Council Adopted 2009 budget.

For the capital budget, please refer to listing of 2009 DCHS IT projects in Section 7 for budget and dollars remaining. 

Section 11: IT Performance Measures

Department IT Performance Measures

In 2007, DCHS developed an initial set of performance measures covering three service categories.  DCHS began tracking its performance in these areas in November 2007. 
The table below lists the performance measures established under each category, the targets, and our actual performance for January through October 2008.  So far for 2008, DCHS has met or exceeded the targets in all areas.  

In 2009, the IT SDM, in coordination with the SDMs from other departments, will work on expanding and refining the performance measures and targets.
	Performance Category
	Measure
	Target
	Actual Performance (Jan-October 2008 Average)

	Incident Response
	Average minutes to respond to Helpdesk calls during business hours


	30 minutes
	2 minutes 

(TrackIT Helpdesk system acknowledgement)

	Scheduled Availability
	Business applications availability
	99.600%
	99.979%

	
	Internet/Intranet servers availability
	99.700%
	99.932%

	
	Internal servers availability
	99.700%
	99.990%

	
	Local Area Network availability
	99.990%
	99.998%

	Service Delivery
	Data and System backups successfully executed daily
	95.000%
	98.022%

	
	Retrieval of off-site data/system backups for emergency requests
	3 hours
	We have not had an emergency request to retrieve data from off-site storage for 2008.


	Section 12:  IT Service Delivery Plan Administration


The administration section of the IT Service Delivery Plan describes processes for the IT Service Delivery Manager to use to administer the plan.  The process includes plan modifications and problem resolution.  This will allow for modifications of the agreement after all parties have signed the agreement as changes are identified that must be made for business reasons.  Additionally, a complaint and resolution process is put in place to resolve service issues.  A revision history log shall be maintained to record revision dates and summarize the revisions to the IT Service Delivery Plan.  The IT Service Delivery Plan shall be updated annually with a new “Information Technology Services Delivery Agreement” signed by the Department Director, IT Services Delivery Manager, and the Chief Information Manager.  
Plan Modification
The IT Service Delivery Plan shall contain provisions to modify the agreement after the document has been signed and agreed to by the IT Service Delivery Manager, Department Director, and the Chief Information Officer.  Various circumstances could arise which will necessitate changing the document.  
Plan Modification Process
The process below can be used by the IT Service Delivery Manager to amend the service level agreement:
	Amendment Process –Modifying the “IT Service Delivery Agreement”

The IT service delivery agreement amendment is the vehicle which allows the department director or IT Service Delivery Manager to modify the agreed to IT service delivery plan. During the course of business it may become necessary to modify the agreed upon IT Service Delivery Agreement.  Typical changes which could occur are legislative changes which require modifications to county systems, benefit changes which require modifications to the payroll system, tax increases in other localities requiring changes to tax collections systems, etc.  These examples are but a few of the many that could occur throughout the year in the many departments throughout the county.

The IT service delivery agreement amendment process shall be as follows:
· See Appendix C “IT Services Delivery Agreement Amendment” forms which shall be filled out by the IT Service Delivery Manager.

· IT Service Delivery Manager documents the changes to be made to the IT Service Delivery Plan.

· IT Service Delivery Manager receives department approval, including identified funding for changes to the IT service delivery plan.

· IT Service Delivery Manager gets Chief Information Officer approval for change to the IT service delivery plan.

· Once signed, the “IT Services Delivery Agreement Amendment” is approved for change to the IT Service Delivery Plan.

· IT Service Delivery Manager schedules work with department IT staff, OIRM, or IT consultant for work approved in the “IT Services Delivery Agreement Amendment.”




Problem Resolution
The IT Service Delivery Plan shall allow provisions for individuals within the department to resolve issues related to service delivery. 
Problem Resolution Process
The process below shall be used by the IT Service Delivery Managers to manage complaints and to escalate issues:
Complaints and Escalation

Escalation of issues and complaints will occasionally occur in the form of complaints about service delivery or the need to resolve issues that are not being resolved. The following procedures shall be followed:
Complaints

The first contact should be made with the IT Service Delivery Manager. The IT Service Delivery Manager and the individual or individuals should sit down and discuss the issue(s) and determine if a problem exists. If a problem exists which can be resolved, the IT Service Delivery Manager should be given a reasonable amount of time to resolve the problem and put in place a course of action so that the problem does not reoccur.
Escalations

If the individual(s) do not feel that the IT Service Delivery Manager has addressed the problem or that a reasonable amount of time has elapsed without any action then the individual(s) should escalate the problem to their supervisor.  This process can also be used by the IT Service Delivery Manager to escalate issues that can not be resolved with the department, such as lack of appropriate funding.
The supervisor should contact the IT Service Delivery Manager and attempt to get the problem resolved. If a reasonable amount of time elapses without any action, then the supervisor should escalate the problem to their director to be escalated to the Chief Information Officer for action.

Revision History Log

A history log shall be maintained to record dates and summarize the revisions to the IT Service Delivery Plan.
Use the following log to document changes to the service delivery plan:
	Date
Approved
	Author
	Scope of Change
	Budget Impact

	
	
	
	


Information Technology Services Delivery Agreement

The IT Service Delivery Manager, Department Director, and the Chief Information Officer, agree that this service delivery plan will be managed by the IT Service Delivery Manager, funded by the department, and oversight will be provided by the Chief Information Officer and Department Director.
DCHS IT Service Delivery Manager

Diep Nguyen
______________________________________________________________________

Print Name



Signature




Date

DCHS Department Director

Jackie MacLean
______________________________________________________________________

Print Name



Signature




Date

Chief Information Officer

David Martinez
______________________________________________________________________

Print Name



Signature
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