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OIT 0987-88
19 OCT 1988

MEMORANDUM FOR: Executive Assistant to the DDA

FROM: Edward J. Maloney
Director of Information Technology

SUBJECT: Transactional Cost Task Force Report

1. Attached is the Office of Information Technology report on the status
of those transactional cost issues scheduled for the August-October 1988 time
period. As you know, several of the issues are related to improving customer
service. OIT has been working hard to improve in this area and we believe
that this effort is beginning to show positive results.

2. We have had to request an extension on the development of an on-line
telephone directory. As we describe in our response, this is a thorny problem
whose resolution will require further study. We believe we can develop a
definitive proposal by the January time period.

3. 1If you have any questions on the attached OIT responses, please
contact me or the OIT representative to the Transactional Cost Task Force,

STAT
STAT
Attachment:
As Stated
25X1
STAT
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|
| __Transactional Cost Task Force: OIT Issues_

_{IME FRAME FOR COMPLETION

INFORMATION TECHNOLOGY
~ Review the organizational placement ocC

4 - (0IT) and staffing (OC) of the
Communications Branch at NPIC. ‘(Has
led to confusion over Branch ,
responsibility and poor management,
staffing, and performance.)

X Y 4
March complete

- Improve the timeliness of services; e.g., X
getting telephones and computer lines and
equipment installed, removed, repaired
and/or relocated. Look at simplifying
procedures for getting work requests to
the appropriate office and effected.

- Develop a tracking system for ADP and X
telephone requests so that offices may
receive a status report on work orders.

X

- Improve the prioritization of requests for
data and voice services within each
directorate.

Suggestion: Automate telephone work
orders. .
Contract work differently.
- Reduce the number of coordination points, ' X

within OIT for.a standard and nonstandard
ALP orocurement.

S:1ggestion: Vest responsibility in one
OIT element (as opposed to six).

ra .
- ALtonate or modify forms for use on word
processors. Explore on-line coordination.

4
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ISSUE

INFORMATION TECHNCLOGY

’

- Focus on identifying individuals or
components having full responsibility
for a project and assign adequate
authorities to improve coordipation.

- Continue automation efforts
(FARs, STARS, ELECTAS, Travel
Aivcmation, Commercial Logistics
Apolication System, etc.)

- Have the Agency phone book put on-line
with updating by components as changes
occur.

.

%
Extension from Aug-Oct requested

o
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Transactional Cost Task Force

-B¥T>ISSUE: Improve the timeliness of services; e.g., getting telephones and
computer lines and equipment installed, removed, repaired and/or relocated.
Look at simplifying procedures for getting work requests to the appropriate
office and effected. Suggestion: Automate telephone work orders. Contract
work differently. =. T

Oletiino ) Stalicg
Ll /o1

Several initiatives have either taken place or are under way that address
the problem of timeliness of services:

o Effective in September, OIT was reorganized and the Network Services
Group was formed. out-of-the-eld-Customer—Services- Group;-- the Communications
Engineering-Division~ and-Domestic-Field- Division—(the-latter-two-~units-were
previously located™in——the--old—Engineering Group and "Operations-—Group,
respectively). Communications: Engineering-Division-has-the responsibility -for
the Headquarters Area communications upgrade--(including the PBX installations
at-the—Headquarters-complex- and Reston); Domestic-Field~ ‘Division-has—the
-responsibility for voice/data services outsidqé%£pg”Washington3"~~D.C;-*aréa.
Network-Services-Group,- -as-the-new-name-implies,. A now has the full management
responsibility for network services, including installations, relocations, and
changes, irrespective of 1location or technology. The resulting streamlined

coordination should improve the timeliness and quality of customer service.
-(*GfNSGVOIT—T

