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\/\/mle _r_ S matenials in this workshop reflect
r)fOJ anagement experience both within the
_____ INew: Mexico and in the corporate world,
'rme\ rg not necessarily represent official state

~ practices.

- fF cial project templates and project processes
—— “must be obtained from the State of New Mexico
-~ 0OClO.
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HOJECTVS. Operation

HOjECt CF aracteristics
= “A proje E:'t IS a temporary endeavor

— =

lm_cLe: aken o create a unigue product,
_,g; 1ce or result” pveoke

—e '_—-n- _._,-|—- '_
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— rﬁ]’ects andoperations differ primarily in that operations are ongoing and
=== == fﬁp@tlnve, while projects are temporary and unigue.” PMBOK©

e ——

e "‘”F'_’rojects are different because the project concludes when its specific
- objectives have been attained, while operations adopt a new set of
objectives and the work continues.” PMBOK®
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“Treipls) |on 10 Operatlons”

— [o ora ide guidelines to make “transition to
gge atlons part ofi the project deliverables

= ___~_» .eratlons Best Practices™

= Transmon to Operations” as project term Is

-

B —

~ “release management” in operations terms.

= provide foundation for agency initiatives to
establish operational frameworks.

=
—
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- Nayy J\/le,ﬁre State e Project Management
Ufflege or 1 e cifelie Institute
— rJL_r.p // D state.nm.us/ — Dttes//AWWwW. pinl.era/in
- fo/default.asp
e Capability Maturity.
_—— Model®: Integration
— = (CMMI)
: — http://www.sel.cmu.ed
u/ecmmi/
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) +1=e An agency shall prepare In accordance with the instructions contained
anagement guidelines and best practices document prepared by the office,
é _' ) for - every IT project regardless of its scope or cost. The agency project manager
nt the plan and all revisions to the plan, and shall keep it on file until the
4,__‘.0 ed from operation
-ig tents. The plan shall contain at a minimum:
J.:a . descrlptlon of the project;
_;'_:3 jta description of the functions the system will provide:;
~  (3) a description of the development lifecycle methodology;
E-‘(4) an initial risk assessment;
~ (5) risk management strategies, including mitigation actions;
~ = (6)quality assurance strategies or plan;
——— (7) human and financial resource requirements and allocations;
- (8) a project review schedule;

- (9) IV&V plan and reports;

(10) project deliverables;

(11) a project schedule; and

(12) Appropriate security planning (data, disaster recovery, system back-up).
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HEEpendent verfication and validation '
fpleel ﬂ\ ’the process ol evaluating a system to determine compliance
Withi specified requirements and' the process of determining whether
therproducts of a given development phase fulfill the requirements
es;[@;c' 1ed during the previous stage, both of which are performed
___._;. rganlzatlon iIndependent of the development organization;
qualt Y.

..;_:; j)eans the degree to which a system, system component, or process
meets specified requirements, customer needs, and user

_-_l;_‘_':.-___ff ~ expectations;
~®. _ guality assurance

= — means a planned and systematic pattern of all actions necessary to
* -~ provide adequate confidence that an product or system component
conforms to established requirements;

5
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R IO[ECISCOPE Vianagement Includes tiae
BEESSES 10) ensure that the project includes all
[IENeHE required, and only the work required,
OrcOmpleLe the prOjeCt SUCCeSSfU”y.” As guoted in

=SFProject Requirements

—
a——
—

—

== — DPescribes the conditions or capabilities that must be

= met or possessed by the deliverables of the project to

- satisfy a contract, standard, specification or other
formally imposed documents. Stakeholder analyses of
all stakeholder needs, wants, and expectations are
translated into prioritized requirements. rwsoke

1) |

Project Success depends on getting everything and Everybody in place as needed!
Appropriate transition to operations means prioritized attention to end result lead time
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2> To g9y ofs 'the detail:

— Hrgwlf 3 framework for thinking about the
rrr ,r;p* 1on 10 operations

= DEefine elements that should be part of the

_ '_—-n- _._,-|—- '_

== fransition to operations for the project
;{.‘f‘f:{f;_,solution

- — Provide sample templates for these elements

—
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{@pENations S Best Pract%
Workshop

- ro mrre duce trends in the IT mdustry
_Jnstltutlonal I'TF best practices

: ro J:; V|de Information about
= 0rganizations and resources available

—+To0 prowde resources for agencies to

—'L__--'—

' "‘_- ‘envision and initiate process improvement
projects
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— |cr@soft Operations Framework

- _.-"""

__ -

;,_ —-*-ﬂ-http //microsoft.com/mof

~® The IT Service Capability Maturity Model®
— Ptte://Awww. itservicecmm.org/nutshell. html
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As we move into transition to operations, there will be documents and document
revisions. These documents should be considered as project deliverables!
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ieholder Approval to move from one
j ‘solution development to the next

K Ic er Approval for documents

= v Siake ’10 ders for Business Requirements

= @ Stakeholders for System Requirements

_= Stakeholders for “Transition to
Operations™
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hiat need to be done to complete a

U:m 1 estlmate time and costs for projects
s*ed*to create project schedules

e —

= "t—jsed to explain how a project works
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Uitements WBS- simplified™"

Requirernents

High Lewel Business
Requirernents

Funictional Mon- Funicti onal

OCIO Project Plan “Product Life Cycle”
Industry variations on “Software Development Life Cycle”

Requirements are developed and refined as we move from left to right



Jransitiontto Operations” -
REYUINEMEnts,avoid and»aﬂi:l'“pate‘"'
oroglensk

PrelirinaryPlan =firne esign il il 2pl oy Acceptance by
Systems Operations
Manager

~Reguirements are anticipated from the right and
refined as we move from left to right
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HrQJ:J, Deliverables — “Tira nto.
OPErat nsmw

~f

eSO 10  OpErations and SUpPort Plan
— Crernrmyﬂ wronment for selution
Ofefelplfzzl rJJf;, ‘Change Management Plan
— Jmoru,e Il people and process

= Staffiny g Reguirements

TS /sifeﬁg SOIutlon Deployment Plan

_ J._g-—: Jplementing solution to organization

_é_. 5= Operations and! Support Plan
— System administration and end user support

S

-~ — System Administration documents and end user manuals

,_——

® Training Requirements Plan

- — Training for implementers, administrators and help desk and end users

There is overlap between these different focused elements — “copy and paste”



Imital Deployrent Imitial Operation=s and Imitial Organizational
support Plan Change FPlan

Includes Transition
Flan

While we may not know very much about the solution, we can begin to anticipate
Operational aspects. We can accumulate names of key stakeholders or groups
Involved with training and implementation.



