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2014 Strategic Technology Plan Update
In 2013, the Department of Information Technology, also known as KCIT,  developed and published the Strategic Technology Plan 2013 – 2015, which provides strategic direction regarding King County’s Information Technology (IT).  The Strategic Technology Plan (STP) is publicly available on the King County website at:  http://www.kingcounty.gov/business/oirm/governance/strategicservices/strategicreports.aspx 
King County Code, Section 2.16.0757(A), requires the submittal of an annual update to the STP.  This report provides an update on progress made since the inception of the plan. The strategic plan has been endorsed by the Strategic Advisory Council (SAC) as well as the County Council sub-committee for General Accountability and Oversight (GAO) where a motion for the full council to approve the plan was placed on the consent calendar. 
The Strategic Technology Plan 2013-2015 identifies the most appropriate technology objectives needed to focus IT on delivering business value to our customers.    

King County’s Strategic Technology Plan 
KCIT is committed to increasing the value that technology brings to our internal business partners and to King County’s many and diverse external customers.  This means ensuring that the accomplishment of our technology strategies positions and empowers our partners to accomplish their goals as stated in the King County Strategic Plan as well as in tactical and operational line of business and agency plans.  It also means that we can respond quickly with our partners to changing business needs and new technology opportunities that can add value to business operations leading to service improvements for our customers.

We believe this is best accomplished through open, transparent, efficient, effective, and service focused planning and operational activities.  See Appendix A - Strategic Technology Enterprise Plan for a one page summary of strategic efforts contained within the Strategic Technology Plan 2013 – 2015.  It communicates how the KCIT services align with customers as well as technology domains.  It also shares strategic initiatives across several years in all of our service areas.  This provides context for how our efforts fit together to help meet our technology and business strategic goals and objectives.  
Measuring Progress 
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Measuring strategic progress is based on looking at movement towards long-term goals that have been identified for strategic technology indicators.  There are 32 indicators that align with the four technology objective areas defined in the strategic technology plan.  Five of these indicators are focused on information assurance and securing our technology environment.  This reflects not only the strategic importance King County places on securing protected information and business processes but also the needed integration of security concepts in all that we do.
Overall Results
As is the case with any long-range plan, changes that occur over time will influence the value, priority, and feasibility of different components of the plan.  Each of the 32 indicators is at a different stage in progressing towards long-term goals.  With 2013 being the first year of the current strategic technology plan, much effort has gone into determining the best way to assess progress for each of the indicators.  Some indicators have yet to define how progress will be measured.  Others have determined baselines and long-range targets.  Still others are now measuring progress towards targets, while others are already meeting long-range goals.  
Chart 1 – Strategic Indicator Progress below summarizes the progress-to-date for all strategic technology indicators.  The legend for the table describes the icons that are utilized to provide a visual status update for each indicator.  In addition, Appendix B provides more detail for each indicator including expected benefits that the indicator aligns with, a chart to show progress over time, and notes on progress, obstacles impacting progress, and additional information where appropriate.
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Overall progress related to each of the indicators has been good.  One of the indicators focused on reducing website vulnerabilities has already met its long-range goal.  Known vulnerabilities have been reduced from 700 to less than 15 thanks to significant focus in this area.  In fact, all of the security focused indicators have seen positive progress in 2013.
Of the 32 indicators
· one exceeds long-range targets. 

· twenty-five are making positive progress.
· one has defined their measurement process but has not yet collected actuals.
· four are working towards defining appropriate measures.
· one has been cancelled due to overlap with another indicator and inability to measure effectively.
Strategic Technology Indicators Chart
	eGovernment
	Mobility
	Technology Modernization - Applications
	Technology Modernization - Infrastructure
	IT Service Improvement (Maturity)
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Website vulnerabilities reduced over time
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Percent of          mobile devices under active management
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Percent of  applications having identified appropriate data sensitivity classification
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Security scorecard shows continuous improvement                over time
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Percent of Information Assurance (IA) roadmap items that are completed
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Percent of business services transacted on-line
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Increased wireless usage
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Application counts by type
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Percent of worksites with wireless access
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IT Customer Satisfaction Rating
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Web customer satisfaction (resident survey)
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Number employees with Unified Communications (UC) capabilities
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Percent of county email users on Office 365 (O365) platform versus Exchange platform
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Application counts  by hosting platform (mainframe, server, SVE, VPC, public cloud)
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Percent of services with defined methodology/ best practice 
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Effectiveness of on-line messaging and responses
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Percent county owned devices that conform to Workstation Service standards / built with standard image
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Service Oriented Architecture (SOA) utilization
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Percent of county owned server devices running current preferred Operating System (OS) standard
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Percent of enterprise projects accomplishing expected benefits
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Utilization of open data
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Percent utilizing standard components
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Percent data center square footage that is utilized by county verses lease tenants
	[image: image31.png]


