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Pinellas

(ounty

BUSINESS TECHNOLOGY
SERVICES

AGENDA
Call to Order — Chair, Commissioner Welch

Designation of Voting Proxies — Chair, Commissioner Welch

Approval of Meeting Minutes - Chair, Commissioner Welch
BTS Board Meeting — August 20, 2015

DISCUSSION ITEMS

Resource Planning and Gartner Symposium — Marty Rose, CIO

Gartner Strategies — Jeff Rohrs, BTS Principal Enterprise Architect
Service Delivery — Doug Peat, BTS Director

Business Continuity — Belinda Huggins, BTS Director

Business Intelligence — Tom Fredrick, BTS Director

Major Projects — Lynda Morrill, Manager Project Governance

BTS Board Chair and Vice Chair Nominations

Housekeeping - Proposed Start Time of Board meetings at 2:00 pm

Adjournment — Chair, Commissioner Welch



Resource Planning

 Work Intake

— Incident/Request/New Work Efforts including
Projects (BTS, Business)

— Customer Support Center and Business
Relationship Managers

— New Work Portfolio Management

— Data Driven Decisions and Prioritization
— Process Based Frameworks (ITIL)

— Does not work with Shadow Helpdesks




Resource Planning

« Staffing
— Building a Quality Workforce
— Capacity and Balance
— IT Salaries Continue to Increase (Survey)

— Private vs. Public Compensation Difference
(Millennials <> Salary)

— Competition
— Recession Salary Stagnation
— Critical Need Areas Costs (BI)



Resource Planning

« Strategies
— Manage New Work smarter
— Focus of Recruitment and Retention
— Train Internal Staff
— Increase use of Vendor Services
— Increase Staff Contractor Usage
— Adopt more Cloud solutions
— Shift Level Two Support to CSC
— Adopt a capacity first model



Service Levels

 Level 0 — Automated or self-service
solutions.

* Level 1 — Provides basic support and
troubleshooting.

» Level 2 — Desktop, laptop, and other
user device support.

* Level 3 — The most expertise in a
company.

Level 4 — External hardware and
software vendors




Customer Support Center

Users — Level Zero

¥

Customer Support Center - Level One

¥

Desktop Services - Level Two

Engineering Services - Level Three

. 2

External Vendors - Level Four




Customer Support Center

Users — Level Zero

. 2

Customer Support Center
Level One, Level Two

. 2

Desktop/Engineering Services - Level Three

. 2

External Vendors - Level Four




Gartner Symposium

Gartner is the world's leading
iInformation technology research and
advisory company.

Gartner is a trusted partner and consultant that

provides objective insights on almost all areas of

IT.

« Truly global with over 1,100 expert analysts
covering 1,304 technologies in 90 countries.

« Largest conference from CIO and senior IT leaders
In the world.

« Hosted in our own backyard (Orlando) every year.



Gartner Symposium

Algorithms, not just Data

Business IT Spending shift

Cloud and Cloud Brokering

Business Intelligence (Cognitive - IBM)
Bi-Modal IT

Digital Business / Internet of Things (IOT)
Mobility

Other - Wearable's, Drones, Machine (GE)
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Gartner Symposium Insights
BTS Strategy: Algorithms

Reports

Analytics in Applications

— (predictive)

Business Intelligence
Dashboards & Scorecards

Self Service

12



Gartner Symposium Insights
BTS Strategy: Cloud and Cloud Brokering

* Cloud is an accelerator for digital business
« Evaluating a "Cloud First” strategy

 BTS to Broker cloud services:
— Architecture and Interfaces
— Risk and Security
— Data Protection and ownership
— Financial Business Case

13



Gartner Symposium Insights

BTS Strategy: Security

Security analytics and automation are key to
scaling to meet the volume of security data

Proactive Exposure Harden and Protect Applications

Assessment
Predict Attacks

Baseline Systems

Divert Attackers

Prevent Incidents

W Continuous
Monitoring

Remediate/ and Detect
Make Change Analytics v Incidents

Design/Model Change Confirm
am and Prioritize

Investigate/ : Contain
Respond Forensics Incidents Detect

14



Gartner Symposium Insights

Think
Marathon
Runner

Bi-Modal IT

Mode1 Mode 2
Reliability Goal Agility
Price for Value Revenue, brand,
performance customer experience
Waterfall, V-Model, Agile, Kanban,
high-ceremony |ID Approach low-ceremony |ID
Plan-driven, Governance Empirical, continuous,
approval-based process-based
Enterprise suppliers, Sourcin Small, new vendors,
long-term deals g short-term deals
Good at conventional Talent Good at new and
process, projects uncertain projects
I T-centric, removed Culture Business-centric,

from customer

close to customer

Long (months)

