Assessment of IT Infrastructure Services
Frequently Asked Questions
August 28, 2007

Georgia Technology Authority

Introduction

GTA is leading an assessment project for state IT infrastructure services. GTA and 12 state
agencies are participating in the assessment.

What is included in the assessment?

The assessment will closely examine data center services, desktop services,
telecommunications and support functions. It will compare these services to industry
standards and look at:

+ service delivery and service level targets

+ business continuity and disaster recovery

+ condition, life cycle and cost to refresh and maintain IT assets.

The assessment does not cover application development, maintenance or support.

The assessment methodology will provide framework criteria, including:
ITIL process implementation assessment for IT functions and processes
+ IT business continuity and disaster recovery process assessment
+ IT assets and data center facilities assessment.

Why is the state conducting an IT assessment?

GTA must fix its operations. As we look at options, we have an opportunity to look at the
enterprise as a whole. All agencies face challenges in the areas of aging infrastructure,
meeting minimum standards, meeting security and disaster recovery requirements as well
as meeting systems development requirements. The assessment will help guide state
decisions for the future with the goal of improving the delivery of IT services across the
state and within the participating agencies.

Who is leading the assessment?

GTA is leading the assessment with assistance from TPI of Woodlands, Texas,
(www.tpi.net). GTA chose TPI through competitive bidding. The company is experienced in
conducting assessments of IT infrastructure services and implementations and advised the
state of Texas on its data center consolidation project. TPI will work with GTA to implement
the recommendations that result from the assessment.

When is the assessment being conducted?

The assessment began in August 2007 and will be completed in December 2007.
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What is the role of participating agencies in the assessment?

Agencies will provide technical and financial points-of-contact and information needed to
complete a baseline and an operational assessment. A formal participation agreement
between each agency and GTA defines at a high-level the cooperation, access and resources
that agencies and GTA are providing.

What will be the result of the assessment?

At the end of the assessment, reports will be created for each participating agency on their
IT infrastructure services and operations.

The information from all agency assessments will be incorporated into a business case of
sourcing recommendations and alternatives that will be presented to state decision makers.
‘Sourcing’ refers to the various approaches to providing IT infrastructure services, which
could be internal to the state or from an external service provider.

The assessment will also lead to the development of a Service Management Organization
(SMO) for GTA. The SMO will oversee and manage GTA's service delivery capabilities.

What will be in the report that each participating agency receives? Will it be a
“report card” on an agency’s IT operations?

Each participating agency will receive a report that compares its current IT operations to
industry standards as well as against similar operations in the marketplace. It will identify
key operational gaps and areas that need to be improved. The report will reflect the current
trade-offs between IT costs, services and associated risks to the agency’s business. It will
include recommendations for executable strategies, an evaluation of the agency’s readiness
to make changes to its IT operations and the risks associated with those changes.

Each agency will receive a Sourcing Assessment Report that will include:

+ Operations Assessment Report
1 ITIL process implementation assessment
1 IT Business Continuity / Disaster Recovery process assessment
1 IT assets and data center facility assessment

+ Agency Baseline Report
1 Scope of work and associated service levels — volumes and utilization
1 Performance quality — performance metrics

+ Mark to Market Analysis
1 GTA Shared Services
1 The Enterprise
1 Select agency managed towers, where applicable

Will there be one business case for all agencies?

There will be one business case provided to the Sourcing Assessment Steering Committee.
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What will be the “return value” to each agency?

The assessment report will provide the heads of participating agencies with a detailed
picture of their IT infrastructure services and operations. It will raise the visibility of IT
infrastructure issues.

What are some of the possible recommendations?

The most likely recommendations are:
+ retain state service delivery but make improvements
+ outsource services - GTA manages the vendor, and the state owns the assets
+ outsource services - GTA manages the vendor, and the vendor owns the IT assets.

All decisions and resulting implementations will be made in Georgia’s long-term best
interests and will support Georgia’s goal to be the nation’s best managed state.

What agencies are participating in the assessment?