Number of current technology roadmaps
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Expand internal participation in providing open data
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Percent of applications delivered through a browser or mobile interface
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Percent of applications conforming with application data standards
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Percent of systems receiving full, end-to-end monitoring
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Number IT services with  service roadmaps
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Percent of overall computing that occurs in a cloud (virtual) environment 
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Track and report the ratio/mix of Department of Information Technology / KCIT positions


Chart 1 – Strategic Indicator Progress Chart.
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Chart 1 - Legend.
Results by Technology Objective
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The following sections of this report describe overall progress related to each technology objective and highlight significant areas of progress.
eGovernment
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The eGovernment objective has identified six indicators, five of which are making expected progress towards their target goals. Of particular note are overall satisfaction rates with King County’s website which previously placed King County 19 percent above the national average.  Even with this success, an ambitious re-architecting of our website resulted in a new, customer centric design that has seen excellent reviews since its introduction in 2013.  The initial introduction of this site focused on countywide pages.  All remaining pages will be converted to fully utilize this customer centric approach in 2014/15.  We are excited to see the impact this will have on customers and their satisfaction with our web presence.

Mobility

The mobility objective has seven strategic technology indicators identified, five of which are making expected progress towards their target goals.  
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A key area of progress related to mobility is unified communication (UC) and the enablement it provides employees to be able to work effectively regardless of their location.  Instant messaging, presence, video conferencing, and desktop sharing, in addition to basic voice services that can follow your device, have all made telecommuters, mobile workers, and even regular office workers more efficient in their daily communication and collaborations.  Full UC capabilities have been deployed to 50 percent of the applicable county workforce.
Technology Modernization
The technology modernization objective has 12 strategic technology indicators identified, six that are application focused, and six that are infrastructure focused.  Over the past few years, investment has been focused on establishing and improving our infrastructure platform in anticipation of modernizing our applications.  This strategy shows when we see that four of six infrastructure indicators have made expected progress, while only two of the application focused indicators have done so. 
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The most significant modernization that has occurred is related to our computing platform that is making tremendous progress towards cloud computing.  Cloud computing is a key technical underpinning of our future IT systems that empowers user and customer mobility when using IT systems in their daily work or as they interact with King County as customers.  In addition, enables our capacity to grow significantly without an equivalent increase in costs or staffing.  Progress has been seen in setting up our internal cloud (also called SVE for server virtual environment) as we migrate physical servers into a virtual environment – freeing up valuable data center space and standardizing system platforms making them easier to maintain.  This freeing up of space, along with anticipated space from retiring our mainframe platform, has enabled our data center service to become a regional provider of data center space city governments, schools and non-profits.  Four customers are already leasing our space – with more to come.  This is a valuable new source of revenue that is used to off-set rates as well as to continue to build out our cloud environment.  2014 will see us piloting the use of our external cloud provider, opening expanded opportunities for increased capacity, improved service fit to customer needs (such as in the area of business continuity), and rate improvements that impact our customers.
IT Service Improvements (Maturity)

The IT service improvements objective has seven strategic technology indicators identified, six of which are making expected progress towards their target goals.  Our service catalog is now in its third iteration and it identifies the updated services provided, options available, and related rates.  Many of our services are in the process of either standardizing or planning to standardize, following the lead of our IT service center.  Standard desktop offerings have been identified and are rolling out as customer equipment is replaced.  The standard offerings take into account the need for mobility through new tablet and rugged laptop offerings.  This enables customer choice to match business needs, while also improving the ability for IT to maintain that equipment efficiently.  Standard workstations, servers, and business applications are all indicators in this report that are critical to our overall maturity objective.    

Appendix A – King County Strategic Technology Enterprise Plan–Updated June 2013
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Appendix B – 2014 Strategic Technology Indicators by Objective
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Technology Objective: eGovernment

Improve service delivery to and interaction with King County customers by leveraging web and related social media technologies.
· Improved citizen value and satisfaction when transacting business with King County

· Improved access to King County services

· Increased citizen participation in government

· Greater transparency of government operations

	Indicators
	Benefit
	Chart or progress
	Highlights/progress
	Hurdles

	Website vulnerabilities reduced over time.

	Information Assurance – Ensure on-line transactions are safe and secure.
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Results in 2013 have already surpassed our long-range goals.  However, because new vulnerabilities are continually introduced into the environment, continued effort and vigilance is required to remain at this level.
	No major hurdles at this time.