Deployvrent and
Operations

Acceptance b
Swystems= Operzti
Manzger

Training

Rewise Deployrernt Rewise Operations Rewi=
and Support Plan Qrganizational Requirements
Change Plan

Deployvrent Teams Adrninistrator Teams

As we learn more we can revise plans. Based on the defined requirements,
we can start mapping out the training needs for the various populations. We
can begin to gather information about our deployment sites, examine our
operational requirements, discuss how we will support a solution, and what

we need to do to staff solution.



Deployment and
Cperations

tance b w
= Dperations
Manzger

Rewise Operstions=s Rewvise
and Support Flan Organizational
Change Flan

Training Plan

End User/Sites Deployrent Teams Adrinistrator Teams

As we move through the solution design, our knowledge of transition to
operations increases. The training plan is the training design. As we design
platform, end user client access, deployment process we can further fill in the
blanks. As we design the solution, we can design the over all training plan

Including specifics that the three populations will need to know. “Key strokes”
come in the Build phase.



FreliminaryFlan Design ilo Acceptance by
=

Systems Operstions
Manager

Rewise Deployrment Rewise Operations ewis Training Curriculum

Flan and Support Plan Org=aniz=tional and Material=
Change Plan

Deployrnent Teams Adrninistrator Teams

As we build solution, we build training materials including “key strokes”.
The build phase should include UAT- User Acceptance Testing. The
solution is not complete without fully developed deployment plans,
operational and support plans, and organization change accounted for.



Ance |:l‘t ance b w
ns Operations
hManager

Rewize Operations enis Training Filcot
and Support Plan Orga ional
Change Plan

End User/Sites Deployment Teams Adrministrator Teams

Pilots allow us to test our assumptions and field test our efforts, and our training
materials. We should also have a pilot plan, including objectives, and Pilot User
tasks. We need to know how to declare a pilot a success! How long should a
pilot run? How much time should be built into schedule between pilot and

deploy?



DERIGY Phase..

=

PreliminaryFlan Design il il apl oy eptance by
::i'_ Lperatiaons

Manager

Training Delivery

End UsertSites Deployment Teams Adrinistrator Team

Fbllowing successful pilot(s), there should be a readiness checklist based
on the various plans presented to stakeholders with go-no-go

recommendations.
Care should be given to determine rate of deployment as not all issues

come out of the woodwork during a pilot.



» Ogdsaiile] 5 must be a key stakeholder in
HIEN ect PFOCESS

2 Ooe ons must be involved from the
Qlf: mg forward

il -
—____' -|_

— »The pI’OjeCt must seek operational

ﬁ

= -urﬁqwrements from the start as well
-® Operations provides its own set of

standards (Hopefully)
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Development Controlled Test Live
Environment Environment Environment

Retease Hana.g:ment

[ | Release | Rilease Diesign and Build and | Fitfor- | Refease | RoM-out | Commmmcation | Distribation
! Planning | develop, or order | configure | Pwrpose | Acceptance | planning | Preparation and | + installation
ind purchaze the | che Rebease | testing Traiueeg
seftware

Configuration Management Database (CMDB)
and
Definitive Software Library (DSL)

If “Operational Framework” were in place, “Transition to Operations”
would be part of Release Management



r n3|t|on to Operations

- .'_"— T I.-."_:—-
- - — -
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_.-_f; = The success of a solution Is not

_.ﬂ"".-

—
— "

=

~ restricted to its ability to meet

=

= technical specifications!

The transition to operations and end user deployment is an opportunity:
To wrest defeat from the arms of Victory!
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IT Project Life Cycle

‘ Hicrosofte
Operations
. Framework

&

If “Operational
“Transition to ( -
: Disciplines
&

Shared
Responsibility

Microsofts
Solutions
Framework

Service Delivered

~-

Development Controlied Test | Live
Environment Environment Environment

Release Management

Diesign and Build and | Fitdor- | Release | RoM-out | Commmmcation | Dustribwtion

develop, or order | configure | Pupose | Acceptance | planning | Preparatea and | + mstallation
and purchase the | the Rebease | testing Traiueeg

I
[

Configuration Management Database [EHIII}
and
Definitive Software Library (D5L)

Ealease
Policy

r
|
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> Wielered] ‘s the strategy for transferrlng
ovvmem p 10 6NEoINg operations and
~groups’P

= ees such a group exist?
—— What are Its processes If any for accepting

—

-._;:“~ ~ new solutions?

“e |s there a back-out plan?
— Transitions are always risky!
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ifier selution have a development,
nmr r pre-production environment?

'-—' A

= -'-stabllshed processes and procedures
- To ﬁmovmg from these into production?

= ','_'_

= *Does it have governing rules for making/applying
~ ~ changes to production?
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— rlrnrrlw 1| e and Software acquisition

— Hreec ation of hosting location

= F. e very and Installation of HW/Software

_l._h_

T = Es abllshlng network connectivity
=ts- :‘@pératlons Staff and time to staff-up

IUNIMENT oI FrEqUIreMeENts

' *—HEnd User and Support Staff preparation
-~ — Training Materials
— Communication Process
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B RE UIrements

the computing platforms on which the system will run, and the expected usage of resources such as processor
disk space, and memory. Describe the logical and phyS|caI characteristics of each interface between the software
vare components of the system. This may include the supported device types, the nature of the data and control
S between the software and the hardware, and communication protocols to be used. Include any constraints
rthe systemi by the hardware environment. The detailed analysis and! the implications of these environmental
itsimay. belincluded!in the Software Architecture Document. ]

cguirements

iy theconnections between this system and other specific software components (name and version), including

tabases, operating systems, middleware, tools, libraries, and integrated commercial components. Describe the services
eeded and the nature of communications. Include any constraints imposed on the system by the software environment.

B ihe detailed analysis and the implications of these environmental constraints may be included in the Software Architecture

- —-'-_.- Document. |
o . —NE NOrk Reguirements
e === — —  [Specify.the requirements associated with any communications functions required by this system, including e-mail, web
=  — browser, network server communications protocols, electronic forms, and so on. Specify the expected bandwidth
: -'_":';_ - reguirements. Define any pertinent message formatting. Identify any communication standards that will be used, such as
e FTP or HTTP. Specify requirements for data transfer rates and message synchronization.]

e -
=

- <= ...Archltectu ral' Reguirements

- [Specify the architectural requirements and constraints for the system, such as architecture design patterns, IT standards,
and COTS applications. Requirements pertaining to the portability of the system to other environments and the reusablllty of
system components should be captured here. Also consider maintainability requirements, specified in terms of complexity

- analysis metrics thresholds.]