0 Alsog, effective in September, OIT formed the Requirements and Plans

, Staff (RPS) ~reporting-to-the-Director—of>Information~Technology.---This=staff
vAt'serves as a focal point for the handling 0£M§%1 non-routine service requests.
RPS will work with OIT components to ensuré's timely, coordinated preliminary
responses to service requests are developed. In addition, RPS will track
service requests through to completion, providing customers status reports on

a periodic basis. Q—G%RPS%@TT#

o OIT is in the process of streamlining procedures for managing voice and
data service requests. _JThis-streamlining involves._the--modification—of
Xexisting on-line databases and the automation of the Form 4340 which is used<

25X1

25X1

to request voice/data services. Jhe automated Form 4340 is in the fin Za

|stages of testing. Pilot projects were éstablished in selected DO offices and

fin DI/OIR. This testing 1is expected to be complete by the time the new OIT
supported workstatioq;&lntel 3012) is routinely available to all Agency
components, early ealéndar 1989. An Agency-wide phased implementation will |
follow. The target date for Agency-wide use of the form is the end of FY 1989. /
When fully implemented, these steps will result in a more timely and efficient

| processing and management of data and voice requests. Customers will be able f

l to 1) ensure that their requests have been filled out properly, avoiding costly !
corrective action; 2) track their requests through their own component and

- directorate management chain to OIT; 3)0M;receive an acknowledgement by OIT
‘indicating OIT has accepted the request;” 4) use-the-project-number—on the
acknewledgement=be query OIT on project status. (GiT*maintains_pnoject-status’ﬂ__B
-using the——on~line-databases—referred- to- - above).” ~The—focal-noint for—this
+aetivity-is—Installations-Divisien,-Network-Services-Group-

25X1

Fl’ry’%w/MLU— Lo aAddicsvedo s e pax’ ¢¢d-&:b cas e Z/v-dm?q,,\«. 0,;, 4,)
\ o 7
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o OIT is beginning the phased implementation of a new Service Desk
procedure. Through the use of new technology, Voice Mail Exchange (VMX),
customers with maintenance problems will be able to key in via their secure
telephone the nature of-- the-problem. - This will. put:them:directly:in:contact
with an OIT. .maintenance-teehnician who is:-a-specialist in-the~ problem-area..
It.is believed ‘that..through:discussions with a-trained-technician-up-to-50% -of-
the actual service-uisits.—to :the customer -area will be-eliminated. This will
result “Inmuch more efficient and timely customer service. Agency-wide
implementation of VMX should be complete by February 1989.

o In an effort to improve service associated with the integrated
voice/data PBX, language in the O&M vendor's (Contel) statement of work has '
been revised to reflect the importance of timeliness of service. An_eﬁﬁeptmwas-4ﬂ5 Aﬁéﬂw
nade—to-revise—the—contract—to—refleet—an—award—-fee - structure "‘keyed---to
timelineéss But—this-negotiation-was—not—successfuls

0 As our PBX program comes to 1its conclusion with the occupancy of the
New Headquarters Building, almost all available office space in the
Headquarters and existing Reston complexes will have been pre-wired. This
should greatly expedite relocations and changes to existing data/voice
services.

o] The new workstation contract with International Technology Corporation
for the ITC 301Z personal computer should shortly be ceming—-inte effectur. This
contract provides for the timely delivery (30 days or less) of workstation
orders by ITC. In addition, OIT acquisition and installation support will be
geared to routinely handle the known set of ITC products under contract. We,
therefore, expect to see improvements in timeliness throughout the workstation
support lifecycle.

“In-addition-teo-—improving-the-availability-of-—0IT-information-processing
servicesTimproving the timeliness~of-0IT-servicesis~a ¢ritical—priority for
FY 89 and beyond. OIT will ¢o ¢ontinue--to-tune-its—organiZational structure and
investigate“new'maﬁagément*andmtechnology“toois*w1th-theseweverriding*goaiSwin
mind.
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Transactional Cost Task Fofce

ggf ISSUE: Develop a tracking system for ADP and telephone requests so that
‘offices. may_recelve a status report on work orders.