	Percent of business services transacted on-line.
	Increases on-line delivery of King County business services to the public.
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 The initial indicator for this area is relates to property tax appeals that previously had been conducted only through mail.  The option to submit property tax appeals on-line was recently introduced with the new eAppeals application available King County’s property tax appeals website.  Initial activity shows that approximately 31 percent of all appeals were submitted on-line in the first year of availability.

In 2009, King County’s website was 19 percent above the national average for resident satisfaction. In 2012 nearly three-fourths (73 percent) of the residents surveyed agreed that they would rather conduct business on the County’s website rather than visiting a county office or mailing documents if they had a choice; 13 percent were neutral about this issue and 15 percent would rather go into an office or mail documents than use the County’s website.
	Additional indicators should be actively identified and included within this measure in 2014.  However, this will require partnership and data collection with our many customers.  An understanding for the cost savings and service improvements provided for each type of transaction should also be established.  Once the value is better understood, long-term goals can/should be established.
Due to the related expense and effort required, resident surveys are not conducted every year.  The next survey is targeted for the 2015/16 timeframe.  This survey is conducted by the executive office with KCIT providing input on technology related questions.

	Web customer satisfaction.

	Ease of Use - Improve the public’s ability to easily find and transact the business services they are interested in.
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In 2013, King County re-architected its website at the enterprise level, using a customer focused design to making it easier for residents to find the information and services they are looking for.  Department level sites will migrate to this new architecture in 2014/15. 
While travel to King County’s website has increased dramatically over the last several years, improved usability from our customer focused design should result in fewer screens viewed due to the ability to more quickly find the information or services desired.  It is expected that this will continue as agency websites convert to the customer focused design.

In addition, users are expanding the types of devices used to access information/services.  By knowing how users are accessing our information, we can better customize and tailor our services to improve their experience.  For example, we are currently upgrading our web experience to better display on mobile devices that utilize the new Microsoft operating system Windows 8.   For this reason, we are tracking not only how often customers access our site, but how they are accessing it as well.

	Web technologies continue to evolve with new opportunities consistently being introduced.  In addition, customer expectations are similar across all websites.  When new web technologies are introduced elsewhere, they rapidly become expectations for King County web interactions.  

	Effectiveness of on-line messaging and responses.


	Increase and improve public engagement using social media.
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On-line communications have increased significantly in several ways.  We have increased our social media presence through expanded accounts with differing types of social media providers such as Facebook, Twitter, and Pinterest.  King County operates more than 100 social media channels using tools like Facebook, Twitter, YouTube, Flickr, LinkedIn, Instagram, Pinterest, and others. This includes large department-level accounts such as King County Metro on Twitter to smaller programmatic areas like Storm Water Services on Facebook.
King County uses social media to improve customer service, support media relations, and drive community engagement.  Social media works because we can reach targeted audiences where they are online, as opposed to bringing them to our own website. For example, Metro riders can get real-time updates about route revisions via Twitter, and Parks can answer niche questions from community members about trail projects and closures.
Constituent interaction has also increased through King County’s focused usage our public communication tool – GovDelivery.  This tool enables targeted communications with interested constituents who typically ‘sign-up’ for those communications.  Our largest and most influential GovDelivery topics are (1.) Metro Transit Alerts (60,000+); (2.) Metro General Updates (20,884); (3.) Rideshare/Vanpool Newsletter (11,682); (4.) Public Defense Newsletter (11,442); and (5.) King County Healthcare Providers (6,472).

In 2013, Public Health – Seattle & King County launched an innovative text messaging campaign using GovDelivery as part of our healthcare enrollment efforts. Here’s how it works: a person who needs help signing up for health insurance and lives in Burien could text their zip code to King County (KING + 98166) and receive targeted text messages with details about 1-on-1 enrollment help in their area. This person, for example, would get a text message sent directly to their phone providing info about an event this weekend at the Burien Public Library.
	We are finding that increased social media accounts don’t directly correlate with increased constituent engagement or interaction.  We are placing more focus on technologies that that appear to be increasing engagement and involvement, such as Twitter.

	Utilization of open data.


	Increase openness of information by publishing county data (that is not private/protected) for public consumption.
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Public access of open data increased by 28 percent in 2013. Contributing to this increase has been the recent redesign of the open data web interface, as well as localization of the domain name to https://data.kingcounty.gov/.

King County election results in 2012 and 2013 were reported only through our open data site.  

In 2012 King County joined with the City of Seattle to conduct a mobile applications contest to better engage citizens in with our open data.

Initial data sets were first made available to the public in October of 2010.
	Some departments/ agencies have protected information that should and will not be shared​openly with the public due to the sensitivity of the information involved.