What processes, procurement, site/facilities preparation need to be
accomplished once a solution is chosen and designed?
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Linux

X Resource
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y Application
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[ Dependson |

TCPIP

Relational
elationa MNetwork

Database

Depends on

MNetwork
Routers Interface
Cards

Windows XP
Operating
System




» Ogdsaiile] 5 must be a key stakeholder in
HIEN ect PFOCESS

2 Ooe ons must be involved from the
Qlf: mg forward

il -
—____' -|_

— »The pI’OjeCt must seek operational

ﬁ

= -urﬁqwrements from the start as well
-® Operations provides its own set of

standards (Hopefully)
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rrrlrur o1 10 Operations Plan

4 a{zatlonal Change Management
Plrlr i

o %éms/Squtlon Deployment Plan
= f Eperatlons and Support Plan

® Training Requirements Plan

These are steps towards operational acceptance.
They should undergo changes depending on phase of the solution development.
They should have stakeholder approval.

v

* This had been discussed as a requirement under IT consolidation



Ofefel Zational Change

ViEEg EY ent*l?lgn - J.a-—

jllisdocus,oforganizational,change,is.on;.. .
PEISOl; al and' professionall productivity of

jENeepUlations Impacted by the changes
9 emu lmposed Py the project and Its
JElivery of a product/solution.

== _F._Thls analysis starts by identification of the
~  Changes that the project will bring, not the
- specific technical solution itself that may not

be fully understood until the design phase.

ﬁ-_
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5_
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Qrggg' Zanenal Change T —
ViglageEmMent: 4@' :

[ERERCIENOE 2 AEW VErSIoN! of sofitware or a new: application?

WillliERZpplication be customized to the work patterns of: the
OfcfelpliZel i QB ‘o will the erganizations need to establish new
oroe esseg 0 accommodate a common platform?

YW zlelggl] Jistrators need to learn new technology or adapt to larger
dogf: «l’bfns being serviced?

- J;J—H g tICIpated that staff may be re-assigned to a central group?
= Wil this reassignment mean the loss of expertise provided or

": assistance provided on a “by the way” or as a special interest of

'"’:_'1{ = staff?.

= Wil a centralized entity have to become a different style
organization to accommodate more staff and different focus or
levels of service?



-

e .
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SWASVENTIOVE through the prOJect from Plan
ONDETNE t0 Design to Build to Deploy:

— \/\/nu k guestions appropriate to the project
- pr Se

_.illl'
g i
-

-:i_;_--r Weradd or refine requirements

——

f“: = —We might even reject requirements (but not
-~ delete them!)

— \WWe add depth to the reqguirements hierarchy
— Trace-Ability becomes more crucial



EeIMPRIgIster Definerte Design ioy
SENO DEploy:. -

.

Plan Define Design Build Deploy
Questions ; Questions Questions Questions Questions
i
g
ity

® BR1 -Business Requirement

e USR1-User Requirements
e UCUSR! -Use cases

e SR1-System Requirements

< TCSR1-Test Cases
e DS1-Design Specifications

Operational Requirements are included in the user and system requirements
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> C—J\JJJ/H]‘—\(JI'\C(C o ey ;"

iange of operatlons — departments and
BEALIONS

I--_

- Jeol,a\ nent Strategy
— A .a’t Once or by location or function?

- -..-h-_

"':j_: éf roadblocks or constraints exist for
— -:_deployment’?

r

Wiere

il
i

" |5 there a back-out plan?

— Calendar, work loads, network, resistance, etc.
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SWAVERIIESE! Cliange controlior malntenance
WiReeWs that need! to be factored in the

SCHEAIED!

> Y/ glel ‘are the deployment dependencies?
—-D eé a Senver need to be upgraded?

e = _:fi end user workstations need upgrading

-—1_-—.-

f*"‘ = Is there a network firewall change required?

'-
- — et
_—

-~ = Have the change control or maintenance windows for
- these dependences been factored into the schedule?

® |s there a training plan in place
— end users and system administrators



> /s,r,@ ‘SoiﬁﬂQ&Depl@ym&?*

® 4 i mlllrJ @cation
— rleis e yel time and expense been factored in?

NS rne,g’ “generic location or function
1019 fahentatlon plan?

S Je eployment plans need to be tailored to
-;f ECIfIC locations or functions?

= Are their special considerations such as needing
-~ a specific manager and her support staff
deployed simultaneously?
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Jeolo\ nt _mwmeaﬁ

SRISHIIENE a con munlcatlc')'n plani for the project? Does it
ificardoreiies deployment communications?

[ENiiErE some one outside of the project that needs to
219010 e en idl user communication? What is the lead
WIme _,F,,. =

- '_‘f’*" Tﬂunlcatlons could be bi-directional — letting users
g‘_F_---r,...‘ now. of a change and getting information from them

== ‘;R-eady, Set, Go?

— |f the users have to do something, simple step by step
communications are in order

s Pates to be communicated?
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down and discover the unknown!
=@of Off concept)

- HJJorJ > ot to determine if a solution; is ready
og 0) 1Tne time — they should be done to confirm
Ees 1 readiness!

“"P‘ Iots should ask specific tasks of the
participants!

— Participants should be asked or their managers
approve their participation if by function or location

el
.-—-l'-'
_-—‘
— i
i
'_-.

- .‘-“:

Geﬂgg'er Al @ﬁﬁ!’:"
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i

SNWiiat are the staffing reguirements?

- \/\/'r G peesses and procedures need to
Umented?

\L\ fat i'IS the solution escalation process?

= ﬂNhat s the operational change
~ management process?

e;l,

--._'_"-

- I

Ogeralile %%Sgpﬁ@f@k
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anreperationalt framework into which
Gn willFbe intreducead?

|
— Yl on this to come!
\/\mg;ps e the operational requirements of the
e ﬂﬁn?
" - ﬁ—-l"ﬂave these been conveyed to “operations”?
~ & What are the Back-up and Restore
- reguirements?

— Do these Include periodic testing of back-up and
restore?