The participating agencies are Administrative Services, Community Health, Corrections,
Driver Services, GBI, GTA, Human Resources, Juvenile Justice, Natural Resources, Office of
Planning and Budget, Revenue, State Accounting Office, and Technical and Adult Education.

How are you communicating about the assessment to agencies and legislators?

We are keeping state agencies, legislative leadership and other stakeholders fully informed
about the assessment through one-on-one meetings and presentations at regularly
scheduled group meetings. We have set up an e-mail address, ITAssessment@gta.ga.gov,
for agencies to submit their questions and comments. We are also setting up a Web site for
participating agencies, and GTA's account managers are involved in keeping agencies
informed.

Are you definitely outsourcing GTA’s IT services?

No. GTA has committed to conducting a sourcing assessment. Based on the results of the
assessment, decisions will be made in the best interests of the state.

If GTA decides to outsource its IT services, will they be outsourced to a single
vendor?

We will conduct the sourcing assessment as a single activity. How we source a particular
service will be determined as part of the assessment.
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Several processes are not functioning well today. How will the assessment
address those problems?

Work on them is not stopping while we conduct the sourcing assessment. Other GTA
workgroups are addressing internal processes.

Are there any GTA IT functions that are not being considered in the assessment?

The sourcing assessment will look at all functions defined as IT Infrastructure services and
specific support functions. Other functions will not be examined by the sourcing
assessment.

Does the TPI team have experience with any other states?

TPI is an industry leader to corporations and public-sector entitles worldwide. Most of the
team members assigned to the Georgia sourcing assessment worked on the Texas data
services initiative, including the project director, who also worked in the state of New South
Wales, Australia. Other TPI staff available to the team have worked on IT sourcing projects
in Pennsylvania, San Diego and Texas.

Will you take into account communities of interest among agencies and planning
strategies already under discussion?

Yes, TPI will follow leads and be flexible about avenues to important qualitative information.
Most agencies recently submitted a data collection document; must we do this
again?

Any past surveys that your agency has filled out could well contribute data to the

assessment. It will be up to each agency to use only information that they can re-certify as
current and accurate.

How are you going to compare one agency to another on service levels and match
it to cost?

The comparison will be against other comparable organizations in the market, not to
another agency. TPI will plot service levels, and the comparison is an indication of cost
competitiveness in the open marketplace.

How is the IT assessment different from or related to the Hackett study?

A primary way this assessment will be different is that each agency will receive a report that
provides valuable information about its IT infrastructure services and operations.
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If applications are out-of-scope for this assessment, why does the assessment
include questions about applications?

This assessment looks at applications to understand business drivers, priorities, criticalities
and platforms they run on in order to understand the infrastructure needs. Beyond that, it
is not an in-depth look at applications.

How will training and support issues be handled? How will agency assessment
teams communicate with the GTA/TPI assessment team?

Processes and support for the agency assessment teams were described in training sessions
for participating agencies. There will be a multi-mode support structure in place that
provides for some self-help, online communications via email and SharePoint, educational
sessions throughout the data-gathering process, check-point meetings to gauge progress,
and in-person interviews and meetings to discuss findings and answer questions. The key
contact for the entire project will be your GTA account manager. They will be provided with
frequent updates on the project and will be the primary contact for participating agencies
with the rest of the GTA assessment team.

Is this going to be an apples to apples comparison?

Yes, because IT operations will be compared to similar operations in the marketplace.
What if a major project going on right now in an agency? For example, a project
to be completed at the end of November that will reduce servers markedly.

We would capture as much of the current information as possible while being consistent so
that financial and IT data will complement each other. The comment section of the data-
gathering forms and interviews will supply additional information.

Will we record vacant positions on the data-collection forms?

We will look at vacant positions. Placing them in the correct places (or spreading them
across the correct towers) will be of concern.

Are we looking for fund sources on what we’re asking for?

Yes. It's close to the IT Expenditures Report. We have an expert on federal funding and
charge-backs. He will spend time with agencies on compliance with federal requirements.
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