	Expand internal participation in providing open data.
	Increase openness of information by publishing county data (that is not private/protected) for public consumption.
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There are currently 119 data sets that are posted for public use on King County’s open data website.  This number includes charts, applications, calendars and forms.  Nine agencies and 8 departments/ divisions currently provide data sets.
Initial data sets were first made available to the public in October of 2010.
	Some departments/ agencies have protected information that cannot be shared​openly with the public due to the sensitivity of the information involved.
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Technology Objective:  Mobility

Free employees and citizens to interact and transact business when and where most appropriate and convenient. 
· Increased business and IT productivity

· Re-designed business processes geared towards customer service and overall efficiency

· Reduced costs related to staff moves

· More collaborative, open, dynamic office space and working environments

	Indicators
	Benefit
	Chart or progress
	Highlights/progress
	Hurdles

	Percent of mobile devices under active management.


	Information Assurance – Ensure that protected information is not at risk due to increased use of mobile end-point devices.
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A Mobile Device Management (MDM) system is currently being piloted which has enabled this indicator to move from 0 percent in 2012 to over 13 percent at the end of 2013.  A committee comprised of business and technology leaders is currently meeting to determine policy and standards around mobile devices including county owned and personally owned devices.  Once that policy is enacted, King County will move the pilot into production and manage all county owned devices.  Personally owned devices utilized to perform county business will also be required to follow the policy, which might include use of MDM.   
	Need to finalize a full deployment plan in concert with business leaders that provides for security of sensitive information while also meeting public disclosure and other openness needs.  This is waiting on a committee of business and technology leaders to finalize recommendations and implement related policy. 
If King County data resides on device, then device management is needed to protect that data.  If no data makes it to a device (as is the case with some applications like OWA, browser based apps, and O365 SharePoint), then no device management is needed.  

	Increasing wireless usage.
	Wireless – allow untethered movement within and between work-sites, improving productivity and collaboration while reducing office move costs.
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Wireless sessions continue to increase, with public sessions far exceeding County enterprise sessions.   Usage of the King County Parks wireless system more than doubled from 300 to 660 sessions per month. We will be working to add an appropriate measure for wired sessions in the coming year in order to better assess the expected migration from wired to wireless connections over time. 
	Measurement is difficult (manual) until infrastructure upgrades occur as part of the Business Empowerment and User Mobility (BEUM) project.  



	Number of employees with UC capabilities.
	Unified Communications (UC) – Extend UC capabilities to all King County staff to increase and improve communication channels and tools available to them.
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The roll-out of unified communications (UC) and related capabilities is progressing according to the overall rollout plan.  The long-term goal is to have full deployment (100 percent) to all customers that currently require a workstation device and/or voice capability.
	A current obstacle that is limiting some roll-outs is the functionality related to call groups that cannot fully replace existing functionality.  This has been an area of focus and is expected to be resolved by mid-2014.  The number of users affected is relatively small, so for less than 50.  ​

	Percent county owned devices that conform to Workstation Service standards / built with standard image
	End-point standardization: Primary device – Keep employees more productive by reducing end-point device failure and maintenance.
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This area is currently ahead of plan to meet 90 percent of end-point devices on standard equipment and utilizing a standard base image including the operating system (OS) by 2017.  The 2014 goal is to get to 50 percent standardization of all end-point devices.

The workstation standardization project is working to automate standard image deployment, and already have several departments using this process for some of their standard models. 2014 will see full implementation of standard image utilization across KCIT.  

The workstation services team successfully partnered with our Chief Information Security and Privacy Officer and business partners to minimize the risk of outdated OS (Windows XP).
	The speed at which this can occur is limited by the current equipment that is already deployed.  For that reason, attainment of this goal is timed to coincide with the equipment replacement schedule which is targeted to replace all equipment every four years.



	Percent of network access / sessions that join the network.
	Personal use (BYOD) - provide standard connectivity services that employees can utilize on their own ‘industry-standard’ devices without the need for county support.
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Alternatively, the Mobile Device Management System should be able to indicate increased usage by employee personal devices once it is implemented.  If there is interest, we could track that information as an indicator.
	Eliminating this Indicator due to overlap with other indicators and difficulty in measuring. 

	Percent IT applications delivered through a browser or mobile interface.


	Browser/Mobile interface – Applications that run in a browser can be accessed by any device capable of running a browser, and typically are easily accessible via the Internet. Mobility interfaces (for smaller screen size) are also easily available through modern application technologies.
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Currently, the majority of applications entering their interface type have the desired browser interface type.
Initial measurements were implemented at the end of 2012, establishing an initial baseline for future comparison.  It is expected that in 2014 we will have richer data for this indicator as applications continue to load and refine information in this area.   

VDI (Virtual Desktop Interface) may provide a viable option for those applications that do not have a browser interface.
	An application modernization plan is needed for each system in order to better project future compliance.  A modernization plan will take significant effort to create.  