S——
—

I

) ~ - . E
SSEratior %ﬁ@é}_ﬂpp@fw




ng ance Regylreme
‘operat 44mpa

Parie)
Wiitia

r\\/cl_JJr-lOJ Jl:/kl slo|l Ireameaer

— PocUmer I the reguired availability of the system, such as hours of operation and
EXJIECTED uptlme requirements. |

RES JJHJJ\/‘F Ss Requirements

[Decument the reguired responsiveness of the system, such as online response times and
leport de cadlines.]

REITalility Requirements
: _J,D: ocument the reguired reliability of the system, such as mean time between failures. ]
amty Reqguirements

IDocument the required capacity of the system, including CPU, memory, disk space, and
~ network bandwidth. ]

' f_ﬂ-Scalablllty Reguirements
~~ — _ [Decument the requirements for increasing the capacity of the system over time.]

- Disaster Recovery & Business Continuity Requirements
= —  [Doecument the requirements for system behavior and operation in the event of a
- disaster. ]
. Availability Requirements

— [Document the required availability of the system, such as hours of operation and
expected uptime requirements. |



OpErations e

Erlel LS
— Oyjge I‘J\/‘—\
SVl Ar‘- V .e promlsmg OUIF USers?
— Strategy
° Aret EF e Dbjectlves part of the solution or a local or departmental burden?
— yuﬁ 1ent schedule
Wi Ja‘w'rll end user materials be ready?

— Cc mumcatlons Plan

_"*,._E__ .._:‘ What will end user need to know (Other than training, but including training
== schedules)

- — Cost Estimates
= End user Support Manuals?

- - — End user instructions
— Help desk Q&A

‘f‘



C)gafeiile

> Operaildiilisitigedise Desk and Systern
SCUECtives '
= Roles and res sponsibilities
S’tra'tegy o
= Central or local/departmental help desk?
- Eavels J" elp desk?
Does help desk have knowledge base of end user tips?
: ~back -up for staffing?

= _).—J‘ elopment schedule
- _..:n en WI|| materials be required?

== ::h mmunications Plan
— _,.n-_;.__ .---- What will Support staff need to know (Other than training, but including training schedules)
e _.-—- Cost Estimates

= = =~ - Training Materials
== - - = Additional tool sets

= Staff hours
®  Operational Support Manuals?
— Are the vendor supplied manuals sufficient
— Are specific agency required processes documented?



OEIEIIONS

SIECIRICEINSUPPOI and Viaimi
. . gl
=hjectuves
S oW do we keepi system operational?
= HOV/deIWE 'H_eal with updates/patches?
strategy
S o dorwe test patches and updates?

e e

e sithere a knowledgebase available from the vendor?

——

== Development schedule
- = Communications Plan
g == = Ave there established change control/maintenance windows and are they published for

— . users?

- iﬂ_ __-r-'--r_

-~~~ = Costs of maintenance/patch releases from vendors
~ _® (Costs of support calls to vendors?

= SLA and Vendor Maintenance agreements
e Technical Support and Maintenance Manuals?

e
—

L
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Treigigle Mﬂ‘;— _—

— — — —

- Ba.s] mg resource and tlmlng
*nts and' perfermance ebjectives
hleved

Iira fimg encompasses varied audiences

= ---_._—_

fﬁJ;“End Users

-—l_.*—-—

— Installers and Operational Support
— Help Desk staff

_._——

-



jpsed A roacht Eiralnln

PJEL'JHL C

- rrrunmeﬂ are established in
et DeEfine Phase as we define the solution
(o]l Uiren nents:

e ESCI’IptIOI’l of model or functional

= £qu1rements

___:-_.__

~ —Use cases capturing user scenarios and
- system behaviors

— Descriptions of user interfaces




Prizigele proacht 0 Training,

Plelalrlle

> rrr\mma Plan and' Curriculum are defined
ir) Epleie Slgn phase

= rnr;. ralnlng plan and curriculum are the
_ _“_ef- of the training required to get users
"_I; “ready for the system requirements.

—

-—-—"-'

- *Thisis necessary to frame the training, but not yet
- to provide the “key strokes” or solution specific set
of Instructions.



BlEsed Approach ig__'irainin -
EIRIANAC __vf- e -

— — e — i e

—

T rru]n]nr'fﬁ laterials are developed during
IEN -phase

= The s euflc materials and “keystroke™ or
o) EE'SS steps are built and the training

.a~ JﬁStFUCtIOﬂS can be specified.

=

-



PlEsed A proach o) Tralnlngﬁb-_a—
| m'LO 2 i

: i .-.=-- '_.__

SMUEETVACCEPtance Testing:

— rrrlm]-a g materials should be used as part of the user
CCED iance testing for the solution

— User wacceptance testing should be part of the
Slieguirements for the development of the solution!

== 'Pi[ot Use of training materials

== --—*:I'ralnlng materials development should include
-~ adllewing for changes based on responses during the

=
= pilot process. (If appropriate effort has gone into the
; materials based on training requirements, pilot based
changes should not be extensive!)



pport Staff Audience
Sl Locanons
=S : ‘ted student load




Trelfiglefs

= e

2SCOPE Df __nges in Business Process
- rrrunmq-: ime Span

- rrrur 10 Levels Who needs to know what
= fcﬁ ralnts

——
g— —

= T

——

—
-

e
. — =

e
T g

=

=
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Trelig) Lm.g eff@@aﬂce-@bjeﬁl‘@?'

> rligpl | -fV User Performance Objectlves
— Qerg;, changes In business practices and
Beratingl characteristics of the new

__;__J tem/solutlon

— More detail will be added as the solution gets
developed.



Tre mm, efif_@aﬂce-ﬁbm

Flieja) B peratlons Support Staff
Herum‘ nce Ohjectives

— Rere_ [ence changes in characteristics of the new
5Y/ST m/solution — new software, new OS or
kel elware new availability reguirements etc

_.___.. :|..-.-—
"

_ ew tasks that may need to be performed
ji- : ‘ [.e. new data recovery requwements

— Addltlonal Skills or knowledge required

-~ _ More detail will be added as the solution gets
developed.

e

e
—

.l
.IH

—_y
2 e ——
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- . —
INEnsition to Operc’fﬁ)w
SHyImary Pm |

2 Al rmosz - Anticipate, Ant|C|pate

> Tezlnf) Q‘ t|C|pat|on In walk through

rrrrn.» lon 10 operations!
== \L\ h -or what are we forgetting?

