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■ SoWA adjusted staffing levels are 14% greater 
than what the peer groups would require to 
support the same workload, 3,571.8 vs. 3,132.9 
FTEs. 
– Applications staffing is 13% greater than the peer 

groups (including Outsourced Equivalent staff). 
– Infrastructure staffing is 16% greater. 

■ Compared to the 25th Percentile, staffing levels 
are 47% (1,148.1 FTEs) greater. 

■ State of Washington (SoWA) total spending is 
about 2% greater than the peer groups would 
spend to support the same workload, $596.0M 
vs. $583.7M. 
– Applications spending is 2% greater than the peer 

groups. 
– Infrastructure spending is also 2% greater. 

■ Compared to the 25th Percentile, costs are 
32% ($145.6M) greater. 

Executive Summary: Statewide IT Costs are Comparable to Peer Average 

SoWA Peer Peer - 25th
Infrastructure $309,449 $303,195 $229,748
Applications $286,503 $292,019 $220,616
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SoWA Peer - Avg Peer - 25th
Infrastructure 1,295.9 1,115.1 843.3 
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■ The peer groups represent a consolidated workload equivalent to the sum of all 39 SoWA agencies. 
Overall, SoWA agencies are operating efficiently enough to compare as “average” despite peer 
economies of scale that would otherwise be expected. 
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While there are shared services and consolidation opportunities that can be 
pursued, the greater immediate value lies in improving agency performance.  

■ While costs at the State-wide level are in line with peer group averages, there are 
significant variations among the reporting agencies. 
– The size of some of the specific variances suggest that there may be data accuracy issues that 

should be refined through ongoing analyses performed by the State. 

■ While there are longer term shared services and consolidation opportunities that can be 
realized at a State-wide level, the greater immediate value to the State lies in improving 
agency performance in advance of larger initiatives to consolidate or establish 
additional shared services that could be leveraged State-wide. 
– The amount of data underlying this analysis, at an agency level, is substantial, and should be 

leveraged to identify specific opportunities for individual agencies. 

– Due to the variations in performance among agencies in specific technology functions, the 
opportunities for improvements will vary from agency to agency. 
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Objectives and Scope 

Introduction 
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Objectives   

■ OFM established the following engagement objectives using Gartner benchmark 
models and definitions:  
– Collect and report the total cost of ownership of IT for reporting agencies.  

– Compare reporting agencies' total cost of ownership, cost structure, and productivity levels.  

– Contrast the sum total of reporting agencies to similar organizations in terms of size and technical 
characteristics.   

– Identify areas of risk and opportunities for improvement. 

– Use these models to start tracking the impact of changes made to improve performance.  
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Analysis Scope 

■ The scope of this analysis is state-wide IT spending by 39 executive branch agencies.  

■ Time frame for the study is fiscal year ended June 30, 2011. 

■ Functional Areas within the scope of the analysis include: 
– Infrastructure  

• Mainframe Computing (IBM, Unisys) 

• Midrange Computing (Windows, Unix, HP Guardian, Linux and iSeries Servers) 

• Storage Management 

• Client and Peripherals (Desktop) 

• IT Help Desk 

• Data Networks (WAN & MAN, LAN and Internet Access) 

• Voice Services (Voice Premise Technology (Local) and Wide Area Voice (Long Distance)c 

– Applications Development & Support 
• Application Development 

• Application Support – Non-ERP  

• SAP Support 

– Process Maturity Self-Assessments 
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Analysis Scope 
Participating Agencies 

■ The 39 executive branch agencies participating in this analysis of IT spending and 
staffing include: 

 
– Department of Licensing 

– Department of Natural Resources 

– Department of Personnel 

– Department of Printing 

– Department of Retirement Systems 

– Department of Revenue 

– Department of Social & Health Services 

– Department of Transportation 

– Department of Veteran’s Affairs 

– Gambling Commission 

– Health Care Authority 

– Industrial Insurance Appeals Board 

– Insurance Commissioner’s Office 

– Liquor Control Board 

– Military Department 

– Office of Administrative Hearings 

– Office of Financial Management 

– Parks and Recreation Commission 

– Public Disclosure Commission 

– Recreation Conservation Commission 

– State Auditor’s Office 

– State Investment Board 

– State Treasurer’s Office 

– Superintendent of Public Instruction 

– Washington State Lottery 

– Washington State Patrol 

– Attorney General’s Office 

– Department of Agriculture 

– Department of Commerce 

– Department of Corrections 

– Department of Early Learning 

– Department of Ecology 

– Department of Employment Security 

– Department of Financial Institutions 

– Department of Fish & Wildlife 

– Department of General Administration 

– Department of Health 

– Department of Information Services 

– Department of Labor & Industries 



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 8 

Gartner Approach 

Introduction 
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Benchmarking Rationale 

■ Benchmarking against 
peers provides insight. 

■ Causal drivers are 
highlighted for positive 
results and challenges. 

■ Improvement opportunities 
are identified. 

■ Following implementation, 
the environment is 
benchmarked again to 
evaluate results and 
identify the next round of 
opportunities. 
 

Benchmark 
against 
peers 

Highlight 
causal 
drivers 

Identify 
opportunity 
to improve 

Continuous 
Improvement 

Share 
positive 

results and 
plans 

Implementation 
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Key Concepts of the Gartner Benchmarking Methodology – Consensus Models 
and consistent definitions of cost, labor and workload data elements 

Adherence to “Consensus 
Models” ensures 

comparability. 

“Workload” represents a provided 
service and is balanced with the cost 

and staff required to support that work. 

To compare total costs, an 
organization’s workload is multiplied  

by the peers’ average unit cost. 

$6,000,000 

5,000 
 x $1,200 

The organization’s 
user count 

Peers’ cost for supporting the 
organization’s devices 

Peers’ average cost 
per device 

Consensus models define the costs 
and labor activities to include in each 
category, as well as the workload to 

report for each tower. 

Sample Consensus Model for Client & Peripherals 
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Key Concepts of the Gartner Benchmarking Methodology – Consensus Models 
and consistent definitions of cost, labor and workload data elements 

Gartner benchmarks rely on detailed financial and environmental data. 

Common definitions of data elements ensures accurate comparisons. 
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Key Concepts of the Gartner Benchmarking Methodology – Consensus Models 
and consistent definitions of cost, labor and workload data elements 

■ Costs have been reported for specific categories and types.   
– Detailed definitions have been provided to all participating State agencies. 

– Answers to questions and clarifications for definitions have been provided throughout to project. 

■ Cost categories include annual costs for hardware, software, transmission, disaster 
recovery, occupancy (facilities) and personnel. 
– Hardware costs generally represent annual lease, maintenance and depreciation expense, plus 

non-capital expenditures. 

– Software costs generally include annual license and maintenance costs. 

– Personnel costs include overtime pay, benefits, professional training and travel.  Staff counts 
were calculated based on Full-Time Equivalents, and do not include furlough time. 

■ Cost types include insourced (direct), outsourced to DIS, outsourced to another state 
agency, outsourced to an external service provider, contractor and maintenance. 
– Outsourced costs have been categorized as hardware, software, personnel, etc., whenever 

possible.  Where this was not possible, costs were categorized as “Unallocated Total.” 

– Outsourced Personnel costs were used to calculate “Outsourced Equivalent FTEs.”  Gartner 
calculates this equivalent count for each functional area as follows: 
• Total Outsourced Personnel Cost / (State average cost per FTE * 1.25) 
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Peer groups form the basis for the analysis, and are selected based on the  
IT environment within each functional area (tower) 

■ Independent peer groups are selected for each IT functional area based on the total, 
state-wide workload and complexity (e.g., programming languages, server virtualization, 
PC:user ratios).   
– Geographic dispersion, service levels, density of personnel and other characteristics are weighed 

and used in selecting the best peer match possible. 

– Agency comparisons to peers are to the SoWA peer normalized for Agency workload. 

■ The spending and support profile of each peer group is used to simulate what the 
comparative group would spend to support your workload.  A composite model 
representing total IT spend in all areas included in the analysis is also created. 

■ Results are normally displayed in comparison with three peer group reference points: 
– Peer—Avg: representing the average for the comparative group 

– Peer—25th: representing the lowest quartile (most efficient) for the comparative group 

– Peer—75th: representing the highest quartile (least efficient) for the comparative group 

■ Differences in spending and other metrics derived from the analysis provide insight into 
opportunities for increased cost efficiency and reduced risk. 
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The selection criteria for peer group is specific to each IT functional area 

■ Primary selection criteria for each environment includes: 
– Application Development 

• Number and size of development projects, languages and operating platforms 

– Application Support 
• Number applications, size of the applications portfolio, languages and operating platforms 

– ERP Application Support 
• Application (e.g., SAP, Oracle Financials), number of concurrent and named users, modules in production 

– Mainframe (IBM and Unisys) 
• Number of MIPS, type of MIPS (general purpose vs. specialty), number of data centers 

– Midrange (Windows, Unix, HP Guardian, Linux and iSeries) 
• Operating system, number of systems and OS instances, size of servers based on number of processors (CPW 

for iSeries only), number of data centers 

– Storage  
• Type of storage (SAN, DAS, NAS, etc.), amount of storage of each type, number of data centers 
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The selection criteria for peer group is specific to each IT functional area 
(continued) 

■ Primary selection criteria for each environment includes (continued): 
– Client & Peripheral support 

• Number of devices (desktops, laptops), users and sites supported, ratio of devices to users  
and percentage of laptops 

– IT Help Desk 
• Number of contacts, type of calls, number of users and sites supported 

– Wide Area Network 
• Number and geographical dispersion of sites, the number of devices with WAN connectivity,  

traffic volume, number and size of routers, geography 

– Local Area Network 
• Number of active and inactive ports, number of sites, number and size of switches 

– Internet Access 
• Amount of inbound and outbound traffic, number of sites with internet connectivity, geography  

– Voice Premise Technology (Local Voice Service) 
• Type of service (VoIP, PBX), number of extensions and sites, geography 

– Wide Area Voice Network (Long Distance Voice Service) 
• Number of inbound and outbound minutes, geography 
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Peer Groups Summary 

IT Functional Area Peer Group Members Demographics 

Enterprise Computing - 
Mainframe 

9 Organizations – 4 Financial Services,  
2 Public Administration, 2 Utilities, 1 Health 

Services 

SoWA – 16,123 MIPS 
Peer – 17,577 MIPS 

Enterprise Computing – Unisys 
5 Organizations - 4 Government,  

1 Communications 
SoWA – 1,859 MIPS 
Peer – 2,977 MIPS  

Enterprise Computing - 
Windows 

10 Organizations - 2 Government,  
2 Financial Services, 1 each Utilities, 

Software, Health Services, Retail, 
Manufacturing, Communications 

SoWA – 9,098 OS Instances 
Peer – 6,171 OS Instances 

Enterprise Computing - Unix 
7 Organizations - 6 Utilities,  

1 Insurance 
SoWA – 80 OS Instances 
Peer - 86 OS Instances 

Enterprise Computing - HP 
Guardian 

15 Organizations – 12 Financial Services,  
2 Business Services, 1 Transportation 

SoWA – 7 Physical Servers 
Peer – 11 Physical Servers 

Enterprise Computing – Linux 
8 Organizations - 5 Government,  
2 Financial Services, 1 Publishing 