Many of our applications have not yet loaded this information, However, a chart is provided in order to set a baseline and encourage improved data quality going forward.



	Percent of overall computing that occurs on the cloud (either internal – SVE, or external – VPC).
	Cloud Computing – Executing applications on the cloud means that they can be accessible by any device at any time from any location that can access the Internet.
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Moving a significant amount of the County’s applications from physical servers to virtual servers in our Server Virtual Environment (SVE) has already enabled KCIT to provide a significant price reduction for the compute portion of an application’s costs. Preliminary 2015 rates indicate virtual servers at roughly half the unit cost of physical servers.  Some of this savings is applied to quality improvements such as creating development and test environments which have not previously existed.

The second graph on the left, though not a strategic indicator, is provided to show the impact of rates from moving to a virtualized compute platform.  In the future VPC (Virtual Public Cloud) rates will also be available – though much more dependent on options selected as well of length of time active.  This is due to the expected shorter lifespan for many of the servers that would utilize the VPC.   
	While SVE progress has moved forward, VPC progress has been delayed due to the length of the contracting effort for VPC (Virtual Private Cloud) with Amazon Web Services (AWS).

There is also resistance from current users to moving off of 'other virtual' platforms and onto the SVE (Server Virtual Environment) or VPC.




[image: image96.png]IT Service Improvements (Maturity) - Strategic Vision
“Continually increasing service maturity”

Standard Solation Platforms Best practices Business Analytics

Identify Services
* Establish Rates,
Service levels,
Service options
* Utiize Order

Forms service provisioning
« Assign Service

- on demand
Ownership [ ———

J Service Health Monitoring Continual Service
Improvement

Evaluavon




Technology Objective: Technology Modernization – Applications

Enable business solutions that are flexible, timely, and dependable by pro-actively evolving modern application technologies and processes.
· Speed to implement business process changes is faster

· Total Cost of Ownership (TCO) for computing is reduced through efficiencies, standardization, re-use and the ability to meter and rapidly scale resources up or down as needed 

· Increased service quality due to increased standardization and reduced downtime

· Reduced risk due to increased redundancy, geographic diversity, and commoditized, on-demand scaling of needed assets

	Indicators
	Benefit
	Chart or progress
	Highlights/progress
	Hurdles

	Percent of applications having identified appropriate data sensitivity classifications.


	Information Assurance – Utilize a security scorecard to identify and track progress in improving our security posture for the most critical and vulnerable components of our systems platforms.
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 This area of our application portfolio has seen significant progress, with over 97 percent of all applications entering this information.  
Currently, five categories are tracked for each application: 

· Payment Card Industry (PCI)
· Personally Identifiable Information (PII)
· Criminal Justice Information Systems (CJIS)
· Health Insurance Portability and Accountability Act (HIPAA)
· Other sensitive

In 2014, we will be focusing on creating updated data classification standards that align with Washington state standards and that will be used in determining which applications can move to which hosting platforms (cloud)– based on their compliance with data sensitivity requirements. This is one of the highest priority items on our information assurance roadmap.
	No major hurdles at this time.

	Application counts by type 
	Platform steering – Encourage system solutions to use the lowest cost/highest functionality platform, reducing TCO while maintaining service standards and needed business functionality.
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	This indicator has seen an increase of five Software-as-a-Service (SaaS) applications since we started measuring.  This is currently the smallest area of our portfolio containing only 12 out of 731 applications.
The significant increase of in-house applications is attributed to additional data loading that occurred during 2013 and not due to an influx of new, custom built applications.
	Difficulty in collecting and loading this information for the hundreds of dispersed applications in the County.

Increased accuracy is expected in 2014 as we improve our processes related to updating portfolio information.
Platform-as-a-Service (PAAS) applications such as Constituent Relationship Management (CRM) will also be added.

	Percent of county email users on O365 versus Exchange.
	PAAS - Office 365 – Migrate to an office productivity platform and tools to improve the general office productivity business functions that surround communications and document creation.
	
	No progress is plan for this area until after the SharePoint migration project completes in 2014.  We are preparing for the future email migration to O365 by modernizing current email archiving functionality away from the desktop and onto the cloud.  This will greatly facilitate a smooth transition to Office 365.
	Waiting for full SharePoint migration to the Microsoft cloud that fully complies with HIPAA and CJIS requirements.

	SOA service utilization rate.
	SOA (Service Oriented Architecture) – The main benefit of SOA is to allow simultaneous use and easy mutual data exchange between programs of different vendors without additional programming or making changes to the services. These services are also reusable, resulting in lower development and maintenance costs and providing more value once the service is developed and tested. Having reusable services readily available also results in quicker time to market.
	