J’ﬂNho needs to know what?
e What needs to be written in documents?
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RIOJECHS and Operatioasgs

Hicrosofte
Operations
Framework

Common
Disciplines
&
Shared
Responsibility

0
o
]
7]
Z
)
0
0]
=
0
=]
18]

Service Delivered

by Microsofts
Solutions
Framework
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RIREUStrY - Stancdardsssss

IT Governance Model

T {Gowe mance




SRSEIWVICE SU port

— Ipie] de »»Management
— Hroulaﬂ ‘Management

= ic jguratlon
e I agement
"; _ Change Management
—_— = Release Management
- — Service Desk

_.—':'l_

T

e

“ln ormatlon‘Techno '

ergr_»__ uctmi@rary

' Service Delivery

reas

— Service Level
Management

— Availability
Management

— Capacity Management

— Financial Management

— IT Service Continuity
Management



e

A

PHOCESS APpPIeAcH
=

ferwice reparts
Incadent :mm
Radil reperss

[(HOE seaivics

Radit reparts J




e
eC1S as Release Management o

pEtkaged Change Management!

Service Level Management e
Capacity Management
Availability Management Change
Security Management Initiation
Infrastructure Engineering -
Financial Management Review Change Management
Workforce Management Configuration Management

Service Continuity Mgmt. . g Release Management PrOjeCtS add tO 0]§
o modify established
configurations!

Release
—— Readiness

Microsoft
Operational
rvi Service Monitoring & Control
Incident faleanaC;eE\)‘\?r:: Ssgé?ﬁ Agrl:llirigprgtion o Framework

Problem Management . Network Administration
Operations Directory Services Administration

Review Security Administration
Storage Management
Job Scheduling



Release V.

=

- Best practices for thei relea
practices ensureitha r-@mlf
authorized softw f'e.sl_mrl pleifelYy/Elfer cif
— Project Ma_

= Vendor re ek

J/ for Deaglaynrenit
SSielplel Oracsssinie) Witk tirfent Veisiops?

ememzs PIUERSHFER

(ﬁ

JecJ copifiejlireitiar erizificjes araviclecl oy verielar

13
(>
(s
O
(b
B
N



NINRElEase M@nagemem} —

—— i —
L T e

Development Controlled Test Live
Environment Environment Environment

Retease Hana.g:ment

= .—.,' Eelease | Release Diesign and Build and | Fitdor- | Release | RoM-out | Comermmication | Distrdbetion
S | Policy | Planning | devebop, or order | configure | Purpose | hcoeptance | planning | Preparation and | + installation
1 and purchase the | the Rebease | testing Trairmeg

seftware

Configuration Management Database (CMDB)
and
Definitive Software Library (DSL)



Configuiett

- - ___:._ -

Best practices er_co olling| preduction: configurations
example, standaf" ’GTEJ;—‘S"LE USHIIGRILEHNG), asse't
identification). n/ IdentiiyineR e FFJJJJF J, A clJf[ ’
verifying the iter t1
infrastructure;;
modelgf e i
— _JLI.L' cﬂ‘rﬂi;r Conifiejuirztilog]
_'_'_' G]JCIHCP]r‘rJ EEFEICITENRIISES cjL 1

= — o'rr rumer J'Je ISERSOIWYENE pa_cka_ges, rrJarJuaJs, Sl
-~ configurations ete

SliLe

- = Copleggt flere 1 datapase agorozct Vs, sgreacsriest

— Assai peleipleiejerrigrnit ariricioles wollld aggly — in service daigs,
B - =
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peleweres
— Crjeezil Dmponents

NEtWenk compoenents

S SYSIEN b supported )Y

orrw"'-- including OS

= BLL;E SS systems —
"_:.. = Ccustom built applications

—. :-:"’*Ciommermal Off the Shelf
-~ packages

- = Physical Databases

* Feeds between databases
and applications

- ~ ‘;‘f- . e
Corifiejtl iﬁﬂﬂgﬂagW

ICENSEES

System and interface
specifications

® Change documents
e SLA, maintenance

agreements.

e \Warranty dates
* Vendor/supplier
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SeIPIErCVIDE,.
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e |

I D:untau:tsl IP I Dizazter Recoveny/RebootAnstall | Billing | Licensze

General Wwamanty Location Resources
FPhpzical Hozt IWSE b arwifacturer IEDMF‘.-‘E-.IJ R IEE Fam IE'IE
Group: I"-.-'-.-"inu:lu:uws ;l Froduct Mumber IF'HDLI.-‘E-.NT DL3s0 Rack Location IF!.-'E-.EKS tHz IEIEE
Product Type: |Server Purchaze Date |2.I’E.-’2EIEI1 Building |Simms # Processors |1
Primany Function |W2K TEST 115 5.0 SERVE Installed Date |'I M.2001 Fioom |Data Center
o5 |W2K Wwiamanty Exp |2£E.-’2EIEI-'1
statuz: | Test | Suppart &greement |3YE.-‘-‘-.F|S
M etwark, Mame |W|:urkgr|:|up Serial Mumber |E.JEIBF><S1NEIHS
Commernts Azzet Mumnber |GSD2EI14I3
Diagram; |
irtualServer

P | General I D:untau:tsl Dizaster Heu:-:u'-.-'er_l,ll Hel:u:u:utl Inztall I

Wirtual Server Group: s Froduct Type: hatus Commentz Frimary Function Metwork, Mame

! | =l | | |
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Fequest for Change

Change Authorised

Changs tasted,
Irnplementze and Released
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Change Vianagemer

— = "

Best practices; for standandizing:
implementation of I“r‘rjsl@es,.'Ffjese ofel
changes are Jﬁﬂp\f ledhwithamiRimuIraeVvErsEN N}
services, and.t skf: theyaaresecEeil ey
— Sources f@ K¢ emge— requests?
— Authorizaﬁ | ProcCESSHOIRECHIBICZI G ESTIN
ion grdeess for lrnglamenizitior scriecjula?
irofizaton, aporoval, rigifficaiion grocess?
)] Errterpr]se Crizifig)e?
Crizinige Corrirol/Melrrienzarnice Wirncow?
= ;_"Fe-st ziplel or gre- ororll tiorl environrnernt?
— Crleipieja Cariiral zinel Crizirigje Irrolerneritaiion rules?
— Wekeii Is zlloweinice for erargency chzriges?
e Crrengas galatllel 92 cocurneniac)!

