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History

A Combat Support Agency

In 2007, a tiger team was established with the goal of
analyzing the provisioning process in an effort to
provide better service to our mission partners. They
arrived at the following recommendations:

e Establish an Information Technology Service
Management (ITSM) office (ITSMO) to oversee the
process restructuring at DISA.

e Establish an Enterprise ITSM Governance
Board (EIGB) to provide policy and
strategy for restructuring processes.

e Establish a common framework for ‘ﬂﬁ‘.?ﬂl.
providing service, based on industry
best practices.



DISA ITSM
A Combat Support Agency Approach

 Enable and support Agency objectives of ‘One DISA to our Customers’

 Adopt acomprehensive ITSM framework based on best practices to
continuously improve and optimize Agency governance, processes, and
technologies

DISA ITSM Framework Customers
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DISA ITSM Goals

« To better align IT services with mission requirements, enabling
improved Warfighting capabilities

A Combat Support Agency

« To optimize streamlined and repeatable IT processes, enabling
agility to respond to rapidly changing requirements

« Todrive standardization and interoperability of data, systems
and processes across DISA and with external customers

« To optimize resource utilization in the provisioning of IT services
while delivering agreed quality of service levels

. To minimize risk to DISA related to information assurance
compliance

« To provide visibility into IT service performance via meaningful
process metrics

e To adoptacommon IT terminology in accordance with industry
common language, enabling enhanced communications both
internally and externally to DISA



A Combat Support Agency ITIL PrOjECt FOCUS

ITIL Service Lifecycle — Main Process Elements
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A Combat Support Agency

Incidents

ITIL Workflow

Known Errors
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A Combat Support Agency G O V er n a_n C e

Enterprise ITSM Governance Board (EIGB)

« Establish DISA wide e Establish Key
Policies for Service Performance Indicators
Management for implementation

« Establishes Agency’s  Work with ITSMO to
ITSM objectives and determine method for
ensures that directorate assigning_ and
level IT activities remain empowering global
aligned to these objectives process owners

e Oversee all other ITSM

e Implement DISA-wide . .
governing bodies

communications plan



SMPWG Processes

Example
A Combat Support Agency Govern an Ce MOd eI

Policies

GO/NS
Director

CFE
Director

Dashed line — Functional
Process Relationship

Solid Line — Command
Relationship
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CSD

Director

PLD
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A Combat Support Agency

1.

Process Restructuring

Identify current processes
Delineate lines between competing/merged processes

Incorporate specific frameworks into processes when
beneficial (ITIL, eTOM, COBIT, LSS, 1SO20000...)

Adopt and spiral out most mature processes

Focus processes on supporting customer service

Provide improved service by developing

DISA-wide best practices




Example of Today's
acombat support ageny PFOCESS - Provisioning

Focus: Rapid Fulfillment of Standard Customer Requests

Request Fulfillment
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Requirements Undermines RF & RD Focuses
( - ) [TSR Generation}
Milestones -
| . ( v
. 11.( Planning & . [ . }

| Fun?mg ™ Support Release Prep Release Packmg}f Verify Deploy

Engineering Plan — !

. J/

Focus: Infrastructure & non-standard Customer [ Early Life Support}
Requests (usually large scale projects requiring in depth
engineering) 11




Tomorrow’s Processes —
A combat support agency - Request Fulfillment/Release & Deployment

Request Fulfillment Focus: Rapid Fulfillment of Standard Customer Requests
[ Order Entry HTSR Generation} {TSO Generation]fg{ Fulfillment }
A
Separately Resourced Lines keeps Rapid Agile /
focus & speeds delivery of Standard Provisioning
Services Coordinated
Deployment
Release & Deployment  peoirements , T
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Change through Joint
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From Provisioning
A Combat Support Agency tO RequeSt FUIfiIIment

Today ....
W“operations — NS specific procedures” 310-130-1 (2002)
8 yrap— T~
cjr PLD “contracts — PLD specific procedures” 350-135-1 (2005) & FAR
&) N - N V4
CFE “financial — CFE specific procedures” 350-135-1 (2005) & FAR
Out of date & not coordinated & not process focused
To be ....
Req uest Fu |f| | | ment NEW focus on the process rather than directorates (functional base)
E 1. Menu selection Moving away from “Circular” concept towards standardized hierarchy
: : based on ISO 9000 structure of policy, process, procedure all owned by
C:T 2. Financial approval the Process Owner. This will also help execute the change to a process
g 3. Other approvals based organization.
4. Fulfiliment Existing 310-130 & 350-135-1 can be combined into standard document
5. Closure — subject to Change management and Configuration control.

Provisioning becomes Request Fulfillment under ITIL

Moves from functional “silo” focus to end to end process focus




A Combat Support Agency

Example of Incorporating
Frameworks

Map ITIL V3 to eTOM 7
Process Level

REQUEST
FULFILLMENT

ITIL V3 — Operations —
Sec. 4.3 -

page 55 — 58

ORDER HANDLING
eTOM 7.0

(1.1.1.5)

GB921 D — page 40 - 43

Menu Selection Financial Approvals Other Approvals Fulfillment Closure
Determine Track &
Customer Authorize Manage SIS EE03 RE[Pa: Ol
. Customer Customer Customer Customer
Qe izl e ey Order Orders Order Handlin Order
Feasibility Order Handling 9

Procedure Level




A Combat Support Agency C h al I e n g eS

« Management of end-to-end workflow automation

e Creation of federated databases through single data
stewardship

« Architecting integrated tools suite

* Providing transparency of data to mission partners
 Resourcing

e Cultural Issues and Training

 Address the need to define KPIs and Metrics to

support the migration to Performance Based
Contracts

e Impacts of BRAC
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Successes:
A Combat Support Agency Ch an g e M a-n a-g em ent

e CSD
e JSSC

rian Y
. NS %o

 Process, policies, and procedures developed and
operational. Established multiple Change Advisory
Boards (CAB), both single and cross directorate, as
well as a Customer Requirement Forum (CRF).

* Increased awareness of planned changes and
upgrades, alignment of prioritization between initial
strategy and future modifications.

Improved response to customers’ changing requirements while

maximizing value and availability




- Successes:
~comarsuporaceny  INCIAENT Management
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Process, policies, and procedures developed and
operational, established process charters, and have
developed cross directorate tools. Convergence of
processes, both within the directorates and across
DISA, will provide single managed workflow of
Incidents and problems

Efficient restoration of service from unplanned interruptions




- Successes:
~combat support ageney SEIVICE Level Management

Customer Needs
Defined

+ CSD S

) GO foedback s:ﬂ:: II.E::QI Business and
° \]SSC Mechanism o Management o perational Goals
e NS

SLAs for Key Processes
and sub processes

 Fully functioning web site with interactive Service
Level Agreement (SLA), T&C, FAQs, ICE comment
card, CME email access, etc. Established customer
management centers to maintain and progress
relationships towards agreed goals. Online, web
based SLA process.

Ensure that agreed level of service is met, and future services are

delivered to meet agreed, achievable targets




Successes.
A Combat Support Agency Service Catalog

e CSD
« GO

« JSSC
* NS

 Established catalogs by functional areas of
expertise, that provide details of the support
services and capabilities available to our current
customers as well as potential mission partners.
Convergence will provide single point of entry for
future services.

Ensure that agreed level of service is met, and future services are

delivered to meet agreed, achievable targets




Questions
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