SoWA – 71 OS Instances 
Peer – 268 OS Instances 
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Peer Groups Summary 

IT Functional Area Peer Group Members Demographics 

Enterprise Computing – iSeries 
8 Organizations – 3 Financial Services,  

2 Government, 2 Manufacturing,  
1 Chemicals 

SoWA – 17,680 CPWs 
Peer – 39,848 CPWs 

Enterprise Storage 
11 Organizations – 5 Utilities,  

3 Government, 1 Health Services,  
1 Insurance, 1 Publishing 

SoWA – 4,958 Raw Configured TB 
Peer – 4,801 Raw Configured TB 

End User Computing 
10 Organizations - 7 Government,  

1 Financial Services, 1 Pharmaceuticals,  
1 Retail 

SoWA – 78,576 Personal Computing Devices 
Peer – 70,200 Personal Computing Devices 

IT Help Desk 
8 Organizations - 5 Government,  

2 Health Services, 1 Retail 
SoWA – 976,163 Handled Contacts 
Peer – 694,101 Handled Contacts 

Wide Area Data Network 11 Organizations - 8 Government, 1 Utilities 
1 Financial Services, 1 Pharmaceuticals 

SoWA – 98,091 Networked Devices 
Peer – 110,892 Networked Devices 

Local Area Network 
10 Organizations – 6 Government,  

2 Health Services, 1 Financial Services,  
1 Transportation 

SoWA – 136,847 Active Ports 
Peer – 130,693 Active Ports 

Internet Access Services 9 Organizations - 5 Utilities, 
4 Government 

SoWA - 569 TB Annual Traffic 
Peer - 940 TB Annual Traffic 
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Peer Groups Summary 

IT Functional Area Peer Group Members Demographics 

Voice Premise – Local 

10 Organizations - 3 Utilities,  
2 Government, 2 Health Services,  
1 Financial Services, 1 Insurance,  

1 Publishing 

SoWA – 66,293 Active Extensions 
Peer – 44,777 Active Extensions 

Voice Network – Long Distance 
16 Organizations – 12 Utilities,  

2 Government, 1 Health Services,  
1 Publishing 

SoWA – 104.2M Call Minutes 
Peer – 122.3M Call Minutes 

Applications Development 
7 Organizations – 3 Health Services,  
2 Communications, 1 Government,  

1 Financial Services 

SoWA – 378K Function Points 
Peer – 360K Function Points 

Applications Support  
7 Organizations – 2 Health Services,  

2 Communications, 2 Publishing,  
1 Government 

SoWA – 2,626K Function Points 
Peer – 1,031K Function Points 

SAP – DNR 
7 Organizations – 2 Government,  
2 Financial Services, 1 Oil & Gas,  

1 Business Services, 1 Higher Education 

SoWA (DNR) – 50 Concurrent Users 
Peer – 55 Concurrent Users 

SAP – DOP 
7 Organizations –1 each Utilities, Financial 

Services, Software, Manufacturing, 
Pharmaceuticals, Research, Retail 

SoWA (DOP) – 2,200 Concurrent Users 
Peer – 2,435 Concurrent Users 
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Gartner benchmarks follow a structured project plan to ensure  
data accuracy and comparability 
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Overall Results 

Executive Summary 
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■ SoWA adjusted staffing levels are 14% greater 
than what the peer groups would require to 
support the same workload, 3,571.8 vs. 3,132.9 
FTEs. 
– Applications staffing is 13% greater than the peer 

groups (including Outsourced Equivalent staff). 
– Infrastructure staffing is 16% greater. 

■ Compared to the 25th Percentile, staffing levels 
are 47% (1,148.1 FTEs) greater. 

■ State of Washington (SoWA) total spending is 
about 2% greater than the peer groups would 
spend to support the same workload, $596.0M 
vs. $583.7M. 
– Applications spending is 2% greater than the peer 

groups. 
– Infrastructure spending is also 2% greater. 

■ Compared to the 25th Percentile, costs are 
32% ($145.6M) greater. 

Executive Summary 
Total SoWA Spending and Staffing 

SoWA Peer Peer - 25th
Infrastructure $309,449 $303,195 $229,748
Applications $286,503 $292,019 $220,616
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■ The peer groups represent a consolidated workload equivalent to the sum of all 39 SoWA agencies. 
Overall, SoWA agencies are operating efficiently enough to compare as “average” despite peer 
economies of scale that would otherwise be expected. 
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Executive Summary 
Observations 

■ While costs at the State-wide level are in line with peer group averages, there are 
significant variations among the reporting agencies. 
– Within Infrastructure, agency costs range from $7.8M greater to $9.0M less than the peer groups 

would spend to support the same agency workload.  On a percentage basis, costs range from 
close to three times greater to 56% less. 

– Within Applications, agency costs range from $48.3M greater to $29.8M less than the peer groups 
would spend to support the same agency workload.  On a percentage basis, costs range from 
close to nine times greater to 97% less. 

■ The size of some of the specific variances suggest that there may be data accuracy 
issues that should be refined through ongoing analyses performed by the State. 
– Gartner and OFM have worked with the agencies through one round of data validation – 

questioning and revising cost, staff and workload information. 

– There are still some issues that should be further investigated, but at the State level, agencies 
with high cost tend to be offset by agencies with low cost. 
• The largest of these variances is found within Applications Development and Support, where excluding the 

agency with the largest variance to peer would shift Support costs from $2.4M less than the peer group to 
$31.2M less, and would shift Development costs from $8.3M greater than the peer group to $11.1M less. 
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Executive Summary 
Observations 

■ As the State examines Applications costs and staffing, it should be noted that when 
comparing the Cost per Function Point metric, the types of applications within the 
agencies may differ, and Gartner would expect to see variation in results.   
– Different types of applications will have different levels of cost and productivity.  At a State level, 

these variations will tend to cancel out (complex and expensive applications to support and 
develop will be offset by simple, inexpensive applications). 

■ Consequently the results of the analysis should not be that an agency with low costs is 
“good” and one with high costs is “bad.”  Instead, the function point basis of this 
analysis can be used to measure improvement within an agency over time by 
continuing to measure costs and productivity and analyzing trends in performance. 
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Executive Summary 
Observations 

■ Service Levels and Process Maturity self-assessment ratings also vary. 
– While there are pockets of high service levels and process maturity, there are also areas with 

lower service levels and maturity where organizations could be relying on heroic staff efforts to 
meet support requirements. 

– For Infrastructure, the largest  
gaps in Process Maturity are  
in IT Financial Management  
and Service Level Management 

– However the next largest  
grouping are in the more  
technical, foundational  
processes of Capacity,  
Incident, Change, Problem  
and Configuration Management, 
suggesting opportunities to  
improve basic service delivery 
capabilities. 
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Executive Summary 
Observations 

■ SoWA Application Process maturity level is also somewhat below the peer average 
overall. 
– Overall the self assessment  

shows that the processes in  
Applications are immature. 

– While respondents perceive  
Project Portfolio Management 
as one of the areas of greatest  
strength, it is also the area 
with the largest gap relative to  
the peer group. 
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Executive Summary 
Recommendations – Shared Best Practices 

■ Use the data collected at an agency level to identify opportunities for improvement by 
agency. 
– This engagement was structured to analyze results for the State as a whole, however the data 

has been collected by agency and can be used to analyze performance at an agency level and to 
identify opportunities by agency. 

– Spending patterns and staff productivity vary widely among agencies, and improvement 
opportunities for one agency may be opposite of those for another.  Decisions around funding and 
budgeting for agency-level IT should be based on agency performance, rather than State-wide 
performance. 

■ There are likely pockets of best practices throughout the agencies that could be 
identified, shared and leveraged. 
– Use the analysis of agency-level results to identify and share best practices among agencies’ 

subject matter experts. 

– Sharing process improvement results, work practices and experiences, and lessons learned will 
improve the performance of all agencies.  

– In addition, experiences from pilot programs and new technology roll-outs can be shared and 
leveraged across agencies. 
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Executive Summary 
Recommendations – Process Improvement 

■ As part of best practice sharing among agencies, consider establishing a formal IT 
process improvement initiative, beginning on improvement to foundational processes. 
– Be sensitive to organization scale, establishing maturity targets that take into account the concept 

of “just-enough” process. 

■ ITIL processes have been proven effective in managing IT operations and, as a result, 
IT costs.  
– Gartner Research has found that in order to gain maximum value, IT cannot develop these 

processes alone. Actively including business sponsors/partners in all ITIL processes is essential 
to success. 

– Gartner has found that both efficiency and effectiveness can improve with more mature 
processes, and therefore lead to improved customer satisfaction. 
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Executive Summary 
Recommendations – Process Improvement 

■ Gartner generally recommends defining an overarching IT Improvement Program.  Best 
practices include: 
– Identifying a Program Manager to oversee program plans, initiatives, status and report results to 

leadership. 

– Defining a program plan based on prioritization of initiatives, including: 
• Budget/funding, roles, plans, schedule and ownership for initiatives occurring across the program 

• Communication plans, reports/results, status to IT and the business 

• Issue and Risk management with appropriate escalation channels to the program sponsors 

• Approaches for managing and integrating program objectives, plans and results across both tactical and 
focused recommended improvements 

– Executing the program plans and report status/results to IT and the business. 
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Executive Summary 
Recommendations – Process Improvement 

■ To begin, agencies should determine their desired process maturity state 
– Organizations scoring below 1.5: 

• Establish foundational process capability for each of the disciplines. 

– Organizations scoring between 1.5 and 2.5: 
• Strive for balanced maturity among individual disciplines. 

– Organizations scoring at all levels: 
• Plot optimal maturity level based upon current score and degree of anticipated change. 
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Executive Summary 
Recommendations – Process Improvement 

 To Move from Level 0 to Level 1
─ Create a tangible vision of future end state and share it with others
─ Practice servant leadership

 To Move from Level 1 to Level 2
─ Empower others to do their best
─ Focus on results
─ Show how to turn strategy into action

 To Move from Level 2 to Level 3
─ Encourage a strong customer orientation
─ Communicate effectively on a day-to-day basis
─ Be holistic; take the whole system into account

 To Move from Level 3 to Level 4
─ Be prepared for change
─ Take risks and initiative

 To Move from Level 4 to Level 5
─ Become an information hub
─ Act as a catalyst and leader for strategic change
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Executive Summary 
Recommendations – Asset Management 

■ Strive for a more mature IT Asset Management (ITAM) process in order to completely 
understand “total cost of ownership.”   
– Asset/license management involves managing assets through their entire life cycle to minimize 

their cost and maximize their economic benefit.   

– Gartner research has indicated that as much as 20% of software licensing and hardware 
maintenance charges are incurred for assets no longer in use.  By establishing formal ITAM 
processes, SoWA would realize the following benefits: 
• Reduce license and maintenance fees  

• Avoid the costs of buying new assets by recycling unused assets  

• Reduce vendor billing overcharges  

• Support contract renegotiation with accurate asset usage data  

• Support disaster recovery with a repository of asset information by location  

• Reduce the risk of software license noncompliance  

■ Mature ITAM practices require time-consuming, ongoing updating of asset inventories 
and contract files.  ITAM processes should also include tight integration with 
procurement and financial processes. 
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Executive Summary 
Recommendations – Asset Management (continued) 

■ See also Gartner Research on IT Asset Management, including: 
– “Gartner Survey Shows How to Save Money With ITAM,” G00225114, 28 March 2012. 