C

n
qreinlejas salgdlel 92 writier irito Corfiguraition Yerizig2nriarit

D )

-
D



lenge Management Looks, @)
ende )

—

Linux Enterprise
- Resource
:r Dspe;?:::g Depends on Planning
" y Application

Examine tt
involve =

B
r
Client
Commun-
ication
Medule

Depends on

i Dgp?nds an

TCPIIP

Relational
oA Network

Database

Raquest
Listener

i Depends on
Depends on

1,
n
)

]

Network
Routers Interface
Cards

Windows XP
Operating
System




Element “Go” Indicators




OLIEY:

IENPECT AT the change willthave uponithe business operation.
Tre erfeg ]O _’che Infrastructure and customer service, as defined in the service

Ievel 2l ap (SLA) and upon capacity and performance reliability’ and resilience,
n gency plans and security.

The .'o ed and! cost justification of the change.

ARy gtfefe]s fy S|gnoff reguirements.

o] act on other services that run on the same infrastructure (or on software
E _' -aﬁk-uets PMENL projects).

e ==The ii Himpact on: non-IT infrastructures within the organization—for example, security,
- _" ﬁflce*serwces transport, and help desks that serve business customers.

1‘-,'

e

=g t_'I'.I:le > conseguences of not implementing the change.

— ’Tﬁe Il business resources and other resources required to implement the change,
including the likely costs, the number and availability of people required, the elapsed
—— time, and any new infrastructure components required.

e Additional ongoing resources required if the change is implemented.



System), ne

[

WorKamenagEeInEnRL

 Senvice Providerrnouicatens

S
liRcidentiEcking N ESSORE Iee

Ejcelleitiofn Process?

Glistornar Netflceiion?

ooJ

vestigate Resolved
Classified and
iag recovered

End to end ownership, tracking, and monitering

Normal service
resu med



NEICENT Tracking

A

E agreements

iNotes
LN Add/Delete lcon
LM Address Book
~ LN Archive
LN Calendar
~ LN Configuration
LN Connection Doc
N Connectivity
N Create/Delete Messages
NDB AST
NDB DAD
N DB GM White Pages
N DB Other
N DB PRTS
N ID file
N Location Document
N Mail Message Restore
N Mailbox Maintenance
N Mailbox Question
N Mailbox Restore

N Wailfile Design Replaced
N Notes.ini

Calls by Category — month by month
volumes include GMOL & OLZK-

A
14
287
271
B18
103
1218
229
381
a0
30

g2
10
233
96
20
187
77
108
140

M
16
27
340
560
111
1045
231
1584
43
81

g6
14
216
7
30
223
B33
21
140

J
20
193
162
843
My
1087
216
172
42
a1
1
g
g4
13
259
43
23
206
586
g4
127
31

J
13
182
149
37E
55
804
195
145
33
33
3
3
43
22
229
59
15
161
359
B3
73
249

A
12
227
142
408
58
590
204
454
51
a7

b
7
26

217
B

33

175
843
102
91
25

5
7
241
174
430
=N
526
201
403
41
g7
5
b
103
14
234
74
30
2m
533
103
83
33

0
a
208
191
534
70
paie. o]
189
435
45
7B
2
4
=i
11
269
78
32
195
B35
i)
o7
29

N
10
168
121
378
ot
817
146
294
2
37
5
b
B3
16
162
B0
24
176
430
a1
93
23

1]
3
114
S5
273
B1
S44
106
281
21
37
1
3
a0
1
136
81
26
95
313
B0
42
18

111
93
405
=h
B73
124
95
26
Fis

74
16
162
52
17
126
B10
39
79




pr-cWeed

SPIOPET triacking of incidents or end user

4.-.

e il

. *rﬂ""'- -

Celllss _' -, .

=C rlf} e Bint to patterns. Singular incidents can
__f a\ eany AUmMber of non-recurring causes.

_-"_ _-

= _ Can add to help-desk knowledge base
~ = Can point to training needs



Proolanl

- Best practices for identifying J

iIncidents In *‘E’J prrevent futurest ?

seek to proactlv L PreventInCidERiSTaNCNeNoI) EmiS:
— Esgeelleiog) rr_} ~|nC|dent management

Crisis "Fi.f ment team formation

E_s_ﬂz}g, o] ‘*aIJ list?

'j_-gryrj nt of equipment, software, service vendors?

' §t"ﬁ:'|;er notlflcatlonllnvolvement’>
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Issues/Recommendations Database
Home | My Account

Create IR | Search IR's | Advanced Search | Data Download | Reports Add to Bookmarks | View

Search Results {TOTAL ISSUES/RECOMMENDATIONS: 353




s
=Sealdtion te)Vendor Support =

Router-
3 9616 | OPEH 3 {00 inheri
Issue
Property charges

Current Status:
= Support dugli e ¥ o for
i t upon. H

Hext Action
Update from

Corruption in Japlication

Db Corruption

Current Status:

IEM ¢ C 1 ations 1o er. The dets z and action tems are being tr:
i

Hext Action:



IT services are cb}fffsllﬂdd ciple I IpplereV/eel inifeiticjn) cl le
agreeing, mom jm 10, NEPLIINGSERENEY, Jevva I} Senvices.

r\ym/ Qu*m er SLA



Best practices for mai tainingl ther availaniliby e

guaranteed te acf_:‘i,g stomer: (for exa mr)Je, Q) otlrnliz

and design; meast I'es ro) ppllpllnaliZe inle ritifrlger o
£ - v

practices enleH_’ that an IENRf@SttCUENS reJJabJe, fesjiligni, cipiel

recoverable. e

- T
—- _:__. -

— Capacity Management
— -Seeuﬂi'y Vi ,Ln IGEMENL

— == V*E;-MT-RJJA VIgEGEIIE:

]
= —F"-

— = E.O\J\f_é_f Va2 yAcENIE Y EIRNE
— = = P
fﬂégJaeress ORI,
" e I SEIB T Recover/ Pleirls
e Equwmenr— gacleug, fot swaggable fterns, on-site storage of 4 NouUrs o

O
o
<
b
@
)



FinancialtVianageme

-~ Best practices for un de
prowdlng I serv e;;% (f

“

A0t In | contractual agreements W|th customer agencies are there any SLA
Or eguipment, software, circuit upgrades that might be required to




VICIESoIt Operational Framework™="