Acrm\.lsmw_s . L e

OIT is in the process of‘streamlining ‘procedures for- managing voice and
data service requests. This streamlining involves the modification of
existing on-line databases and the automation of the Form 4340 which is used
to request voice/data services. Tquggpomated Form 4340 is in the final
stages of testing. Pilot projects were established in selected DO offices
and in DI/OIR. This testing is expected to be complete by the time the new
OIT supported workstatlon Intel 301Z) is routinely available to all Agency

.-components, early“calenda 1989. An Agency-wide phased implementation will
follow. The target date for Agency-wide use of the form is the end of FY
1989. When fully implemented, these steps will result in a more timely and
efficient processing and management of data and voice requests. Customers
will be able to 1) ensure that their requests have been filled out properly,
avoiding costly corrective action; 2) track their requests through their own
component and directorate management chain to OIT; 3) receive an
acknowledgement by OIT indicating OIT has accepted the request;”4) use—the
ppejee%—numben_en~bhe~acknowiedgemen%wbo query OIT on project status. (OFT—
maintains~pro ject Status—using-the-on-line-databases- referred~to-above,)..—The___
fecal*pdTnE”TEF"fhf“”“btrvfty“is”Tnstailatfﬁn 5“Division, NetworK Services 1

CONFIDENTIAL

— Declassified in Part - Sanitized Copy Approved for Release 2013/09/10 : CIA-RDP90M01364R000800340011-1 ———



Declassified in Part - Sanitized Copy Approved for Release 2013/09/10 : CIA-RDP90M01364R000800340011-1

o - : CONFIDENTIAL
|

Transactional Cost Task Force

"/OFT ISSUE: Improve the prioritization of requests for data and voice services
~.within each.directorate-.. S

Ackion Jsrsdue

“.- This issue:was originally submitted by OIT. -Since-then;-each directorate
and the DCI area have identified individuals to serve as points of contact for
requests for OIT services. These individuals will be responsible for working
with OIT to establish work priorities within their respective directorates.

The points of contact for routine maintenance and repair (such as
workstation and telephone installation), support to the New Headquarters
‘ Building relocations and the Original Headquarters Building backfill are:

o Dexr Ave
} «G-flf*i'ce-*of::t:he—Dni-neégér STAT

DA
Directorate—of-Administration.

Wi
Dipeeberaﬁevoélinteifigénﬁé

T DO
Directorate—-of-Operations

/

DT
Directorate of ~Science-and- Technology
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The points of contact for all other requests for OIT services, including
major new requirements, are:

DCI Area STAT

DA
Birectorate—of--Administration

go
Directorate of Intelligence

. S0
Direetorate—of-Operations

3;53/11
Directorate™of “Science—&-Technology
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Transactional Costs ‘Task Force

0#T ISSUE: Focus on identifying individuals or components having full
responsibility. for a project and assign adequate authorities to improve
coordination. :

Achin SRS B
OIT has significantly improved the focus of responsibilities within the
office; moreover, a much greater effort is being made in publicizing

information on component responsibilities and points-of-contacts.Management
improvements in OIT include:

o The establishment of the Network Services Group (NSG) in September
1988. This new Group is responsible for providing all data and voice
communication services to OIT customers. The Greup~was—fermed—from-the old
Cugbomep—Servine"GrUup“aﬁgﬂéﬁf@ﬁ“by~thew90mes@gngiéTd“DTvT§T6ﬁ”§nﬁ“the
Communications~Efngineering~Division+—This-merger puts, in effect, all network
- responsibilities under a single manager. {C/NSG/OIT may be reached-on X-.