– “Gartner Survey Shows That the Benefits of ITAM Change in Importance as Program Maturity 
Increases,” G00225121, 29 March 2012. 

– “Five Critical Success Factors for Advanced IT Asset Management and Successful IT,” 
G00170006, 28 September 2009. 

– “Characteristics of IT Asset Management Maturity,” G00227267, 28 March 2012. 
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Executive Summary 
Recommendations – Consolidated Services 

■ The State should consider moving to a more consolidated service delivery where it has 
delivery expertise, and examine ways to streamline chargeback and associated 
overhead. 
– DIS Mainframe costs are low relative to the peer group, while agencies that buy Mainframe 

service from DIS reported relatively high costs.  DIS can provide the service efficiently, but there 
are barriers to passing this efficiency to agencies. 

– Similarly, Voice services have higher personnel costs, while carrier costs are competitive. 

– There is also an opportunity to better leverage State buying power in some areas. For example, 
state-wide Desktop Software costs are 17% ($2.5M) greater than the peer group. 
• There is an opportunity to centrally manage procurement services and negotiate state-wide discounts that can 

be taken advantage of by agencies.   

• A central negotiating authority and procurement function would also aid in standardizing environments within 
the State. 
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Executive Summary 
Recommendations – Data Center Consolidation 

■ During the study period, DIS provided shared services to a number of agencies, 
primarily for data center, data network, and voice services.  In areas with fairly 
standardized environments, such as Mainframe or Voice services, DIS was relatively 
efficient.  However in more complex environments, such as Windows server 
management, DIS was less efficient. 
– Especially in the Windows server environment, DIS service offerings are relatively complex as it 

has tried to be all things to all people, accommodating customized service requests.   

■ Within the Windows Server environment alone, if the State were able to achieve the 
same level of efficiency as the peer average, there is a potential savings of $2.0M.  
However if the State were able to achieve the same level of efficiency as the 25th 
percentile of the peer group, there is a potential savings of $17.8M. 
– Gartner has estimated in other consolidation studies that transition costs can range from 18% to 

25% of the annual expense run rate.  For Windows Servers, this would be between $9.4M and 
$13.0M. 
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Executive Summary 
Recommendations – Mainframe 

■ Within Mainframe, most reporting agencies paid DIS for services (DSHS and DOT were 
the exceptions). 
– DIS and the Department of Corrections cost per MIPS is less than the peer group average, all 

other agencies are greater. 

– The primary opportunity in Mainframe is in relation to the rates charged by DIS, rather than 
improvement in operations. 
• This analysis did not examine DIS rates, or how DIS sets its rates. 

• A secondary factor is overhead associated with rate setting on the DIS side, as well as agency staff to review, 
validate and track billings. 

■ Review Software costs and the tools and utilities in use to ensure that there is no un-
used or redundant functionality. 
– Within Mainframe, the category with highest cost compared to the peer group is Software, where 

reported costs are about 13% ($2.0M) greater than the peer group. 

– Software costs, as a percentage of total Mainframe costs, continues to grow.  However there  
may be opportunities to leverage under-utilized functionality and to reduce the number of  
products in use. 
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Executive Summary 
Recommendations – Mainframe 

■ See also Gartner Research on managing capacity increases on the mainframe: 
– “Use Best Practices to Determine When You Should Add More Capacity to Your IBM Mainframe,” 

G00212576, 26 August 2011. 
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Executive Summary 
Recommendations – Midrange 

■ Try to limit or reduce the number of different platforms in use.   
– At the state level, seven different platforms are in use.  The agencies use a variety of platforms, 

though Windows servers makes up 50% of total spending. 

– There are a number of platforms that appear to have very little investment – indicating either a 
need for renewal soon or an environment about to be retired. 
• HP Guardian, Unix and iSeries are all small scale, low cost and in only a few agencies. 

• Linux costs are greater than the peer group, but Linux servers are installed at only 10 agencies and does not 
appear to be a strategic platform.  Personnel costs drive higher overall Linux costs and it may be that as 
agencies are evaluating and researching this platform, it will remain an expensive option. 

■ Continue to pursue virtualization opportunities within Unix and Windows server 
environments. 
– In order to appropriately leverage the virtualized model, there needs to be a solid understanding 

of the applications portfolio in order to determine which groups of servers and their associated 
workloads make good candidates for virtualization. 

– Virtualization can also extend the life of a data center, reducing requirements for power and 
space. 
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Executive Summary 
Recommendations – Midrange 

■ See Gartner Research related to virtualization: 
– “Save Millions: How to Add Years of Growth to Data Centers,” G00164723, 1 April 2009. 

 

■ See Gartner Research related to Windows Server Migration Plans: 
– “Time to Adjust Your Windows Server Migration Plans,” G00231525, 5 March 2012. 

– “’Windows Server 8’ to Provide Administration and Operations Advantages,” G00231523,  
29 February 2012. 

– “Prepare for Windows Server 8 by Rethinking Your Application Development and  
Operations Environment,” G00231524, 23 March 2012. 

 

■ See Gartner Research for Unix to Linux migration strategies: 
– “The Future of Unix:  Hazy and Overcast, So Reach for the Umbrella,” G00232079,  

20 April, 2012. 

– “Six Ways to Get From Unix to Linux and the Associated Risks,” G00209045,  
11 January 2011. 
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Executive Summary 
Recommendations – Storage 

■ Review Storage growth patterns and technology options, including backup solutions 
and other capacity-reduction tools such as data de-duplication and thin-provisioning, to 
effectively manage growth. 

■ Analysis of the Gartner Benchmarking Database shows that organizations continue to 
increase installed storage capacity significantly:     
– From 2008 to 2009, average installed storage capacity increased by 57 percent. 

– Storage staffing generally has not kept pace with capacity increases.  From 2008 to 2009, storage 
personnel increased by 25%, but 2010 personnel increased only 6%. 

■ Continued significant storage growth without concomitant FTE adjustment places the 
data center at operational risk. 
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Executive Summary 
Recommendations – Storage 

■ See Gartner Research on managing Storage growth: 
– “Best Practices for Storage Management: Developing an Information Life Cycle Management 

Strategy,” G00230023, 27 January 2012. 

– “Emerging Technology Analysis:  Enterprise Solid-State Appliances,” G00225195,  
23 November 2011. 

– “The Future of Storage Management,” G00219320, 14 March 2012. 

– “Use SSDs, Rather Than Disk Striping, to Improve Storage Performance and Cut Costs,” 
G00228529, 22 March 2012. 
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Executive Summary 
Recommendations – Disaster Recovery 

■ Total SoWA DR spending is 29% ($1.2M) less than the average for the peer groups, 
and is 6% less than the 25th percentile.  Low spending is sometimes offset by technical 
infrastructure for high availability and fail-over, but could also highlight an area of 
potential risk. 
–  Integrate DR/BCP into change management and project life cycle processes to ensure recovery 

requirements – people, technology, facilities and business processes – are defined early and 
adequately funded. 

– Obtain executive sponsorship  
for business continuity plans. 

– Assess the costs of risks in  
the event of any level of  
business disruption - from  
inconvenience to full disaster. 

– Once complete, business  
continuity plans should be  
periodically tested. 

– Involve business leaders and 
commit to keeping the  
plan current. 
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Executive Summary 
Recommendations – Disaster Recovery 

■ Business Continuity Planning / Disaster Recovery (BCP / DR): 
– No specified “right” level of spending exists in the disaster recovery area.  The amount to spend 

depends on the level of risk the organization is willing to accept.  Issues to consider and 
corresponding actions include:   
• How critical are the applications to  

service fulfillment and  
organization reputation? 

• If critical, conduct a business  
impact assessment to determine  
the cost of application downtime.   

• Communicate these costs to the  
impacted business units in order  
to confirm that the higher spending  
levels justify the higher costs  
incurred.  

– Execute a full test annually  
exercising the process from  
the point of failure to complete  
recovery. 
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Executive Summary 
Recommendations – End User Computing 

■ Review desktop Software costs and maintenance agreements for opportunities to 
leverage State-wide volume and discounting, as well as to re-negotiate and lower costs.  
– State-wide, Desktop Software costs are 17% ($2.5M) greater than the peer group 

– Analyze the effectiveness of canceling some annual maintenance agreements, balancing annual 
cost savings against periodic upgrade costs. 

■ Also consider opportunities to standardize desktop environments. 
– Gartner Research findings indicate cost savings from reductions in repairs and downtime when 

organizations manage desktops.  However, note that fully implemented processes and policies 
are critical to gain efficiencies.   
• A “somewhat” managed desktop that involves a tool can actually cost more  -  an underused implementation 

means you are paying to run the tool, while still managing the environment manually without the tool.  

• Ensure to highlight the benefits to the business of managed environments.  For example, security concerns are 
usually understood outside of IT.  Software compliance is another reason.  Of most benefit to end users 
however are better services, such as delivering applications more quickly and reliably. 

– Review the amount of applications installed on desktops as another opportunity to reduce support 
requirements.  
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Executive Summary 
Recommendations – End User Computing 

■ See Gartner Research on End User Computing: 
– “How to Reduce the Cost of PC Support,” G00211079, 9 March 2011 

– “Desktop Total Cost of Ownership: 2011 Update,” G00208726, 16 November 2010. 

– “Simplify PC Image Management With Windows 7 Migration,” G00200879, 8 June 2010. 

– “Windows 7 Migration Planning:  Time and Microsoft Wait for No One,” G00214569,  
24 August 2011. 

– “Key Issues for Client Computing, 2011,”  G00211375, 14 March 2011. 
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Executive Summary 
Recommendations – IT Help Desk 

■ Many agencies do not have formal IT Help Desks, and estimated contacts based on the 
number of tickets.  While at an agency level this could lead to some inaccuracies, at a 
State level these would tend to cancel out.   

■ Overall, Help Desk costs are greater than the peer group, which may be driven by 
differences in economies of scale (agency level vs. State).  There is an opportunity to 
share or consolidate Help Desk services as well as software tools. 
– The State could potentially leverage a single solution for problem management, trouble ticketing, 

knowledge management, and even self-service.   

– For many agencies, acquiring these systems does not make economic sense given the size of 
the individual agency.  The State as a whole does have the scale overall to leverage such an 
investment. 
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Executive Summary 
Recommendations – IT Help Desk 

■ In gauging opportunities to increase self-service utilization, include the following 
activities:  
– Identify issue types and frequency to understand why users commonly contact the service desk. 

Consistent issue types are often the best target for providing self-service options.  
• Consistent – issues are repeatable and generate the same results every time 

• Inconsistent – issues occur repeatedly but are often the results of unknown errors in infrastructure 

• Transient – do not occur with any consistency and usually can not be reproduced 

– Further categorize issues into sub-categories: How to’s, password resets, break/fix, outage and/or 
service requests. 

– Identify appropriate technology that provides the technical solution:  for example, an end-user-
focused knowledge base or prescriptive scripts. 

