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What is a Shared Service?

Washington State Government defines shared IT
services as:

“The concentration of state and other related IT
resources performing like-activities, currently
spread across the organization, to service multiple
partners at lower cost and with higher service
levels.”
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Shared Services
Governor’s Directive 09-02

“Sharing administrative functions between agencies will allow you
to focus on your core missions of providing essential services to
Washingtonians.”

“I expect that our new shared services approach and governance

structure will capture the benefits of economies of scale in a way
that ensures good customer service to the client agencies.”
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Shared Services Model

Developed by State CIOs and DIS to:
 Define Shared Services
* Establish Governance
 Establish Key Design Principles
* Provide an Assessment Outline —a
Roadmap to Develop Shared Services

http://dis.wa.gov/WA_shared_services_model.pdf

Shared Services Model

Characteristics of Shared Services:
¢ Collaborative service development
¢ Partner participation in governance
¢ Focus on continuous improvement
¢ Organizational position based on
what makes sense for cost effective,
high-quality delivery

Shared Services Governance
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Shared Services Model

Governance

Executive Steering Committee — Comprised of 12 Agency Directors
* Address the service levels and costs of the data center effort
* Oversee decisions around shared services
« Oversee other issues that involve enterprise wide changes
and their implications for service levels and costs.

Advisory Committee — One per Shared Service
* Balance service levels and cost

User Committee — One per Shared Service
* Provide feedback on operations
* Foster continuous improvement
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Key Principles

Agency IT Departments will control their customer
relationships, end user support, and line of business
applications that support the agency mission

Shared Service Provider will provide the underlying
infrastructure, operating environment, and other
common components that enable cost reduction through
standardization and economies of scale

Shared Governance Structure to define a process for the
consumer to shape the shared service with the provider

Shared Email

Major Service Components and Rates

Exchange 2010 $2.64
Filtering Gateway S.44
Vault: Secure Retention and Search  $1.82
Shared Email Monthly Mailbox Rate $4.90
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Shared Email

* $4.90 mailbox rate: approved by CAB and ESC
¢ OFM: CIO input and ownership is invaluable

* The Steering Committee Plans and Directs the
transition to the new shared service.

* Service Level Agreements and Performance
Measures Underway

» Staffing Plan — Beginning Development

Shared Servers

* Functional Requirements Completed

¢ State Data Center Steering Committee Established

— Virtualize 85% of Servers In-Place

— Shared Server Hosting Project

— Computing Transformation Strategy
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Disaster Recovery

* Three Short Term Initiatives:
— Eliminate Two Single Points of Failure: Networks

— Provide Automatic Failover for Security Gateways in
Spokane

* Longer Term Initiatives

— Program to Orchestrate Disaster Recovery and Resilience
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WorkStation Support

¢ Cost Saving Measures for Acquisition and
Deployment

Observations to Share

* Data Center is being built and agencies are expected
to move some or all of their servers to the new data
center

e Customer service delivery must be as good or better
than today

e Agency partnerships with the service provider is
fundamental to it’s success

¢ Look for opportunities to leverage this change for
positive outcomes — job enrichment, centers of
excellence, more focus on agency core services, etc.
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http://ittransformation.wa.gov/

More Information

1/27/2011