25X1

o The establishment of the Requirements and Plans Staff (RPS) within the
Office of the Director of Information Technology aiso in September 1988. - RPS
is responsible for tasking and tracking all customer requirements other than
those for routine equipment maintenance and installation/relocation. RPS is
‘tasked to act as a focal point for all non-routing reguests and in addition to
marshalling and coordinating OIT resources wiliﬁprovide customers with the
name of the specific OIT project officer assigned to manage the OIT efforts
supporting the requirement. {C/RPSi

' ”3 Bereags i s '

o The merger of the three OIT information security-related components
into a single division, Technical Security Division.within-Management~Services
Eéroupr The basic operational responsibilities of computer security

(COMPUSEC), communications security (COMSEC), and the policy develoiment

25X1

responsibility now all report to a single manager; £C/TSD/MSG, +~This 25X1
should significantly improve coordination in the information security arena.

o The establishment of singleApoints-of—contact at the deputy group chief
level for all routine New Headquarters Building (NHB) voice/data activities

(DC/COG/01T; iginal Headquarters Building activities 25X1
(DC/TS/NSG/OIT; and Reston activities (DC/ESG/OIT; . This 25X14
is designed to ensure that moves and relocations in the respe ities

receive the appropriate priority and coordinated OIT effort.

o The computer maintenance organization (E/Maintenance~Managenent
Division7NSG70IT35] = |has implemented a system in which resolution of 25X1
trouble calls will be the responsibility of the individual or area in the
division which gets the call, regardless of the involvement of other
components. In addition, a procedure has been established whereby the longer
a trouble call remains unresolved, the higher the management level to which
reporting on the problem is done.

CONFIDENTIAL
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o OIT has identified points-of-contact within DA offices having
automation projects of interest to other Agency offices. These
points-of-contact will be a place to start for queries about a particular
project being supported by OIT personnel but under the auspices of other DA
offices. ffAddress inquiries to C/Corporate Systems Development Division,

o OIT has a 1 January target date for a complete revision and

simplification of | ADP Management. This revision

will emphasize a single point-of-contact for Aeency-wide coordination on ADP--
procurement requests. {(G/MSD/MSG/QIT

o In May 1988, OIT published an Organizational Directory and Services

Guide which provides-a description of office mission and functions by

component and two telephone listing documents: one for OIT components; the
other for points-of-contact by service offering. Because of the dynamic nature
of this type of information, the guide is currently under revision with a new
publication date of mid-December. {The guide is available from the OIT

Technical Library, T

OIT is making a significant effort to better focus responsibility,
provide adequate authorities to deliver the services, and publicize these
focal point officers and components. This is, of course, a continuing process
that will see additional emphasis in FY 89 as new services are initiated and
new organizational and management approaches to the delivery of traditional
services are developed and &ried.

BN o

N
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Transactlonal Cost Task Force i o

LHH”Issue. Continue automatlon efforts (BARS, STARS, ELECTAS, Travel
Automation, Commercial Loglstics Appllcatlon System etc )

'Pr'e)(rf: 6% CoviAinaies

Attached amssa-sxaxusmmepoﬁt on the mang syigems that are ?elng developed V”'
as part of the OIT Corporate Data Program g 5f°c mand. KSCLDAArt ke,

?hese systenms are: iq%:$”“u;vzxuub d&vthgiiL *; 2S;E%ﬁhﬂ &&L*tf'P pos

Budget and Accounting Resources System (BARS)) tustovien . OV,

Commercial Logistics Application System (CLAS); twslener: ol .

Corporate Data Personnel System (CDPerS); tuatirves: 6P

Federal Automated Requisitioning System (FARS) Lwalinen | oL .

Federal Employee Retirement System (FERS); O%&Ewwv oP.

General On-line Service History (GOSH)) 0uq§nwmf ol

Integrated Applicant Processing System (IAPS); custsmen: DR.

Insurance, Claims, Accounting, Reportlng and Enrollments

Systen (ICARE)) tushnun;oP
Locator Information for Employees (LIFE)) Cuj}bh%( l)P
Medical Information Diagnosis and Artificial Intelligence
System (MIDAS); cushimuy: oms,
Payroll Automated Inquiry Database System (PAIDS); tustmer: 0F
Training and Education Automated Management System (TEAMS) custiney ! oTE .
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