– Allocate resources required to support the self-service channel 

■ IT self-service represents a change in how users receive support.  With any IT  
self-service initiative, getting the business involved early on to understand the drivers of 
IT self-service and the value it presents increases its opportunity to be successful.   

■ Communicate end-user feedback specific to IT self-service experiences to balance the 
IT goal of support reduction and the user attitudes and expectations that drive 
utilization.  
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Executive Summary 
Recommendations – Providing Cost Efficient Support 

■ See also Gartner Research for Service Desk best practices: 
– “Research Roundup:  2011 Service Desk Best-Practices Guide,” G00227216, 6 December 2011. 

– “Analyze IT Issue Types and Frequency to Optimize IT Self-Service Investments, G00218091,  
17 October 2011. 
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Executive Summary 
Recommendations –Data Networking 

■ Wide Area and Local Area Networks are operating efficiently at a State level.  The build-
up of costs is different, with lower Transmission costs and higher Hardware costs, 
however that is expected given the private networks that are operated with the State 
(the Capital Campus MAN as well as WSDOT fiber). 

■ There is an potential savings opportunity within Internet Access of as much as $3.8M 
– However, this may not accurately represent the full opportunity.  This savings is based on data for 

only eight agencies that were able to report traffic volumes.  The Gartner metric for Internet 
Access is based on traffic volume, and for many agencies this could not be reported.   

– In order to fully evaluate the opportunity, traffic volumes will need to be collected and reported.  
Based on the findings, it may be possible to reduce capacity (if usage patterns allow) or 
renegotiate carrier costs to further reduce costs. 
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Executive Summary 
Recommendations – Voice Services 

■ Like Mainframe, a factor in Voice Services costs is overhead associated with rate 
setting on the DIS side, as well as agency staff to review, validate and track billings. 
– Combined Personnel costs for local and long distance voice services are 47% ($2.3M) greater 

than the peer group would spend to support the same volume of work (extensions and long 
distance minutes). 

– A more streamlined approach to billing and chargeback could potentially alleviate some staff 
work. 

■ Other overall best practices in carrier contract negotiations include: 
– Pre-agreed unit price decreases (e.g., 5% per year) 

– Pre-pricing of foreseen upgrades 

– Adding incremental services, in return for additional discounts 

– Shared risk-reward pricing, especially for new services 

– Discounts linked to committed volumes, balancing discount against risk when consumption is 
changing so rapidly 

– Benchmarking clause to reset pricing 

– Exit clause if not satisfied with revisions 
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Executive Summary 
Recommendations – Applications Development and Support 

■ Commit to application development process  
improvement initiatives. 
– State-wide, the overall process maturity  

self-assessment is lower than the peer  
group. 

■ Adopt clear and concise SDLC processes that  
can be consistently applied to Application  
Development projects.   
– According to Gartner Research, improving  

application development processes through consistent, moderate use of a software development 
methodology can result in up to a 35% increase in development staff productivity. 

– Consider process frameworks, such as the Software Engineering Institute Capability Maturity 
Model (CMMI) and the Project Management Institute Project Management Book of Knowledge 
(PMBOK), to improve the quality, timeliness and cost of application development and project 
management work 

 

 

Criteria Level 1 -> 2 Level 2 -> 3 Level 3 -> 4 

Reduce defects 12% 40% 85% 

Reduce cycle time 10% 38% 63% 

Reduce cost 8% 35% 75% 

Schedule variance 145% 24% 15% 
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Executive Summary 
Recommendations – Applications Development and Support (continued) 

■ There is an opportunity to improve quality by reducing defect levels within certain 
agencies. 
– While there are pockets of strong performance,  

there are also pockets with high defect levels. 

■ Review the accumulated defects by  
application and attempt root-cause analysis  
on the most critical defects and the  
configuration items/modules that are  
most defect-prone. 
– Gartner Research indicates: “Organizations  

employing a full end-to-end defect removal  
strategies will improve defect removal rates  
by more than 20% and will decrease defect  
removal costs by as much as two thirds in  
the first year.” 

■ Break defects down into "new" vs. latent  
defects, assign and attach priorities. 

■ Gather data such as: Program defects reported over a period of time; Program volatility 
(the number of times that component was delivered to production over a period of time); 
and Program complexity (how difficult the program is to understand). 

Cost to correct defects in maintenance stage 
is 3-4 times to fix than during coding or testing  

Source:  Gartner Research, “Developing Quality Metrics That 
Matter” 
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Infrastructure Results 

Executive Summary 
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Executive Summary 
Infrastructure Total Spending by Cost Category 

Unallocated costs are those that could not be allocated to other categories.  It generally includes Outsourcer costs but also includes some DIS charges. 
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Executive Summary 
Infrastructure Total Spending by Cost Category 

  

Unallocated costs are those that could not be allocated to other categories.  It generally includes Outsourcer costs but also includes some DIS charges. 

Personnel Hardware Software Transmission Unallocated Occupancy Disaster 
Recovery

SoWA $130,908 $59,454 $51,851 $26,729 $21,606 $15,918 $2,983
Peer $131,347 $72,804 $49,043 $31,828 $0 $13,963 $4,209
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Executive Summary 
Infrastructure Total Spending by Functional Area 
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End-User 
Computing Wintel Mainframe WAN Storage VPT IT Help 

Desk LAN IAS WAV Unisys Unix HP 
Guardian Linux iSeries

SoWA $81,925 $52,164 $43,006 $29,115 $24,797 $19,914 $19,393 $15,860 $6,822 $6,802 $5,954 $1,434 $921 $745 $597
Peer $87,093 $50,118 $38,180 $30,247 $23,072 $15,987 $14,802 $17,906 $2,976 $4,052 $8,892 $2,532 $6,114 $398 $826
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Executive Summary 
Infrastructure Total Spending by Agency 

Agency costs range from $7.8M greater to $9.0M less 
than the peer groups would spend to support the same 
agency workload.  On a percentage basis, costs range 
from close to three times greater to 56% less. 



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 58 

Executive Summary 
Infrastructure Total Spending by Agency 

$ Thousands Total 
Agency Total Peer

Department of Social & Health Services $64,202 $73,211
Department of Information Services $47,385 $39,608
Department of Transportation $27,128 $31,699
Department of Corrections $22,914 $23,110
Department of Employment Security $19,827 $17,147
Department of Labor & Industries $19,796 $11,970
Department of Licensing $12,350 $13,013
Department of Ecology $10,900 $8,535
Department of Health $9,269 $11,659
Washington State Patrol $9,181 $7,549
Liquor Control Board $7,164 $3,832
Department of Fish & Wildlife $5,534 $4,846
Department of Natural Resources $5,328 $6,535
Attorney General’s Office $5,142 $6,131
Department of Revenue $4,669 $10,536
Health Care Authority $4,666 $5,047
Department of Personnel $4,514 $1,575
Office of Financial Management $3,884 $2,789
Department of Retirement Systems $3,806 $1,762
Military Department $2,439 $1,576

$ Thousands Total 
Agency Total Peer

Department of General Administration $1,640 $1,167
Department of Commerce $1,552 $1,800
Superintendent of Public Instruction $1,508 $2,023
Insurance Commissioner’s Office $1,447 $2,020
Department of Agriculture $1,444 $1,639
State Auditor’s Office $1,442 $1,237
Department of Early Learning $1,065 $1,050
Gambling Commission $1,055 $740
Parks and Recreation Commission $1,048 $1,513
State Treasurer’s Office $1,020 $311
Office of Administrative Hearings $1,017 $850
Department of Veteran’s Affairs $1,004 $873
Department of Financial Institutions $857 $1,187
Washington State Lottery $806 $1,314
Industrial Insurance Appeals Board $770 $671
Recreation Conservation Commission $609 $499
State Investment Board $511 $363
Department of Printing $344 $313
Public Disclosure Commission $214 $170
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Executive Summary 
Infrastructure Spending Gaps by Agency 
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Executive Summary 
Infrastructure Spending Gaps by Agency 

Agencies spending 
more than peers 

would spend 
 
 

Agencies spending 
less than peers 

would spend 

$ Thousands Gap to 
Peer

Department of Labor & Industries $7,827
Department of Information Services $7,777
Liquor Control Board $3,332
Department of Personnel $2,939
Department of Employment Security $2,680
Department of Ecology $2,365
Department of Retirement Systems $2,044
Washington State Patrol $1,632
Office of Financial Management $1,095
Military Department $862
State Treasurer’s Office $709
Department of Fish & Wildlife $688
Department of General Administration $473
Gambling Commission $315
State Auditor’s Office $206
Office of Administrative Hearings $168
State Investment Board $148
Department of Veteran’s Affairs $131
Recreation Conservation Commission $110
Industrial Insurance Appeals Board $100
Public Disclosure Commission $44
Department of Printing $31
Department of Early Learning $14

$ Thousands Gap to 
Peer

Department of Social & Health Services -$9,008
Department of Revenue -$5,867
Department of Transportation -$4,571
Department of Health -$2,391
Department of Natural Resources -$1,207
Attorney General’s Office -$989
Department of Licensing -$663
Insurance Commissioner’s Office -$574
Superintendent of Public Instruction -$515
Washington State Lottery -$508
Parks and Recreation Commission -$466
Health Care Authority -$381
Department of Financial Institutions -$331
Department of Commerce -$248
Department of Corrections -$196
Department of Agriculture -$194
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Executive Summary 
Infrastructure Total Staffing by Functional Area 
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Executive Summary 
Infrastructure Total Staffing by Functional Area 
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Applications Results 

Executive Summary 
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Executive Summary 
Applications Total Spending by Cost Category 

■ Health Care 
Authority  and 
Department of 
Licensing both 
heavily influence 
total State results.   
– HCA costs are 

much greater than 
the peer group, 
while DOL is much 
less. 
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Executive Summary 
Applications Total Spending by Cost Category 
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Executive Summary 
Applications Total Spending by Functional Area 

■ Health Care 
Authority  and 
Department of 
Licensing both 
heavily influence 
total State results.   
– HCA costs are 

much greater than 
the peer group, 
while DOL is much 
less. 
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Executive Summary 
Applications Total Spending by Functional Area 
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Executive Summary 
Applications Total Spending by Agency 

Agency costs range from $48.3M greater to $29.8M 
less than the peer groups would spend to support the 
same agency workload.  On a percentage basis, costs 
range from close to nine times greater to 97% less. 