	We currently have not created the SOA design for our desired modern applications.  Until a design is created, we will refrain from determining how success will be measured.  In general, this indicator should help to understand how quickly our application portfolio is being modernized.  
	SOA is a key component of application modernization.  A high level strategy for application modernization is needed prior to implementing an enterprise SOA design to be used by future modern applications.

	Percent applications utilizing standard components.
	Application architecture- A common application architecture increases system supportability and flexibility while reducing time to implement and fix.
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	Applications that currently utilize standard languages and data bases were 22 percent of all applications.  Applications that only utilized one or the other received half of a full score for that application.

The current goal is to standardize existing application languages and data bases at the rate of 6.5 percent per year which will enable attainment of our long-term goal of 80 percent by 2023.


	There are currently 43 application languages in our production environment.  There are also 19 types of data bases.   

Of these, eight languages and four data base are considered modern and define the standard that should be migrated to.

	Percent of applications conforming to application data standards.
	Data architecture – Consistent usage and sharing of data improves quality, re-use, and protection while reducing cost and errors.
	
	How this indicator is measured will depend on the tools/information available once we have identified our data standards.  This indicator should complement that application standardization indicator which already includes the use of a modern application in its measurement.
	Our current data standards are not yet defined as an enterprise.  The enterprise architecture domain team is planning to create a technology roadmap that will define standards in 2014.  


Technology Objective: Technology Modernization – Infrastructure

Empower flexible system solutions by providing current technology platforms, components and frameworks on which applications can operate and continuously improve.
· Speed to implement business process changes is faster

· Total Cost of Ownership (TCO) for computing is reduced through efficiencies, standardization, re-use and the ability to meter and rapidly scale resources up or down as needed 

· Increased service quality due to increased standardization and reduced downtime

· Reduced risk due to increased redundancy, geographic diversity, and commoditized, on-demand scaling of needed assets

	Indicators
	Benefit
	Chart or progress
	Highlights/progress
	Hurdles

	Security operational scorecard shows continuous improvement over time.
	Information Assurance – Utilize a security scorecard to identify and track progress in improving our security posture for the most critical and vulnerable components of our systems platforms.
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	 The monthly composite fluctuated from 6.06 through 8.63 over the year.  The year-end score in December was .23 higher than at the start of the year.
	Baseline number of devices has continued to change over time.  The reason is that it is a manual process.  We continue to learn and improve. asset class is manually identified and is complex

	Percent of worksites with wireless access


	Network – Provide a robust, redundant, wireless network as a key foundational base to all future system solutions.  

Ensure proactive upgrades maintain the network’s currency as all other services will increasingly depend more heavily on network capabilities in the future.
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	Progress on wireless site expansion saw eight county locations adding wireless capabilities in 2013.  

Significant effort to prepare for additional, needed wireless improvements and expansion included:

· We have upgraded the wireless controllers to High Availability (HA) pair for redundancy.
· We increased the size of the controllers to accommodate 2800 access points, but have the ability to grow to 8000 with additional licenses.
· We purchased PRIME software for central management of the controllers and better reporting.
· We are going to remove the Comcast DSL connection and send the public wireless traffic out our ISP’s for higher available bandwidth.

	Manual tracking makes this difficult.  The new monitoring tool installed as part of the BEUM project will make tracking easier. 
Only facilities that have a staffed business operation year round are included in this measure. Wireless for transit is also not included.

This indicator is now focused on wireless access and not redundancy.   They are two separate issues not appropriate for a single indicator.  Of the two, assess was deemed as a better strategic indicator.

	Application counts  by hosting platform (Mainframe, server, SVE, VPC, public cloud)
	Cloud platforms – Utilize a suite of cloud platforms (hybrid community/public/private environments) to drive customer behavior to the most cost effective environment.
	
	
A field will be added to our application portfolio tool that will enable application owners to manually populate this field


	How we define an application is not consistent across our organization.  We also do not have a way to effectively identify which platform an application resides on without updating our application portfolio and manually populating this information for all applications.

	Percent of county owned servers running current preferred OS standard.
	Standard Operating System – Standardize on Windows as the operating system (OS) for county owned devices, leading to improved systems integration and enabled functionality.
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Server OS (operating system) standardization increased by 6.5 percent in 2013.  Our long-range goal is to have all servers meeting standards.
	Measurement at a countywide level is difficult do to multiple active directory domains.  This metric will only include servers contained in our primary domain.  Hopefully this will incent other domains to join our primary domain.  In addition, only Windows servers are measured as Unix servers are an exception to the standard.