Cycle Times

Short (days, weeks)

Think

Sprinter

15



Gartner Symposium Insights
BTS Strategy: Bi-Modal IT

Stable Mode One, adopting Mode Two

Created a Rapid Application Development group
within BTS

Incorporating “Agile” development processes
Continuous, processed based governance
New CSC Support Strategy

Infrastructure “Tiger Teams”

16



Gartner Symposium Insights
BTS Strategy: Mobillity

Leverage mobility

Scripted work

BYOD/MDM

Pinellas (See Click Fix) Application
Enterprise Asset Management
Many GIS applications

17



Gartner Symposium Predictions

" Relationship between people and machines
£7%%.  will go from:
R ™.  Cooperative & Codependent & Competitive
"~ By 2018:;
« 20% of all business content will be authored by
{ machines
» 6 billion connected things will need support
£ »+ 3 million workers will be supervised by a “roboboss”

« 20% of smart buildings will suffer a digital incident
such as “digital vandalism”

* 50% of the fastest-growing companies will have more
smart machines than employees

« 2 million employees will be required to where health
and fitness tracking devices

18



Gartner Symposium Predictions

By 2020:

Autonomous software will participate in 5%
of all economic transactions

Smart agents will facilitate 40% of mobile
Interactions

(The post app era will begin)

95% of cloud security failures will be the
customer’s fault

(improper use or configuration of a cloud service)

19
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FY 2015 Scorecard

Goal |Performance Measure Oct Nov Dec Jan Feb
First Level Resolution Rate 30.5% 76.6% 80.6% 76.6% 78.2%
‘ﬁ § # of Significant Security Incidents 0.0 0.0 0.0 0.0 0.0
-% & |Projects Completed On Time 80.0% 80.0% 81.0% 82.0% 75.0%
2 ¥ [Problem vs Incident Labor 5.1% 15.2% 16.4% 13.4% 20.0%
(<]
E B |Change Success Rate 97.1% 97.2% 96.9% 97.1% 96.7%
Training Utilization Rate 45.0% 60.0% 53.8% 81.3% 100.7%
Goal |Performance Measure Oct Nov Dec Jan Feb
Applications Support
Incident Service Level Target Rate 82.1% 96.0% 87.4% 83.5% 76.3%
Request Service Level Target Rate 86.1% 89.1% 86.9% 92.1% 89.9%
Change Success Rate 96.1% 95.7% 97.4% 100.0% 95.5%
Problem Labor vs. Incident Labor 0.1% 0.0% 0.0% 0.8% 0.1%
Emerging Technologies/Development
% of applications on unsupported platform 25.0% 20.0% 20.0% 17.0% 17.0%
> Incident Service Level Target Rate 92.2% 81.3% 86.6% 88.5% 32.7%
_g Request Service Level Target Rate 34.9% 39.5% 26.6% 81.3% 77.5%
A |Problem Labor vs. Incident Labor 0.1% 3.3% 0.3% 0.4% 0.0%
E Change Success Rate 100.0% 100.0% 95.7% 100.0% 90.0%
E % efforts completed within 15% of estimatd NfA 50.0% 100.0% 100.0%|N/A
173 =
Infrastructure Services
Customer Incident Impact Rate: 65.3% 64.2% 69.9% 73.9% 69.6%
Incident Service Level Target Rate: 92.9% 92.7% 95.7% 93.8% 95.8%
Request Service Level Target Rate: 90.7% 90.5% 92.0% 89.9% 85.8%
Problem Labor vs. Incident Labor: 13.7% 22.0% 23.1% 13.2% 26.4%
Unauthorized Change Count: 0 0 0 0 0
Change Success Rate: 0.0% 100.0% 97.1% 95.9% 97.6%
Spectrum Hardware Availability 99.3% 99.3% 99.5% 99.1% 99.1%
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FY 2016 Scorecard