Gaps relative to peers for HCA and 
DOL significantly affect overall results  
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Executive Summary 
Applications Total Spending by Agency 

$ Thousands Total 
Agency Total Peer

Health Care Authority $54,382 $6,107
Department of Social & Health Services $47,006 $37,104
Department of Labor & Industries $26,701 $14,842
Department of Employment Security $22,934 $11,821
Department of Transportation $17,641 $27,155
Department of Licensing $16,407 $46,233
Department of Health $13,291 $13,162
Office of Financial Management $12,042 $9,137
Department of Personnel $11,742 $11,938
Department of Revenue $9,235 $16,086
Department of Corrections $8,629 $12,522
Department of Ecology $6,891 $5,092
Superintendent of Public Instruction $6,610 $7,672
Washington State Patrol $6,096 $5,875
Department of Natural Resources $4,254 $6,470
Department of Retirement Systems $3,540 $6,815
Department of Early Learning $3,025 $3,056
Department of Fish & Wildlife $1,966 $2,171

$ Thousands Total 
Agency Total Peer

State Investment Board $1,717 $579
Attorney General’s Office $1,682 $1,869
Department of Commerce $1,409 $3,440
Department of Financial Institutions $1,341 $5,922
State Treasurer’s Office $1,013 $1,159
Department of Agriculture $995 $2,250
Insurance Commissioner’s Office $981 $1,143
Department of General Administration $963 $6,881
Washington State Lottery $791 $1,134
Recreation Conservation Commission $714 $1,074
Gambling Commission $551 $1,146
State Auditor’s Office $419 $1,336
Industrial Insurance Appeals Board $373 $427
Public Disclosure Commission $282 $697
Parks and Recreation Commission $235 $599
Office of Administrative Hearings $232 $6,890
Department of Printing $193 $695

Gaps relative to peers for HCA and 
DOL significantly affect overall results  
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Executive Summary 
Applications Spending Gaps by Agency 

-$40,000 -$30,000 -$20,000 -$10,000 $0 $10,000 $20,000 $30,000 $40,000 $50,000 $60,000

Department of Licensing
Department of Transportation

Department of Revenue
Office of Administrative Hearings

Department of General Administration
Department of Financial Institutions

Department of Corrections
Department of Retirement Systems

Department of Natural Resources
Department of Commerce
Department of Agriculture

Superintendent of Public Instruction
State Auditor’s Office

Gambling Commission
Department of Printing

Public Disclosure Commission
Parks and Recreation Commission

Recreation Conservation Commission
Washington State Lottery

Department of Fish & Wildlife
Department of Personnel
Attorney General’s Office

Insurance Commissioner’s Office
State Treasurer’s Office

Industrial Insurance Appeals Board
Department of Early Learning

Department of Health
Washington State Patrol
State Investment Board
Department of Ecology

Office of Financial Management
Department of Social & Health Services

Department of Employment Security
Department of Labor & Industries

Health Care Authority

Thousands

Gaps relative to peers for HCA and 
DOL significantly affect overall results  
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Executive Summary 
Applications Spending Gaps by Agency 

Agencies spending 
more than peers 

would spend 
 
 

Agencies spending 
less than peers 

would spend 

$ Thousands Gap to 
Peer

Health Care Authority $48,275
Department of Labor & Industries $11,860
Department of Employment Security $11,113
Department of Social & Health Services $9,902
Office of Financial Management $2,905
Department of Ecology $1,799
State Investment Board $1,138
Washington State Patrol $221
Department of Health $128

$ Thousands
Gap to 
Peer

Department of Licensing -$29,826
Department of Transportation -$9,513
Department of Revenue -$6,851
Office of Administrative Hearings -$6,657
Department of General Administration -$5,918
Department of Financial Institutions -$4,581
Department of Corrections -$3,894
Department of Retirement Systems -$3,276
Department of Natural Resources -$2,216
Department of Commerce -$2,031
Department of Agriculture -$1,255
Superintendent of Public Instruction -$1,062
State Auditor’s Office -$917
Gambling Commission -$595
Department of Printing -$502
Public Disclosure Commission -$415
Parks and Recreation Commission -$364
Recreation Conservation Commission -$360
Washington State Lottery -$343
Department of Fish & Wildlife -$205
Department of Personnel -$195
Attorney General’s Office -$187
Insurance Commissioner’s Office -$162
State Treasurer’s Office -$146
Industrial Insurance Appeals Board -$53
Department of Early Learning -$31

Gaps relative to peers for HCA and 
DOL significantly affect overall results  
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Executive Summary 
Applications Total Adjusted FTEs by Functional Area 
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Executive Summary 
Applications Total Staffing by Functional Area 
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Analysis By Area 
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Mainframe 
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Enterprise Computing – Mainframe  
Consensus Model & Demographics 

■ State of Washington 
– 16,123 Total MIPS 

• 54% Standard MIPS 

• 46% Specialty MIPS 

 

■ Peer 
– Average 17,577 Total MIPS 

• 66% Standard MIPS 

• 34% Specialty MIPS 

– 9 Organizations 
• 4 Financial Services, 2 Public 

Administration, 2 Utilities,  
1 Health Services 
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Enterprise Computing – Mainframe  
Efficiency – Cost Per MIPS 
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Enterprise Computing – Mainframe  
Efficiency – Cost Per MIPS by Agency 

All agencies buy 
Mainframe service from 
DIS with the exception 

for DOT and DSHS. 
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Enterprise Computing – Mainframe  
IT Spending by Cost Category 
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Enterprise Computing – Mainframe  
Total Spending Gap to Peer by Agency 
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Enterprise Computing – Mainframe  
Productivity – MIPS Per Adjusted FTE 

Productivity for Mainframe is skewed higher by DIS costs without corresponding FTEs. 
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Enterprise Computing – Mainframe  
IT Headcount (FTE) Total 

 

Headcount for Mainframe is under-reported by DIS charges without corresponding FTEs. 
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Enterprise Computing – Mainframe  
Cost Per FTE – Insourced & Contractor Blended Total 

Cost per FTE for Mainframe is skewed higher by DIS charges allocated to Personnel without corresponding FTEs. 
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Unisys 
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Enterprise Computing – Unisys  
Consensus Model & Demographics 

■ State of Washington 
– 1,859 MIPS 

 

■ Peer 
– Average 2,977 MIPS 

– 5 Organizations 
• 4 Government,  

1 Communications 
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Enterprise Computing – Unisys  
Efficiency – Cost Per MIPS 
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Enterprise Computing – Unisys 
Efficiency – Cost Per MIPS by Agency 
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Enterprise Computing – Unisys  
IT Spending by Cost Category 



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 89 

Enterprise Computing – Unisys 
Total Spending Gap to Peer by Agency 
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Enterprise Computing – Unisys  
Productivity – MIPS Per Adjusted FTE 
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Enterprise Computing – Unisys  
IT Headcount (FTE) Total 
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Enterprise Computing – Unisys  
Cost Per FTE – Insourced & Contractor Blended Total 
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Windows Servers 



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 94 

Enterprise Computing – Windows Servers 
Consensus Model & Demographics 

■ State of Washington 
– 9,098 OS Instances 

– 5,871 Physical Servers 
• 1.55 OS Instances per Server 

 

■ Peer 
– Average 6,171 OS Instances 

– Average 3,249 Physical 
Servers 
• Average 1.93 OS Instances per 

Server 

– 10 Organizations 
• 2 Government, 2 Financial 

Services, 1 Utilities, 1 Software 
Development, 1 Health Services, 
1 Retail, 1 Manufacturing,  
1 Communications 
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Enterprise Computing – Windows Servers  
Efficiency – Cost Per OS Instance 
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Enterprise Computing – Windows Servers  
Efficiency – Cost Per OS Instance by Agency 

$0

$5,000

$10,000

$15,000

$20,000

$25,000

Pe
er

 A
ve

ra
ge

So
W

A 
Av

er
ag

e

De
pa

rt
m

en
t o

f R
ev

en
ue

Pa
rk

s a
nd

 R
ec

re
at

io
n 

Co
m

m
iss

io
n

Su
pe

rin
te

nd
en

t o
f P

ub
lic

 In
st

ru
ct

io
n

In
su

ra
nc

e 
Co

m
m

iss
io

ne
r’s

 O
ffi

ce

De
pa

rt
m

en
t o

f T
ra

ns
po

rt
at

io
n

De
pa

rt
m

en
t o

f E
ar

ly
 L

ea
rn

in
g

De
pa

rt
m

en
t o

f F
in

an
ci

al
 In

st
itu

tio
ns

De
pa

rt
m

en
t o

f H
ea

lth

Li
qu

or
 C

on
tr

ol
 B

oa
rd

O
ffi

ce
 o

f A
dm

in
ist

ra
tiv

e 
He

ar
in

gs

De
pa

rt
m

en
t o

f N
at

ur
al

 R
es

ou
rc

es

In
du

st
ria

l I
ns

ur
an

ce
 A

pp
ea

ls 
Bo

ar
d

St
at

e 
Au

di
to

r’s
 O

ffi
ce

De
pa

rt
m

en
t o

f C
om

m
er

ce

De
pa

rt
m

en
t o

f E
m

pl
oy

m
en

t 
Se

cu
rit

y

Re
cr

ea
tio

n 
Co

ns
er

va
tio

n 
Co

m
m

iss
io

n

He
al

th
 C

ar
e 

Au
th

or
ity

De
pa

rt
m

en
t o

f C
or

re
ct

io
ns

De
pa

rt
m

en
t o

f S
oc

ia
l &

 H
ea

lth
 S

er
vi

ce
s

Pu
bl

ic
 D

isc
lo

su
re

 C
om

m
iss

io
n

De
pa

rt
m

en
t o

f P
rin

tin
g

De
pa

rt
m

en
t o

f F
ish

 &
 W

ild
lif

e

De
pa

rt
m

en
t o

f A
gr

ic
ul

tu
re

De
pa

rt
m

en
t o

f L
ab

or
 &

 In
du

st
rie

s

St
at

e 
In

ve
st

m
en

t 
Bo

ar
d

De
pa

rt
m

en
t o

f R
et

ire
m

en
t S

ys
te

m
s

O
ffi

ce
 o

f F
in

an
ci

al
 M

an
ag

em
en

t

De
pa

rt
m

en
t o

f E
co

lo
gy

De
pa

rt
m

en
t o

f G
en

er
al

 A
dm

in
ist

ra
tio

n

W
as

hi
ng

to
n 

St
at

e 
Pa

tr
ol

M
ili

ta
ry

 D
ep

ar
tm

en
t

De
pa

rt
m

en
t o

f L
ic

en
sin

g

Ga
m

bl
in

g 
Co

m
m

iss
io

n

De
pa

rt
m

en
t o

f I
nf

or
m

at
io

n 
Se

rv
ic

es

At
to

rn
ey

 G
en

er
al

’s 
O

ffi
ce

De
pa

rt
m

en
t o

f V
et

er
an

’s 
Af

fa
irs

W
as

hi
ng

to
n 

St
at

e 
Lo

tte
ry

De
pa

rt
m

en
t o

f P
er

so
nn

el

St
at

e 
Tr

ea
su

re
r’s

 O
ffi

ce

Cost per OS Instance



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 97 

Enterprise Computing – Windows Servers  
IT Spending by Cost Category 
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Enterprise Computing – Windows Servers  
Total Spending Gap to Peer by Agency 
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Enterprise Computing – Windows Servers  
Productivity – Total OS Instances Per Adjusted FTE 
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Enterprise Computing – Windows Servers  
IT Headcount (FTE) Total 
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Enterprise Computing – Windows Servers  
Cost Per FTE – Insourced & Contractor Blended Total 
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Unix Servers 
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Enterprise Computing – Unix Servers 
Consensus Model & Demographics 

■ State of Washington 
– 80 OS Instances 

– 78 Physical Servers 
• 1.03 OS Instances per Server 

 