	Percent data center cabinet space that is utilized by the County verses regional tenants.
	Data Center – Minimize data center footprint through virtual/cloud hosting in order to reduce cost and enable increased regional partnerships through sub-leasing.
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	At the Start of 2013, no regional customers were located in King County’s state of the art data center at Sabey.  Since then, we have sold cabinet space to five customers that include:

· Eastside Catholic school

· City of Tukwila

· Seattle BioMed (SBRI)

· City of Medina

This measure will be tracked over time, with a long-term goal to minimize the King County footprint.
	An obstacle towards progress will be removing the mainframe and related printer which will free up significant space for additional tenants. While there is still plenty of space currently available for smaller tenants, large tenants will require the additional space currently occupied by the mainframe and related equipment.

	Percent of systems receiving full, end-to-end monitoring.


	Systems Management – The ability to monitor and perform preventative maintenance across entire systems (end-to-end) regardless of where they are located/operating improves the ability to maintain, repair, and improve business systems holistically.
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	Our long-term targets for 2023 include: 

· 100 percent of network elements being monitored

· 100 percent of systems being monitored (not including end-points)

· 100 percent of services monitored have operational response plans for all alerts


	End to end monitoring tools have not yet been deployed.  Our approach is to monitor networks first, then systems including applications and servers as we create operational response plans for all systems.  This will also include the consistent roll-out of monitoring and alerting tools that the County currently owns, but does not fully utilize in a consistent manner.  It will also include consistent documentation of business processes supported by a system. 


Technology Objective: IT Service Improvements (Maturity)

Increase the value to customers from IT services by maturing our service delivery processes and improving our services to better anticipate and match customer needs and expectations.
· Increased IT customer choice and greater knowledge/ transparency of IT services through improved provisioning, performance dialogues, satisfaction surveys and other practices improving customer satisfaction and engagement

· Strategic alignment of IT services with future customer needs

· Reduced cost of existing services through low cost options in comparison to industry standard offerings, continual service improvements, increased re-use and sharing of solutions, and improved integration across solutions

· Faster delivery of service fixes, changes, improvements and new service introduction through Continual Improvements (CI)

	Indicators
	Benefit
	Chart or progress
	Highlights/progress
	Hurdles

	Percent of IA roadmap items that are completed.
	Information Assurance (IA) – Complete an information assurance service roadmap to improve overall understanding, prioritization, and results related to information assurance.
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	 Progress is at the expected rate, following completion of roadmap the initial five year roadmap in 2013.​  Items currently being worked on include data classification, mobile device management, vulnerability management, training and education.
	No major hurdles at this time.

	IT customer satisfaction rating.
	Service Catalog – A catalog ensures open and transparent communication with customers about the services that are provided as well as the options available to them in order to maximize value received.
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	This indicator is based on information from the most recent survey conducted with Business Management Council (BMC) members and their selected staff.  We plan to conduct similar surveys at least on an annual basis and possibly more frequent to provide comparison over time.  Our long-term goal is to increase satisfaction each year through 2018.
	Surveys need to remain consistent each year in order to make effective comparisons.  Limited historical survey information is available that compares to current survey questions.

	Percent of services with defined methodology/best practice.
	Industry best practices – Each service will adopt a methodology or industry best practice by which their service is operated in order to take advantage of the knowledge and learnings of others providing similar services.
	
	Working with service owners to determine what a methodology means for their service, if one is being used, and how it is being applied.  There are several services with robust methodology including PMO, Enterprise Architecture, Strategic Planning, and more.  In addition, Information Technology Infrastructure Library (ITIL) processes are actively being reviewed and will be updated for most operational process areas including change, incident, and problem resolution.
	Determining how to measure has been difficult given the different types of services offered and differing perceptions of what a methodology means for each service.  We will look to establish expectations with each service owner in 2014. 

	Percent of IT investments where KCIT is the business sponsors that accomplish a majority of expected benefits.
	Benefits realization – Each investment that we make in a service should identify expected and accomplished benefits in order to continually improve our planning skills, to improve the decisions made surrounding investments, and to better inform customers of the potential for beneficial impacts to their services.
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	We have identified 3 progressive measurements as we mature the benefits realization process.  
1. Percent of Benefit Achievement Plans (BAP's) completed and submitted for active enterprise projects, 

2. Enterprise projects reporting results against BAPs within six months of scope complete according to close-out report, 

3. Percent of results accomplished compared to expected as reported.

Our long-term goals for each of these areas are 100 percent, 100 percent, and 110 percent respectively.  Currently, all enterprise projects have created and submitted BAPS, fully accomplishing the first metric.  