I'P.-I

-
Quadrant Links

The MOF Optimizing Quadrant The MOF Changing Quadrant
/J Very capable organizations ray have salved their L_. MOF was developed in direct response to a universal
& day-to-day operations headaches, and now strive to u business need: managing vour IT services to the
better align their IT services with their business ———  same high level of quality vou expect from the rest of
processes, For them, optimization practices found in vour business processes, Through MOF, you can

MOF help guide more effective service-level improve your IT service management processes at

management, capacity planning, and other longer- all stages of their lifecycles, MOF integrates with the
range planning efforts, Practices outlined in the Microsoft Solutions Frameworle (MSF), IT

associated Change Initiation Review help Infrastructure Library (ITIL), CORIT, Six Sigma, and
arganizations put recormnrendations into actionable ather leading framewarks and methodalogies.

tasks or projects, and facilitate coordination with
developrent teams using the Microsoft Solutions
Frarmework:,

% Z The MOF Supporting Quadrant The MOF Operating Quadrant

For most organizations, support is the nexus of Improving operational efficiency can greatly enhance
% operations—this is where IT interacts with the the walue of IT to the business, Becoming more
business, opportunities for improvernent and change efficient frees IT resources to go beyond the most

are identified, and deficiencies in meeting dermand basic tasls of infrastructure maintenance. It frees
arise, The MOF Supporting Quadrant describes resaurces to expand services and align with the
processes and practices required to fully support the business, and it makes the infrastructure more
efficient usage of an IT infrastructure, Team roles robust—able to meet dermands for availahility and
defined in this quadrant focus on solwing customer security, Reqular operations reviews promaote
issues and identifying, analyzing, and resolving continuous improvement in operations processes,

broader IT problems.



Service Level Management
Capacity Management
a Availability Management Change
= -] Security Management Initiation
~ Infrastructure Engineering -
-4 Financial Management Review Change Management

Workforce Management Configuration Management
Service Continuity Mgmt. Release Management -

Release
—— Readiness

Review .
Review

Y4
<

%

Service Desk 9 | Service Monitoring & Control
I Incident Management System Admipiglrati?n
Problem Management Network Administration

Operations Directory Services Administration
Review Security Administration
Storage Management
Job Scheduling






Vision and
Where do we want ::u:tn:;“s

to be? objectives

Where are we now!

How do we know
we have arnived?
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. -
bty Maturity e

> CMIM cJeg'c'- 5 five evelutienary: stages (levels) iniwhich

£lfl e 'ation mManages! Its processes through maturity.

-1 mrrmr " Processes are ad-hoc, chaotic, or actually few

orocac- ' are defined

— «e{Teatable Basic processes are established and there is a
J of discipline to stick to these processes

—— Deflned _ All'processes are defined, documented,

d_.__::;:—- standardlzed and integrated into each other

—— ,=_—4 Managed_-Processes are measured by collecting detailed data
- 0n the processes and their quality

— 5 Optimizing_- Continuous process improvement is adopted and
In place by guantitative feedback and from piloting new ideas
and technologies

__..,.—.

am



T

-

e
e
hittp: /s ol ot cd /SRl

— =

aturity’ | Description

“there is absolutely no evidence of
Absence any activities supporting the process”

4 e There are ad-hoc activities present,
Initiation but we are unaware of how they
relate to each other within a single
process

Aware of the processes but there is
Awareness no over all measuring or control

=
- The process is well defined,
= 1 S . : Control understood and implemented

4 Integ ration Tied into other well controlled

Processes

S Optimization Process drives quality improvements

in other areas
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e*r;vme- Level Management

H,-Availabili-ty Management

Capacity Management

Senvice Continuity: Management

Training Management
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Gelf) 0)e

onflgreitieggf m; gement

I EENNIENE ement
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___

Pro oJem Vie gement

"S ]’_Vl.Ce- Level Management

Tﬂ\vailabili-ty Management

Capacity Management

Senvice Continuity: Management

Training Management
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as ndard request for change form
el ment

Operatlons Acceptance Test/form
> Copjj] ngﬁnifﬂ i\/lanagement

= PL'J ‘together a note book of systems and their configurations. File
aﬁge management forms in the notebook.

- —r'l' cident Management
" Establish notebook of incidents

C
e
@
QR
(o
U b)
{1

k-( e
~.—\ hs <

[T

2
G_-sr S
=
n

- —'- ‘nf—
e

_.__ = =—-=,Establlsh incident types based on application
~ & Problem Management
- — Establish simple process of finding root causes and document them

— Draw a dependency diagram similar to the one used in this presentation
for each application



SeIMDEsk Consideratio

=
ﬂ)

fe JJJ‘rﬁ);r FRAGWATErrors and Selltiens?

ENEr rw ‘ofi turning incident calls into end user training tips?
i g\ abllshed classification; system for calls?

el U eW-Up reguest for customer feedback after the call?
AVESSYSTEN utages or slow downs reported to the help desk?
Does_i- e h Ip desk have a way of knowing about outages or slow downs?
.f‘ie idents recorded and classified?

EFe“ metrics established, # calls, Time spent?

——— == th@re an established escalation process?

= _ DQ ‘nelp desk staff have access to product/application manuals?

-~ = s there a vendor or agency knowledge base on line?

- ® |s there any cross training between administrators, trainers and help desk
stafif?

® |s there a standard process established for handling calls?

\>
=

n =

_
= = 2 @
(= (=m0

—r

=
gL
—_
(e

[ —

=
g
—_
('D
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Corifle)uls tieﬂméﬂag@nﬂa?:‘—

I —

l.. i
¥ I'

IS | 'rere., émgle Agency repositony for IT inventory?
51 h]s S|tory On line or on paper?
IS n ‘assigned person(s) responsible for its

—

ljo'/ "--
= AL’ Ttware licenses recorded?
o "“How does the agency handle software patches?
_‘"f_‘: ' Are serial numbers and vendor Phone # kept on-line
- = |s warranty data kept on line?
® Are key application contacts kept on-line?

® |s there a standard server configuration?



- :_ _ e

JEnt Management -

E
- ]
— -

application/agency have a method of recording incidents, whether
By end USer: or system administrator?

J Ication/agency have a classification list of incident types?
re U sfa reguests for new features handled by application/agency?
IS rmJ ' e‘ riecorded per incident?
Are JILJJEE S tabulated by classification and periodically reviewed?
r\f‘—‘jﬁ dents tied' back to Configuration Items in a CMDB?
A C“dent takers familiar with application or agency offerings?