■ Peer 
– Average 86 OS Instances 

– Average 61 Physical Servers 
• Average 1.43 OS Instances per 

Server 

– 7 Organizations 
• 6 Utilities, 1 Insurance 
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Enterprise Computing – Unix Servers  
Efficiency – Cost Per OS Instance 
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Enterprise Computing – Unix Servers  
Efficiency – Cost Per OS Instance by Agency 
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Enterprise Computing – Unix Servers  
IT Spending by Cost Category 
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Enterprise Computing – Unix Servers  
Total Spending Gap to Peer by Agency 
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Enterprise Computing – Unix Servers  
Productivity – Total OS Instances Per Adjusted FTE 
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Enterprise Computing – Unix Servers  
IT Headcount (FTE) Total 
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Enterprise Computing – Unix Servers  
Cost Per FTE – Insourced & Contractor Blended Total 
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HP Guardian Servers 
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Enterprise Computing – HP Guardian 
Consensus Model & Demographics 

■ State of Washington 
– 7 Physical Servers 

 

■ Peer (Database Average) 
– Average 11 Physical Servers 

– 15 Organizations 
• 12 Financial Services,  

2 Business Services,  
1 Transportation 
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Enterprise Computing – HP Guardian  
Efficiency – Cost Per Physical Server 
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Enterprise Computing – HP Guardian  
Efficiency – Cost Per Physical Server by Agency 
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Enterprise Computing – HP Guardian  
IT Spending by Cost Category 
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Enterprise Computing – HP Guardian  
Total Spending Gap to Peer by Agency 
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Enterprise Computing – HP Guardian  
Productivity – Physical Servers Per Adjusted FTE 
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Enterprise Computing – HP Guardian  
IT Headcount (FTE) Total 
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Enterprise Computing – HP Guardian  
Cost Per FTE – Insourced & Contractor Blended Total 
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Linux Servers 
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Enterprise Computing – Linux Servers 
Consensus Model & Demographics 

■ State of Washington 
– 71 OS Instances 

– 58 Physical Servers 
• 1.22 OS Instances per Server 

 

■ Peer 
– Average 268 OS Instances 

– Average 101 Physical Servers 
• Average 2.90 OS Instances per 

Server 

– 8 Organizations 
• 5 Government, 2 Financial 

Services, 1 Publishing 
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Enterprise Computing – Linux Servers  
Efficiency – Cost Per OS Instance 
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Enterprise Computing – Linux Servers  
Efficiency – Cost Per OS Instance by Agency 
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Enterprise Computing – Linux Servers  
IT Spending by Cost Category 
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Enterprise Computing – Linux Servers  
Total Spending Gap to Peer by Agency 
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Enterprise Computing – Linux Servers omputing 
Productivity – Total OS Instances Per Adjusted FTE 
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Enterprise Computing – Linux Servers  
IT Headcount (FTE) Total 
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Enterprise Computing – Linux Servers  
Cost Per FTE – Insourced & Contractor Blended Total 
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Enterprise Computing – iSeries Servers 
Consensus Model & Demographics 

■ State of Washington 
– 17,680 CPWs 

– 3 Physical Servers 
• 5,893 CPWs per Server 

■ Peer 
– Average 39,848 CPWs 

– Average 18 Physical Servers 
• Average 2,192 CPWs per Server 

– 8 Organizations 
• 3 Financial Services,  

2 Government, 2 Manufacturing, 
1 Chemicals 
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Enterprise Computing – iSeries Servers  
Efficiency – Cost Per CPW 
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Enterprise Computing – iSeries Servers  
Efficiency – Cost Per CPW by Agency 
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Enterprise Computing – iSeries Servers  
IT Spending by Cost Category 
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Enterprise Computing – iSeries Servers  
Total Spending Gap to Peer by Agency 
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Enterprise Computing – iSeries Servers  
Productivity – Total CPW Per Adjusted FTE 
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Enterprise Computing – iSeries Servers  
IT Headcount (FTE) Total 
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Enterprise Computing – iSeries Servers  
Cost Per FTE – Insourced & Contractor Blended Total 
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Enterprise Storage 
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Enterprise Storage 
Consensus Model & Demographics 

■ State of Washington 
– 4,958 Raw Configured TB  

– 2,508 Used TB 

 

■ Peer 
– Average 4,801 Raw  

Configured TB  

– Average 2,160 Used TB 

– 11 Organizations 
• 5 Utilities, 3 Government, 1 Health 

Services, 1 Insurance,  
1 Publishing 
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Enterprise Storage  
Efficiency – Cost Per Raw Configured TB 
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Enterprise Storage  
Efficiency – Cost Per Raw Configured TB by Agency 
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Enterprise Storage  
IT Spending by Cost Category 
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Enterprise Storage  
Total Spending Gap to Peer by Agency 

-$2,000 -$1,000 $0 $1,000 $2,000 $3,000 $4,000

Department of Transportation
Washington State Patrol

Department of Ecology
Department of Revenue
Department of Licensing

Insurance Commissioner’s Office
Superintendent of Public Instruction

Department of Natural Resources
Gambling Commission

Department of Social & Health Services
Department of Commerce

Health Care Authority
Recreation Conservation Commission

Department of Health
Parks and Recreation Commission

State Investment Board
State Auditor’s Office

Industrial Insurance Appeals Board
Department of Fish & Wildlife

Liquor Control Board
Office of Administrative Hearings

Public Disclosure Commission
Department of General Administration

Department of Retirement Systems
Office of Financial Management

State Treasurer’s Office
Department of Early Learning

Department of Financial Institutions
Department of Personnel

Department of Corrections
Department of Labor & Industries

Department of Employment Security
Department of Information Services

Thousands

Gap to Peer
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Enterprise Storage  
Productivity – Raw Configured TB Per Adjusted FTE 
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Enterprise Storage 
IT Headcount (FTE) Total 
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Enterprise Storage  
Cost Per FTE – Insourced & Contractor Blended Total 
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End User Computing 
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End User Computing 
Consensus Model 

■ State of Washington 
– 78,576 Personal Computing Devices 

(Desktop, Laptop, Thin Client and 
Tablet) 
• 23% Laptops 

– 65,357 Users 
• 1.20 PCDs per User 

 

■ Peer 
– Average 70,200 Personal Computing 

Devices 
• Average 27% Laptops 

– Average 59,176 Users 
• 1.18 PCDs per User 

– 10 Organizations 
• 7 Government, 1 Financial Services,  

1 Pharmaceuticals, 1 Retail 
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End User Computing  
Efficiency – Cost Per Personal Computing Device 
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End User Computing  
Efficiency – Cost Per Personal Computing Device by Agency 
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End User Computing  
IT Spending by Cost Category 
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End User Computing  
Total Spending Gap to Peer by Agency 

-$8,000 -$6,000 -$4,000 -$2,000 $0 $2,000 $4,000

Department of Social & Health Services
Department of Licensing

Department of Employment Security
Attorney General’s Office

Washington State Patrol
Department of Financial Institutions

Department of Agriculture
Office of Financial Management

Department of Information Services
Department of Commerce

Insurance Commissioner’s Office
Department of Printing
Department of Health

Superintendent of Public Instruction
Office of Administrative Hearings

Department of Early Learning
Parks and Recreation Commission

Department of Veteran’s Affairs
Military Department

Industrial Insurance Appeals Board
Public Disclosure Commission

Washington State Lottery
Health Care Authority

Department of Revenue
Department of Retirement Systems

State Auditor’s Office
State Treasurer’s Office

Department of Fish & Wildlife
Recreation Conservation Commission

State Investment Board
Department of Transportation

Department of General Administration
Gambling Commission

Department of Ecology
Department of Natural Resources

Department of Personnel
Liquor Control Board

Department of Labor & Industries
Department of Corrections

Thousands

Spending Gap to Peer
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End User Computing  
Personal Computing Devices Per Adjusted FTE 
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End User Computing  
IT Headcount (FTE) Total 
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End User Computing  
Cost Per FTE – Insourced & Contractor Blended Total 
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IT Help Desk 
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IT Help Desk 
Consensus Model & Demographics 

■ State of Washington 
– 976,163 Handled Contacts 

– 123,579 Users 
• 7.9 Contacts per User per Year 

 

■ Peer 
– Average 694,101 Handled Contacts 

– Average 56,668 Users 
• Average 14.2 Contacts per User per Year 

– 8 Organizations 
• 5 Government, 2 Health Services, 1 Retail 
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IT Help Desk 
Efficiency – Total Cost Per Handled Contact 
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IT Help Desk  
Efficiency – Cost Per Handled Contact by Agency 
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IT Help Desk 
IT Spending by Cost Category 
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IT Help Desk  
Total Spending Gap to Peer by Agency 

-$1,000 -$500 $0 $500 $1,000 $1,500

Department of Information Services
Department of Fish & Wildlife

Department of Employment Security
Department of Ecology

Department of Retirement Systems
Health Care Authority

Office of Administrative Hearings
Department of Early Learning

Department of Commerce
Gambling Commission

Military Department
Recreation Conservation Commission

Department of Financial Institutions
Department of Printing

Department of Natural Resources
Department of Veteran’s Affairs

Department of General Administration
Industrial Insurance Appeals Board

Department of Revenue
Washington State Lottery

Superintendent of Public Instruction
Office of Financial Management

Department of Labor & Industries
State Auditor’s Office

Attorney General’s Office
Insurance Commissioner’s Office

Department of Agriculture
Department of Licensing

Liquor Control Board
Department of Corrections

Department of Health
Department of Social & Health Services

Department of Transportation
Washington State Patrol

Thousands

Total Gap to Peer
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IT Help Desk 
Productivity – Handled Contacts Per Adjusted FTE 
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IT Help Desk 
IT Headcount (FTE) Total 
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IT Help Desk 
Cost Per FTE – Insourced & Contractor Blended Total 
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Wide Area Data Network 
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Wide Area Data Network 
Consensus Model 

■ State of Washington 
– 98,091 End Devices 

– 1,648 Sites 

 

■ Peer 
– Average 110,892 End Devices 

– Average 1,810 Sites 

– 11 Organizations 
• 8 Government, 1 Financial Services,  

1 Utilities, 1 Pharmaceuticals 
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Wide Area Data Network 
Efficiency – Cost Per Device 
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Wide Area Data Network 
Efficiency – Cost Per Device by Agency 
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Wide Area Data Network 
IT Spending by Cost Category 
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Wide Area Data Network  
Total Spending Gap to Peer by Agency 

-$1,500 -$1,000 -$500 $0 $500 $1,000 $1,500 $2,000

Department of Health
Department of Transportation

Department of Employment Security
Department of Corrections

Attorney General’s Office
Health Care Authority

Department of Natural Resources
Department of Labor & Industries

Department of Fish & Wildlife
Superintendent of Public Instruction

Department of Commerce
Department of Agriculture

Parks and Recreation Commission
Office of Financial Management

Washington State Patrol
Department of Revenue

Insurance Commissioner’s Office
Department of General Administration

State Auditor’s Office
Gambling Commission

Department of Veteran’s Affairs
State Investment Board

Recreation Conservation Commission
Public Disclosure Commission

State Treasurer’s Office
Industrial Insurance Appeals Board

Department of Printing
Office of Administrative Hearings

Department of Early Learning
Department of Financial Institutions

Department of Ecology
Department of Retirement Systems

Department of Personnel
Washington State Lottery

Military Department
Department of Social & Health Services

Liquor Control Board
Department of Licensing

Thousands

Total Gap to Peer
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Wide Area Data Network 
Productivity – Devices Per Adjusted FTE 
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Wide Area Data Network 
IT Headcount (FTE) Total 
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Wide Area Data Network 
Cost Per FTE – Insourced & Contractor Blended Total 
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Local Area Network 
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Local Area Network  
Consensus Model 