Goal Performance Measure Good
§ Satisfaction Survey Ly b
E Satisfaction Survey - top box 0 b
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Goal Good
g b i
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Goal Performance Measure Good
E' Incident Service Level Target Rate T
3 @ |Request Service Level Target Rate T
a 2 Change Success Rate 1+
% g Problem Labor vs. Incident Labor 4
Unauthorized Change Count 4
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Results — Incident Count
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Results — P1 Incident Downtime
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Results — Customer Satisfaction
Survey

2013 2014 2015 - October

Customer Satisfaction 97.72% 97.62% 97.81%

Survey Responses 5883 5621 4069

Surveys Sent 44805 43883 28800

Survey Response Rate 13.13% 12.81% 14.13%

25
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What is Business Continuity?

* A process to minimize the impact of a
major disruption to normal operations.

* A process to enable restoration of critical
assets.

» A process to restore normalcy as soon as
possible after a crisis.

27



Continuity Plan Development

Phases:
Assign responsibility and authority for
overall planning
Understand the requirements and gaps
Define the risk and level of criticality

Ensure everyone understands their
responsibility

Designate the recovery team
TEST, TEST, TEST
Plan yearly review 28



Business Continuity

* Where are we with the plan?
* What's next?

* What you can do to help...

29
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Business Intelligence
Tom Fredrick, BTS Director
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Business Intelligence
Financial Transparency

Department Spending By Vendor

Click on the pie chart below to se2 Department spending details

Spending By Board of County Commissioners Spending By Clerk of the Circuit Court

_ I Balance Sheet
M Admin Office 0f The ... Il Board Records
Il Alderman Ridge 1B Circuit Civil Ct Records
B Allens Ridge 1-2-3 1B Clerk's Accounting
W Allens Ridge U4 B Clerk's Administratio...
¥ Alston Heights Il Clerk's Customer Inf...
1l Aston Heights BlkA A CourtAssistance
B Anchorage Of Tarpo... W Criminal Case Intiation
I Arbor Glen Phase 1 &2 1B Criminal Ct Custome...
I Arnold Acres * Div Of Inspector Gen...
Autumn Place [ Finance Division
[l BCC Strategic Projects Fund Revenues
Balance Shest B Jury Management
B Bardmoor Golfview E... Il Wairoom
[l Bardmoor Northeast [ North County Branch
[ Barrington Hills B Frintshop
W Barrington Oaks West W Probate Court Records
¥ Barry Estates Il Recording Services
1 Bay Bluffs B Records Mgmt-Bec
§ Bay Pines Estates 1B Records Mgmt-Cec
I Bay Pines Lakes-Phas... il 5t Petersburg Branch
M Bayhaven Sub 1-3Ad. Technology-Ct&0p .
| Bayview Estates [ | ?echn:rlugy-Fis
Spending By BOCC W Baywiood Vilage Spending By COCC IT;?S::BI.?EHEE“

Ravwnnd Vilane-Sert
A4

i

Export
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Actual Vs Budget - All Cost Centers

Time run: 12/3/2015 7:20:58 AM

9

Actual

2

Business Intelligence
Budgeting

Actuals by Period
Time run: 12/3/2015 7:21:09 AM
§3,500.00K

“" $3,000.00K
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0 Z2 O
0 i
" 5 R0
A B b
Encumbrance
Edit - Print - Export

v

Actuals across all Cost Centers
Time run: 12/3/2015 7:21:03 AM

[ Actuals Across Al Cost Centers By Program V|

g BC Statege
Projects Program

[ Cuslom T Services

I DH Enterprise

B Enterprise IT
Services

W Justice CCMS
Program

M ORUS Program

i

sk-Trj - .

EPEN |
SL-e84
SLHdY
EONR |
SL-NAC
SL-onv

S L

Fiscal Period

Edit -Export

Budget Across all Cost Centers
Time run: 12/3/2015 7:20:12 AM

siL=as

|l Retire Mainframe Project
|l OPUS Project

|l Justice COMS Project

n Entprs Licenses &Maint
Support Sves.o
, Enterprise Capital
~ Improvement Flan

|l DEk-Enterprise Program

Business Technology
Services

i BCCStrategi Profects

|Budget Across All Cost Centers By Program |

U

1 BCC Strategi .
W Custom [T Se...
I D8 Enterprise

[ Enterprise [T .

| ORUS Frogram

1 Retire: Mainfr..

M Justice CCMS...