The next step is to report against those BAPs once the scope of the project has been completed.  KCIT is working with PSB and council staff on how this information will be collected.  The third measure will then be to improve the accuracy of our benefit estimating to the point where we are typically accomplishing more than the expected benefits for which the project is primarily approved of as stated in the BAP.  ​
	The primary obstacle to progress in this area has been the establishment of a consistent expectation and reporting process, which has now been created with the BAP.  With that implementation, all enterprise projects have created and submitted BAP's, fully accomplishing the first metric.  When enterprise projects complete, we will be able to measure the submittal rate of actual accomplishments, as well as the comparison of planned to actual benefits.  

	Number of current technology roadmaps.


	Enterprise Architecture – Utilizing enterprise architecture helps business leaders and technicians make better decisions by aligning to principles, standards, toolsets, and best practices identified within the County for multiple domain areas.
	
[image: image69]
	Four domain teams have been fully established as part of our Enterprise Architecture (EA) program.  They include the following domains:

· Network

· Computing Platform (Server, Storage & Database)

· Applications

· Data

Of the domain teams identified, two were able to create and approve technology roadmaps for their domain.  The other two are scheduled to create their roadmaps in 2014.  In addition, additional domain areas will be implemented as part of filling out our EA framework.  This ensures extended involvement by staff with expertise in various technology domains in setting strategic direction for those domains.  
	All domain teams have not yet been created, leaving gaps in our EA framework.  Fortunately, leads for each domain have been identified and involved in contributing to cross domain EA impacts and decisions as we review various projects and initiatives.

	Number of IT services with service roadmaps.
	Line of Business (LOB) Planning – Pro-actively identifying and planning for future customer needs as well as for environmental changes enables improved service delivery over time and a better TCO approach.
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	One of every four services identified in the IT service catalog has been involved with strategic Line of Business (LOB) planning and has created initial roadmaps.  These roadmaps identify the strategic and tactical improvement activities needed by a service in order to accomplish their strategic goals in alignment with business needs.   
	There has been limited capacity from support services including the Strategic Planning service, The Finance and Business service, and the office of Planning, Strategy, and Budget (PSB). 

For this reason, we have focused initial roadmaps on our customer facing and major IT to IT services.

	Ratio/mix of KCIT positions.


	Employee Skill Sets – Grow staff skills to implement, support, and maintain modern technology solutions.  

Expected future needs will shift towards increased integration (as opposed to custom built solutions) leading to increased need for architecture, analysis, business process, project management vendor management, and especially communication skill sets.
	
[image: image71]
	This indicator doesn’t have any targets other than to initially increase the awareness for how our skill sets are evolving over time.  At a future time, as we mature in our service ownership and planning processes, we should be able to connect this indicator with the major initiatives and LOB plans that are underway to determine how our staffing mix would be expected to change over time. 
	No major hurdles at this time.


Appendix C – Table of Acronyms
	Acronym
	Full Spelling

	BEUM
	Business Empowerment and User Mobility

	BMC
	Business Management Council

	BYOD
	Bring Your Own Device

	CFO
	Chief Financial Officer

	CI
	Continuous Improvement

	CIO
	Chief Information Officer

	CIP
	Capital Improvement Project

	CJIS
	Criminal Justice Information System

	COTS
	Commercial-Off-the-Shelf

	CRM
	Constituent Relationship Management

	EA
	Enterprise Architecture

	EHR
	Electronic Health Record

	ESJ
	Equity and Social Justice

	GIS
	Geographical Information System

	HIPAA
	Health Insurance Portability and Accountability Act

	HIT
	Health Information Technology

	HR
	Human Resources

	IA
	Information Assurance

	IAAS
	Infrastructure-as-a-Service

	IM
	Instant Messaging

	I-Net
	Institutional Network

	ITIL
	Information Technology Infrastructure Library

	IT
	Information Technology

	KCIT
	Department of Information Technology, also known as King County Information Technology

	KCSP
	King County Strategic Plan

	KCWAN
	King County Wide Area Network

	LOB
	Line of Business

	MDM
	Mobile Device Management

	NG 911
	Next Generation 911

	O365
	Office 365 – Microsoft’s cloud offering for SharePoint service

	OS
	Operating System

	OWA
	Outlook Web Access

	PAAS
	Platform-as-a-Service

	PH
	Public Health

	PMO
	Project Management Office

	SAAS
	Software-as-a-Service

	SAC
	Strategic Advisory Council

	SCOC
	Strengths, Constraints, Opportunities, and Challenges

	SDLC
	Solution Delivery Lifecycle

	SME
	Subject Matter Expert

	SOA
	Service Oriented Architecture

	SVE
	Standard Virtual Environment

	SSD
	Server, Storage and Database

	STP
	Strategic Technology Plan

	TCO
	Total Cost of Ownership

	TMB
	Technology Management Board

	UC
	Unified Communications

	VM
	Voice Mail

	VPC
	Virtual Private Cloud

	WAP
	Wireless Access Point
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