== Do incident takers have reference material, knowledgebase etc. available to
= provide guick resolution if possible?

= Are all incidents recorded? (trend analysis, training tips?)

Are incident response metrics kept and reviewed periodically?

Are there diagnostic scripts available to incident takers?

Are there set patterns for how incident takers are to work with callers?
IS there a set escalation process?



Proole

[SRLIETE e COmT ru [ofz
frorr venrlorf

ISRUETE N1 —'QaJI ISt fior: escalation as required?
WG the! esc calation process from Incident Management?
Afeig] OJ\\I‘ ‘users known — key source of constructive data?
Are the k -éenSItlve users know and identified — i.e. executive secretaries?
Are Dﬁ i ESJperlodlcaIIy examined for clues or suspicious items?
e "(‘.f‘ﬁent records periodically reviewed for trends?

' s_"the.re a preblem recording process?
~ s Can problem records be searched?
-~ = [sthere a Pareto Analysis process established
_* \What Is the vendor escalation process?

e |s there a technical knowledgebase available from vendor?

b



Password Network Feature System
Change  Connectivity question Availability




OJJL;'[JO(J NEWe: al test/preproduction envirenment for testing changes?
zl ,Et__{ange review: andl approval process?

i :166 sation/agency Reguest for Change Form?

WELETY gn,,,r records reguired and kept for applications/Servers, etc?

r\re CHcOEr St ps-documented and reviewed before being implemented or are
SIENUES rLc.‘" on the fly?
there: I process for watching over system to check for negative impacts, or are
'it]gj:_gﬁ : e as:{he Implementer leaves for a camping trip and being unavailable by

= ) (e[
: _,;__—f;i;}l': ere a thIflcatIOI’l process to users impacted by change?
= e [sthere a set and publicized change/maintenance window?
_;?"'“‘-' ~ Isithere a formal change review board?

— = |s there an emergency change approval process?

- » How many emergency changes are made on a weekly-monthly basis?

L )

Is there a patch application process?

—




e
ed Change ReguestrEields™

on Requested Response
Change Initiator
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RElease Management W’Qﬂh
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SMENHENE 2 [ormal Process for bringing new.
agglicel IOHS Inte the agency?

NS there a set process for bringing NEW SErvers
Of | work egquipment on-line?

> rL,t-\’ are Operating System security patches
?_L.._.-c twith?

= & Are all workstations and servers kept at the
- same OS and driver levels?

“e |s testing required before application patches
are applied?
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Ayenall ifie Service Level Agreements for the

A EIIC *n'd itS vendors centrally kept?

At fofif l recerds kept by SLA of the vendor’'s
BENIO :mance?

e s tt ere a periodic review ofi SLA performance?
s:::?':Are all licenses recorded

= — e
——— e

- = Are all licenses up-to-date?

~® |s there a central list of all vendors with support
phene numbers and key contacts?
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Aveilability and Capauty }-’
iz rte) ment "!E'-

SWAERHETE application and system monitoring
lepISEavallable fior support staff?

SVAE rné*i» ‘toels available for remote use by
L lOCje it staff?

- 2 Afe Built in system tools reviewed by support
st

= rAm there periodic reviews with management?

“= Are there established thresholds within the
agency. for acceptance system performance?
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SEIVICETContinuity Vian

Are tmer =aderal or other mandates for business
Corlipt or disaster recovery thresholds?

VWigell gnrf the!SILA agreements for hardware part
reglrlw Ents?

r\re i) re funds to pay for..

Bzl ram the paths and pieces from where ever users will
= e“fb the applications! Servers and Storage are not the

\1|.|
|r L

_‘": ~— only pieces.

- & By the way — when was the last time back-up and
restore facilities have been tested?




-




[iRSEnvice I\/II\/I Questlonna

tse rv'%m org

SWAENHIEN I SEVICE NEeds oif the customer
EENtiied?

> Are QJ\‘ e commitments documented?

r\rﬁ senvice delivery activities to be performed
— -:.-—rs ffled and planned according to a
ocumented procedure?

- .5 _'0 “Are the risks associated with cost, resource,
- schedule and technical aspects of the service
identified, assessed and documented?
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[{Service CMM Quest%W
A erMorg o

SERCOCUT mented service delivery plan

e ﬁtrackmg the service delivery

J; ies and communicating status?

_ e_ \ _Ctual senvice levels tracked against
e specified service levels and are

for_rectlve actions take as necessary?

y |
LIS
ElC]

—— ——
el
.-
—-—.'

— ——
-
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RSER/IcE CI\/II\/I Questlonna

serwce%m org

SERIIgUration management — Documented mventory of
FIW/SW e nd current configuration settings with history.
o ore\/Jot ISt settings

S rneg 3 configuration management plan is place
=yApplication
rganlzatlon

-‘f' 'ere a documented plan used as the basis for

5{4 fperformlng configuration changes and recording them?

- = [sithere an organization wide configuration library in
place?

e Are action items for all configuration items initiated,
recorded, reviewed, approved and tracked according to

a document change control process?
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IRSernvice CVM Questwj.
enﬁﬁmorg o

tor Incident Management
E n event/incident management

= phcatlon Py application?
f_t;' Organization wide?
~ & Are events/incidents identified, recorded,

analyzed, reviewed and resolved
according to a documented procedure?

N

—
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Problem Statement

Root Causes
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NeYWAINEIRSIate the problem:
Eromendation, intora —

- — B - _ﬁ;:#__
segurrement
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el rrnrua 91! 0 Operations”
— Sf) Hoe part of the project deliverables

= Opere ations Best Practices”
— ﬁsf#lT erganizations should initiate projects

'-'w
1(‘]_’3

'__4-_'__.-

= To analyze current practices and work towards
—'—tf . “IT Industry best practices for operations



I rchJ O] wﬂorﬂ

2> To g9y e "the detailk

— Hrgwlf 3 framework for thinking about the
rrr ,r;p* 1on 10 operations

= E efine elements that should be part of the

L __ ._

== ~transition to operations for the project
;{.‘f‘f:{f;_,solution

- — Provide sample templates for these elements




OpErations Best Practlw
Workshop

> Tg mrr@ duce trends in the IT mdustry
rovvrrrrl Tnstltutlonal I'TT best practices

: ro ,; (o) jide information about
= organ nizations and resources available

_—

To prowde resources for agencies to

' "_- “envision and initiate process improvement
projects
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