W Reserves Pro..

$60M

$50M

$40M

$30M

520M

§10M

S0m -~

2009

Historical Budget vs Actual

2010 2011 2012 2
Fiscal Year
Edit -

Export

Encumbrance Across all Cost Centers

Time run: 12/3/2015 7:20:12 AM
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| Encumbrance Across All Cost Centers By Program V|

h

g B Statege
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W Custom [T Services

I DH Enterprise
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Services
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Business Intelligence
Payroll

Payroll Analysis 0 Catalog
Overview What If 2@
Performance Tiles A
l||' Time run: 12/3/2015 7:05:11 AM
v
Projected Salaries Vs Budget
m Time run: 12/3/2015 7:05:11 AM
Select a View [Cumm Projection Vs Cumm Budget v
M Overal Projection [l Cum Budget
10/10/2014 559213.65|  550213.65| 49725198  559213.65| 497251 240
10/24/2014 609589.11|  609589.11|  773503.08|  1168802.76]  1270755,""
11/07/2014 565149.86|  565149.86|  773503.08] 1733952.62] 2044258 S
11/21/2014 676353.63|  676353.63|  773503.08]  2410306.25| 2817761
12/05/2014 571893.00 571893.00 773503.08 2982199.25 3591264 16M
12/19/2014 576118.47|  57611847|  773503.08]  3558317.72] 4364767
01/02/2015 584478.93|  584478.93|  773503.08| 4142796.65| 5138270 5
01/16/2015 601082.92 601082.92 773503.08 4743879.57 5911773,
01/30/2015 50241251  592412.51|  773503.08] 5336292.08] 5685276 ol
02/13/2015 620358.95|  620358.95|  773503.08]  5956651.03| 7458779
02/27/2015 588044.82 588044.82 773503.08 6544695.85 8232282, M l'lll'
03/13/2015 604329.11]  604329.11]  773503.08]  7149024.96| 3005785
03/27/2015 632310.33| 63231033  773503.08| 7781335.29 9779288 G _l..l'
04/10/2015 59498631  594986.31]  773503.08]  8376321.60] 10552791 2822882228883 88R8383323888¢828
SN AaRsIsZoINSRNINSNo=s8S3IgzInag
04/24/2015 60098248  600982.48|  773503.08) B8977304.08| 11326295 SENS 00RO D IRI0ETRTONE N 2B 20O
05/08/2015 594207.63|  594207.63|  773503.08]  9571511.71] 12099798 g23FFggge2ax22 992992223732 3%782327.
05/22/2015 586679.96|  586679.96|  773503.08 10158191.67] 12873301 o
06/05/2015 615507.21|  615507.21]  773503.08| 10773698.88] 13646804, Pay Period
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Business Intelligence

» Bl Staffing Challenges/Efforts
— Contractors
— Internal Training (BTS)
— Department Training

» Bl Vision (2 Years)
— BI Discovery
— Data Scientist
 Customer Bl Needs

— Bl Overview
— Gather Requirements

34
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Major Projects

PSC Phase 2

Enterprise Asset Management
Agenda Automation

Microsoft Enterprise Cloud Suite
Laboratory Management System
Accela Workflow Automation

Tax Collector OPUS Implementation
CCMS - E-Filing, Case 360

36



Pinellas
(ounty

BUSINESS TECHNOLOGY
SERVICES

AGENDA
Call to Order — Chair, Commissioner Welch

Designation of Voting Proxies — Chair, Commissioner Welch

Approval of Meeting Minutes - Chair, Commissioner Welch
BTS Board Meeting — August 20, 2015

DISCUSSION ITEMS

Resource Planning and Gartner Symposium — Marty Rose, CIO

Gartner Strategies — Jeff Rohrs, BTS Principal Enterprise Architect
Service Delivery — Doug Peat, BTS Director

Business Continuity — Belinda Huggins, BTS Director

Business Intelligence — Tom Fredrick, BTS Director

Major Projects — Lynda Morrill, Manager Project Governance

BTS Board Chair and Vice Chair Nominations

Housekeeping - Proposed Start Time of Board meetings at 2:00 pm

Adjournment — Chair, Commissioner Welch
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BUSINESS TECHICLOGY.
E

Questions

Thank you for your continuing
support!
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