■ State of Washington 
– 136,847 Active Ports 

– 56,235 Users 
• 2.43 Ports per User 

 

■ Peer 
– Average 130,693 Active Ports 

– Average 60,577 Users 
• Average 2.44 Ports per User 

– 10 Organizations 
• 6 Government, 2 Health 

Services, 1 Financial Services,  
1 Transportation 
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Local Area Network 
Efficiency – Cost Per Active Port 
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Local Area Network 
Efficiency – Cost Per Active Port by Agency 
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Local Area Network 
IT Spending by Cost Category 
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Local Area Network  
Total Spending Gap to Peer by Agency 

-$2,000 -$1,500 -$1,000 -$500 $0 $500 $1,000 $1,500 $2,000

Department of Transportation
Department of Social & Health Services

Department of Corrections
Department of Licensing

Department of Fish & Wildlife
Department of Employment Security

Department of Health
Parks and Recreation Commission
Department of Natural Resources

Department of Veteran’s Affairs
Attorney General’s Office

Insurance Commissioner’s Office
Health Care Authority

State Investment Board
Washington State Lottery

Department of Early Learning
Department of Financial Institutions

Department of Agriculture
Industrial Insurance Appeals Board

Public Disclosure Commission
State Auditor’s Office

Department of Printing
Department of Commerce

Department of Retirement Systems
Gambling Commission

Recreation Conservation Commission
Office of Financial Management

Department of General Administration
Office of Administrative Hearings

Superintendent of Public Instruction
Department of Labor & Industries

Liquor Control Board
State Treasurer’s Office

Department of Personnel
Military Department

Department of Revenue
Department of Information Services

Department of Ecology
Washington State Patrol

Thousands

Total Gap to Peer
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Local Area Network 
Productivity – Active Ports Per Adjusted FTE 
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Local Area Network 
IT Headcount  (FTE) Total 



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 182 

Local Area Network 
Cost Per FTE – Insourced & Contractor Blended Total 
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Internet Access 
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Internet Access 
Consensus Model 

■ State of Washington 
– 569 TB Traffic 

– 458 Sites with Dedicated Access 

■ Peer 
– Average 840 TB Traffic 

– Average 276 Sites with Dedicated 
Access 

– 9 Organizations 
• 5 Utilities, 4 Government 
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Internet Access 
Efficiency – Cost Per Traffic GB 
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Internet Access 
Efficiency – Cost Per Traffic GB by Agency 
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Internet Access 
IT Spending by Cost Category 
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Internet Access  
Total Spending Gap to Peer by Agency 

-$1,000 -$500 $0 $500 $1,000 $1,500 $2,000 $2,500 $3,000 $3,500

Attorney General’s Office

Department of Commerce

Department of Licensing

Department of Transportation

Department of Fish & Wildlife

Department of Ecology

Washington State Patrol

Department of Information Services

Thousands

Total Gap to Peer
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Internet Access 
Productivity – Traffic GB Per Adjusted FTE 
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Internet Access 
IT Headcount (FTE) Total 
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Internet Access 
Cost Per FTE – Insourced & Contractor Blended Total 
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Voice Premise Technology – Local Service 
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Voice Premise Technology – Local Service 
Consensus Model 

■ State of Washington 
– 66,293 Active Extensions 

 

■ Peer 
– Average 44,777  Active Extensions 

– 10 Organizations 
• 3 Utilities, 2 Government, 2 Health 

Services, 1 Financial Services,  
1 Insurance, 1 Publishing 
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Voice Premise Technology – Local Service 
Efficiency – Cost Per Extension 
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Voice Premise Technology – Local Service 
Efficiency – Cost Per Extension by Agency 
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Voice Premise Technology – Local Service 
IT Spending by Cost Category 
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Voice Premise Technology – Local Service 
Total Spending Gap to Peer by Agency 

-$600 -$400 -$200 $0 $200 $400 $600 $800 $1,000

Department of Information Services

Department of Natural Resources

Department of Printing

Department of Licensing

Department of Corrections

Department of Early Learning

Department of Health

Superintendent of Public Instruction

Health Care Authority

Department of Commerce

Liquor Control Board

Insurance Commissioner’s Office

Department of Employment Security

Department of Ecology

Attorney General’s Office

Department of Fish & Wildlife

Department of Labor & Industries

Department of Transportation

Thousands

Total Gap to Peer
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Voice Premise Technology – Local Service 
Productivity – Extensions Per Adjusted FTE 
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Voice Premise Technology – Local Service 
IT Headcount (FTE) Total 
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Voice Premise Technology – Local Service 
Cost Per FTE – Insourced & Contractor Blended Total 
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Voice Network – Public & Private Long Distance 
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Voice Network – Public & Private Long Distance 
Consensus Model 

■ State of Washington 
– 104.2M Call Minutes 

 

■ Peer 
– Average 122.3M Call Minutes 

– 16 Organizations (Mix of Public & 
Private Networks) 
• Private:  6 Utilities  

• Public:  6 Utilities, 2 Government,  
1 Health Services, 1 Publishing 
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Voice Network – Public & Private Long Distance  
Efficiency – Cost Per Minute 
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Voice Network – Public & Private Long Distance  
Efficiency – Cost Per Minute by Agency 
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Voice Network – Public & Private Long Distance  
IT Spending by Cost Category 
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Voice Network – Public & Private Long Distance  
Total Spending Gap to Peer by Agency 

-$500 $0 $500 $1,000 $1,500 $2,000 $2,500

Department of Commerce

Industrial Insurance Appeals Board

Department of Personnel

Department of Printing

Military Department

Department of Early Learning

State Treasurer’s Office

Insurance Commissioner’s Office

Superintendent of Public Instruction

Gambling Commission

State Investment Board

Department of Corrections

Department of Retirement Systems

Department of Employment Security

Department of Health

Department of Agriculture

Recreation Conservation Commission

Department of Natural Resources

Liquor Control Board

Department of Veteran’s Affairs

Department of Transportation

Department of Ecology

Office of Administrative Hearings

Washington State Patrol

Department of Labor & Industries

Department of Fish & Wildlife

Department of Information Services

Thousands

Total Gap to Peer
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Voice Network – Public & Private Long Distance  
Productivity – Minutes Per Adjusted FTE 
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Voice Network – Public & Private Long Distance  
IT Headcount (FTE) Total 
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Voice Network – Public & Private Long Distance  
Cost Per FTE – Insourced & Contractor Blended Total 
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Application Development 
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Application Development  
Consensus Model 

■ State of Washington 
– 378,429 Function 

Points Developed 
(Total) 

 

■ Peer 
– Average 360,093 

Function Points 
Developed  

– 7 Organizations 
• 3 Health Services,  

2 Communications, 
1 Government,  
1 Financial Services 
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Application Development 
Efficiency - Cost Per Function Point 
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Application Development 
Efficiency - Cost Per Function Point by Agency 
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Application Development 
IT Spending by Cost Category 
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-$20,000 -$15,000 -$10,000 -$5,000 $0 $5,000 $10,000 $15,000 $20,000 $25,000

Department of Licensing
Department of Corrections

Department of Revenue
Department of Transportation

Department of Financial Institutions
Department of General Administration

Department of Retirement Systems
Department of Natural Resources

Department of Agriculture
Department of Commerce

State Auditor’s Office
Department of Personnel

Washington State Patrol
Attorney General’s Office

Department of Health
Parks and Recreation Commission

Department of Early Learning
Gambling Commission

Washington State Lottery
Recreation Conservation Commission

Insurance Commissioner’s Office
State Treasurer’s Office

Industrial Insurance Appeals Board
Public Disclosure Commission
Department of Fish & Wildlife

State Investment Board
Department of Ecology

Office of Financial Management
Superintendent of Public Instruction

Department of Labor & Industries
Department of Employment Security

Department of Social & Health Services
Health Care Authority

Thousands

Total Gap to Peer

Application Development 
Spending Gap to Peer by Agency 

Gaps relative to peers for HCA and 
DOL significantly affect overall results  
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Application Development 
Productivity - Function Points Per Adjusted FTE 
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Application Development 
Total FTEs by Staff Category 
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Application Development 
Outsourced Equivalent FTEs 

■ Outsourced Personnel costs were used to calculate “Outsourced Equivalent FTEs.”   

■ Gartner calculates this equivalent count for each functional area as follows: 
– Total Outsourced Personnel Cost / (State average insourced cost per FTE * 1.25) 

– Applications Development Outsourced Equivalent FTEs is $29,137,627 / ($99,422 * 1.25) = 234.46 

 

 

 

 

 

 

 

 

 

 

 

Dept Name
Outsourced 

Personnel Cost
Outsourced 

Equivalent FTEs
Health Care Authority $13,066,320 105.14                     
Department of Social & Health Services $7,336,280 59.03                       
Department of Licensing $5,554,713 44.70                       
Department of Employment Security $1,718,204 13.83                       
Department of Ecology $360,000 2.90                         
State Investment Board $331,650 2.67                         
Department of Financial Institutions $321,780 2.59                         
Department of Early Learning $266,790 2.15                         
Department of Transportation $141,000 1.13                         
Department of Health $40,743 0.33                         
State Treasurer’s Office $146 0.00                         

Total $29,137,627 234.46                     
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Application Development 
Cost Per FTE - Insourced & Contractor Blended Total 
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Application Support 
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Application Support  
Consensus Model 

■ State of Washington 
– 2,626,482 Function 

Points Supported 
(Total) 

 

■ Peer 
– Average 1,031,009 

Function Points 
Supported 

– 7 Organizations 
• 2 Health Services,  

2 Communications, 
2 Publishing,  
1 Government 
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Application Support 
Efficiency - Cost Per Function Point 
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Application Support 
Efficiency - Cost Per Function Point by Agency 
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Application Support 
IT Spending by Cost Category 
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-$20,000 -$15,000 -$10,000 -$5,000 $0 $5,000 $10,000 $15,000 $20,000 $25,000 $30,000 $35,000

Attorney General’s Office
Department of Agriculture
Department of Commerce

Department of Corrections
Department of Early Learning

Department of Ecology
Department of Employment Security
Department of Financial Institutions

Department of Fish & Wildlife
Department of General Administration

Department of Health
Department of Information Services

Department of Labor & Industries
Department of Licensing

Department of Natural Resources
Insurance Commissioner’s Office

Department of Personnel
Department of Printing

Department of Retirement Systems
Department of Revenue

Department of Social & Health Services
Industrial Insurance Appeals Board

Department of Transportation
Office of Financial Management

Parks and Recreation Commission
Public Disclosure Commission

Recreation Conservation Commission
Secretary of State’s Office

State Auditor’s Office
State Investment Board
State Treasurer’s Office

Superintendent of Public Instruction
Utilities & Transportation Commission

Washington State Lottery
Washington State Patrol

Health Care Authority

Thousands

Total Gap to Peer

Application Support 
Spending Gap to Peer by Agency 

Health Care Authority significantly 
influences total State results.   
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Application Support 
Productivity - Function Points Per Adjusted FTE 
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Application Support 
Total FTEs by Staff Category 
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Application Support 
Outsourced Equivalent FTEs 

■ Outsourced Personnel costs were used to calculate “Outsourced Equivalent FTEs.”   

■ Gartner calculates this equivalent count for each functional area as follows: 
– Total Outsourced Personnel Cost / (State average insourced cost per FTE * 1.25) 

– Applications Support Outsourced Equivalent FTEs is $26,059,878 / ($95,691 * 1.25) = 217.87 

 

 

 

 

 

 

 

 

 

 

 

Agency Name
Outsourced 

Personnel Cost
Outsourced 

Equivalent FTEs
Health Care Authority $25,142,877 210.20                   
Department of Social & Health Services $742,248 6.21                       
Department of Health $85,040 0.71                       
Recreation Conservation Commission $31,861 0.27                       
Department of Ecology $30,000 0.25                       
Office of Financial Management $25,646 0.21                       
State Treasurer’s Office $2,206 0.02                       

Total $26,059,878 217.87                   
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Application Support 
Cost Per FTE - Insourced & Contractor Blended Total 
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Application Support 
Defect Density 
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Application Support 
Defect Density by Agency 
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Application Support 
Defect Severity 
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ERP Support – DNR SAP 
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ERP Application Support 
Consensus Model 

■ Dept of Natural 
Resources 
– 50 Concurrent Users 

– 352 Named Users 

 

■ Peer 
– Average 55 Concurrent 

Users 

– Average 227 Named 
Users 

– 7 Organizations 
• 2 Government,  

2 Financial Services,  
1 Oil & Gas, 1 Business 
Services, 1 Higher 
Education 
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ERP Support – DNR SAP  
Efficiency - Cost Per Concurrent User 
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ERP Support – DNR SAP  
IT Spending by Cost Category 
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ERP Support – DNR SAP  
Productivity - Concurrent Users Supported Per Adjusted FTE 
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ERP Support – DNR SAP  
Total FTEs by Staff Category 
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ERP Support – DNR SAP  
Cost Per FTE - Insourced & Contractor Blended Total 
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ERP Support – DOP SAP 
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ERP Application Support 
Consensus Model 

■ Dept of Personnel 
– 2,200 Concurrent 

Users 

– 75,000 Named Users 

 

■ Peer 
– Average 2,435 

Concurrent Users 

– Average 25,083 
Named Users 

– 7 Organizations 
• 1 Utilities, 1 Financial 

Services, 1 Software 
Development,  
1 Manufacturing,  
1 Pharmaceutical,  
1 Research, 1 Retail 
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ERP Support – DOP SAP 
Efficiency - Cost Per Concurrent User 
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ERP Support – DOP SAP 
IT Spending by Cost Category 
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ERP Support – DOP  
Productivity - Concurrent Users Supported Per Adjusted FTE 
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ERP Support – DOP SAP 
Total FTEs by Staff Category 
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ERP Support – DOP SAP 
Cost Per FTE - Insourced & Contractor Blended Total 
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Process Maturity Self-Assessments 
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Process Maturity Self-Assessments 

■ Gartner provided agencies the opportunity to complete self-assessments for process 
maturity in both infrastructure and applications areas. 

■ The format of the questionnaires was a multiple choice response.   
– Responses described attributes for each process question for different levels of maturity. 

– Agencies were instructed to select responses for which they met all attributes (if they met some 
but not all in a given description, to select the next lower response level). 



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 249 

Overall I&O Maturity Model  

Reference: ITScore for Infrastructure and Operations,17 September 2010, ID: G00205992 
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Infrastructure Process Maturity 
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Infrastructure Process Maturity 

(1.40) (1.20) (1.00) (0.80) (0.60) (0.40) (0.20) - 0.20 0.40 0.60 

Demand Management / IT Governance

Business Relationship Management

Release Management

IT Service Continuity Management

Information Security Management

IT Asset Management

Configuration Management

Problem Management

Change Management

Incident Management

Capacity Management

Service Level Management

IT Financial Management / Chargeback

Gap to Peer



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 252 

Infrastructure Process Maturity 

-

0.50 

1.00 

1.50 

2.00 

2.50 

3.00 

3.50 

4.00 

4.50 

Pe
er

 A
ve

ra
ge

So
W

A 
Av

er
ag

e

De
pa

rt
m

en
t o

f F
ish

 &
 W

ild
lif

e

Pu
bl

ic
 D

isc
lo

su
re

 C
om

m
iss

io
n

Li
qu

or
 C

on
tr

ol
 B

oa
rd

O
ffi

ce
 o

f A
dm

in
ist

ra
tiv

e 
He

ar
in

gs

Pa
rk

s a
nd

 R
ec

re
at

io
n 

Co
m

m
iss

io
n

De
pa

rt
m

en
t o

f E
co

lo
gy

He
al

th
 C

ar
e 

Au
th

or
ity

De
pa

rt
m

en
t o

f N
at

ur
al

 R
es

ou
rc

es

De
pa

rt
m

en
t o

f S
oc

ia
l &

 H
ea

lth
 S

er
vi

ce
s

De
pa

rt
m

en
t o

f P
er

so
nn

el

O
ffi

ce
 o

f F
in

an
ci

al
 M

an
ag

em
en

t

Su
pe

rin
te

nd
en

t o
f P

ub
lic

 In
st

ru
ct

io
n

De
pa

rt
m

en
t o

f E
ar

ly
 Le

ar
ni

ng

De
pa

rt
m

en
t o

f P
rin

tin
g

De
pa

rt
m

en
t o

f L
ab

or
 &

 In
du

st
rie

s

Ga
m

bl
in

g 
Co

m
m

iss
io

n

M
ili

ta
ry

 D
ep

ar
tm

en
t

W
as

hi
ng

to
n 

St
at

e 
Pa

tr
ol

De
pa

rt
m

en
t o

f V
et

er
an

’s 
Af

fa
irs

De
pa

rt
m

en
t o

f L
ic

en
sin

g

De
pa

rt
m

en
t o

f T
ra

ns
po

rt
at

io
n

Re
cr

ea
tio

n 
Co

ns
er

va
tio

n 
Co

m
m

iss
io

n

De
pa

rt
m

en
t o

f F
in

an
ci

al
 In

st
itu

tio
ns

De
pa

rt
m

en
t o

f G
en

er
al

 A
dm

in
ist

ra
tio

n

De
pa

rt
m

en
t o

f R
et

ire
m

en
t S

ys
te

m
s

De
pa

rt
m

en
t o

f A
gr

ic
ul

tu
re

De
pa

rt
m

en
t o

f C
or

re
ct

io
ns

De
pa

rt
m

en
t o

f I
nf

or
m

at
io

n 
Se

rv
ic

es

St
at

e 
Tr

ea
su

re
r’s

 O
ffi

ce

St
at

e 
In

ve
st

m
en

t B
oa

rd

In
du

st
ria

l I
ns

ur
an

ce
 A

pp
ea

ls 
Bo

ar
d

W
as

hi
ng

to
n 

St
at

e 
Lo

tte
ry

At
to

rn
ey

 G
en

er
al

’s 
O

ffi
ce

De
pa

rt
m

en
t o

f E
m

pl
oy

m
en

t S
ec

ur
ity

De
pa

rt
m

en
t o

f H
ea

lth

De
pa

rt
m

en
t o

f R
ev

en
ue

In
su

ra
nc

e 
Co

m
m

iss
io

ne
r’s

 O
ffi

ce

M
at

ur
ity

 Le
ve

l

Average Overall Infrastructure Process Maturity



Engagement: 330002417 
© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  
Gartner is a registered trademark of Gartner, Inc. or its affiliates. 253 

Overall Applications Maturity Model  

Reference: ITScore Overview for Application Organizations, 17 September 2010, ID: G00175750 
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Applications Process Maturity 
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Applications Process Maturity 
Project and Portfolio Management Maturity Model and Actions 

Characteristics Recommended Actions Critical Success Factors 

Level 5: 
Innovating  

Experimental application projects in portfolio 
Processes to quickly kill losing experiments 
and help winners succeed 

Routinely monitor process to guard 
against complacency 

Balanced qualitative and 
quantitative benefits review in 
place  

Level 4: 
Optimized  

Clear business accountability for investment 
process 
Investment decisions based on business value 
Resources managed based on skills and their 
proficiency level 

Create embedded processes to 
ensure continuous improvement 
Get comfortable with innovative, 
experimental projects 

PPM can be facilitated by IT, but 
ownership must be in the 
business 

Level 3: 
Defined  

Formal project management methods 
Formal portfolio management 
Project actuals consistently tracked 
Formal demand and supply mapping is 
conducted at the resource pool level 

Make risk management a formal 
competency 
Move responsibility for PPM 
investment decision processes to the 
business 
Make application PPM part of overall 
capital planning process 

Focus on continuous 
improvement, business value 
and efficiency 

Level 2: 
Repeatable  

PMO exists 
Rudimentary measurements 
Consistent project management processes 
Inventory and rudimentary portfolio 
management 
Single-project-oriented tools 

Establish accurate project time 
recording 
Collect skills and proficiency 
information for resource 
management 

Change behavior, from 
punishing time reported over 
budget to rewarding accuracy 

Level 1: Ad 
Hoc  

No portfolio 
Prioritization primarily political 
Informal dialogue on business needs 
Project budgets set, not estimated 
Status only known at milestone level 

Assign responsibility for PPM, usually 
to PMO 
Create a PMO to standardize project 
management methods 
Establish measures to demonstrate 
improvements 

PMO builds relationships and 
technologies at a portfolio level, 
not a project level 

Reference: ITScore for Application Organizations: Project and Portfolio Management, 17 September 2010, ID: G00200541 
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Applications Process Maturity 
Financial Management Maturity Model and Actions 

Reference: ITScore for Application Organizations: Financial Analysis and Budgets, 17 September 2010, ID: G00201152 
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Applications Process Maturity 
Application Portfolio Management Maturity Model and Actions 

Reference: ITScore for Application Organizations: Application Portfolio Management, 17 September 2010, ID: G00205534  
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Applications Process Maturity 
Software Process Management Maturity Model and Actions 

Reference: ITScore for Application Organizations: Software Processes, 17 September 2010, ID: G00201668 
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Applications Process Maturity 
Operations Performance Management  Maturity Model and Actions 

Reference: ITScore for Application Organizations: Operations and Support Collaboration, 17 September 2010, ID: G00201151 
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Applications Process Maturity 
Architecture Management Maturity Model and Actions 

Reference: ITScore for Application Organizations: Management of Architecture, 17 September 2010, ID: G00175936  
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Applications Process Maturity 
Vendor Management Maturity Model and Actions 

Reference: ITScore for Application Organizations: Vendor Management, 17 September 2010, ID: G00200587  
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Applications Process Maturity 
Staff Management Maturity Model and Actions 

Reference: ITScore for Application Organizations: Staffing, Skills and Sourcing, 17 September 2010, ID: G00200512 
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