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About Computer Aid, Inc. (CAI)

 CAlis a global IT outsourcing firm currently managing active
engagements with over 100 Fortune 1,000 companies and government
agencies around the world.

— Best Practices leader for application support and development.

— Focuses on practical implementations that track and measure software
activities.

— Consistently delivers double digit productivity in its outsourcing
engagements.

« CAIl makes all of this possible through the use of:
- Standard processes
- Management by metrics
- SLA compliance management
- Detailed cost, resource, and time tracking
- Standard estimation
- A unigue, metrics based methodology

- Proprietary, real time data repository and management system
(TRACER®).
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A Time for Change

Growing Budget Pressure Aging Work Force

Need to Complete Major Projects New CIO

IT Skills Imbalances Performance Based Budgeting

New Administration

“Permanent” Contractor Staff

Dissatisfied Clients

Transparency of Government

Application Backlogs

Close the Digital Divide

Excessive Contracting

Civil Service Structure
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Performance Based Budgeting
— Definition
— Cascade Performance Budgeting

— Need for Measurement

Computer Aid, Inc.




& gUc

techno.ogy conference Computer Aid, Inc.

Performance Based Budgeting (PBB)

e Ties Budgets to Strategic Goals through the
Activities that Implement the Objectives within
the Strategy

e John Mercer (Cascade™) “Father of Government
Performance and Results Act (GPRA)”
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Performance Based Budgeting (PBB)
..Is coming to New York State

Governor Spitzer's 2007 Executive Budget:

New York State Education Department

Supported a move to a budgetary formula based on
performance of students and schools.

Transportation Department

Recommended implementing industry-wide performance
measures for allocating budgets and distributing state operating
assistance based on performance measures

The Office of Children and Family Services

Required local social services organizations to develop
contracts that are performance-based to reduce the number
of foster care placements and length of stays.

Economic Development:

Restructured the Aid For Distressed Municipalities (AIM)
program to target $50M in annual performance based
Increases to distressed municipalities.
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Performance Based Budgeting

 “PBB sets a goal, or a set of goals, to which
monies are “connected”. From these goals,
specific objectives are delineated and funds are
then subdivided among them.”

Goal . Goal @ ! Goal

T~ T

Objective Objective
$ $

K. Carter,The Performance Budget Revisited: A Report on State Budget Reform - Legislative Finance,Paper #91,

10 Denver, National Conference of State Legislatures, pp. 2-3
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Performance Based Budgeting

 “PBB sets a goal, or a set of goals, to which
monies are “connected”. From these goals,
specific objectives are delineated and funds are
then subdivided among them.”

 Newer Way of Budgeting....

— “... Away to allocate resources to achieve
specific objectives based on program goals and
measured results.”

— The entire planning and budgeting framework is
result oriented.

— Objectives and activities to achieve these
objectives form the foundation of the overall
process.

K. Carter,The Performance Budget Revisited: A Report on State Budget Reform - Legislative Finance,Paper #91,

11 Denver, National Conference of State Legislatures, pp. 2-3



A

7

government techno.ogy conference Computer Aid, Inc.

[

Cascade™ Performance Budgeting

“A systematic approach for developing effective
performance budgets at government agencies.”

o “It ... Instills real performance-related transparency
Into the budget by:

1) clearly linking day-to-day activities with the long-term
goals of the agency, and

2) ldentifying the full cost and the unit cost of the
activities, as well as the costs associated with achieving
the various goals, objectives and the other performance
measures that follow the activities.”

* Integrates Budget and Performance Information

« Transforms Funding to Task Related (outputs) from
Resource Related (inputs)

Cascade Performance Budgeting, John Mercer, 2003
12
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Performance Based Budgeting Definition

Departmental
Mission

Departme Departmental
Strategic PI Strategic Budget
Bureat Bureau

Strategic Plan Strategic Budget
fmm——- \_\_‘:A ________ ) . \
i Office 2 ‘ Office
' Strategic Plan « \Strategic Budget
"""""" e ~.

Program i
Strategic Plan 1

Program
tegic Budget

nager’s
nce Budget

Day-to-Day
Activities

Cascade Performance Budgeting, John Mercer, 2003
13
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The Basic PBB Hierarchy

Mission

Strategies Plan Goals

Strategic Obj

Strategic
Annual

ectives
Performance Goals

Performance Goals

Performance Indicators

Performance Measures

14

Activities
$$%

Computer Aid, Inc.
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Cascade™ Performance Budgeting

o Strategic Goal 4.- Provide software application systems
required to meet the Department’s missions efficiently
and effectively.

— Strategic Objective 4.1 — Assure the compliance of
production application software in a timely and efficient
manner.

« Strategic Performance Goal 4.1.3 — Reduce Software
System support costs by 30 % by FY 2012

— FY 2008 Annual Performance Goal 4.1.3.1 — Reduce
Software support costs by 8 % from FY 2007 baseline.

» Performance Indicator 4.1.3.1-Pl.a — First Call closure
rate

» Performance Indicator 4.1.3.1-Pl.b — Percent of
Incident Repair Implementation Failures

» Performance Indicator 4.1.3.1-Pl.c — Work Request
Rework Percentage

15 Cascade Performance Budgeting, John Mercer, 2003
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Cascade™ Performance Budgeting

« Performance Indicator 4.1.3.1-Pl.a — First Call closure rate
improvement of 10%

 Performance Indicator 4.1.3.1-Pl.b — Reduce Percent of Incident
Repair Implementation Failures by 25%

 Performance Indicator 4.1.3.1-Pl.c — Reduce Work Request
Rework Rate by 30%

¢ Program Measure 4.1.3.1-PM.a — Support Calls Count
¢ Program Measure 4.1.3.1-PM.b — First Call Closures

¢ Program Measure 4.1.3.1-PM.d — Incident Count By Application
By Month

¢ Program Measure 4.1.3.1-PM.d — Reduce Implementation
Failures by 25%

¢ Program Measure 4.1.3.1-PM.c — Reduce Work Request
Rework Rate by 30%

Activities:
» Resolve 48 Incidents
» Handle 150 Support Calls
= Complete 108 Work Requests

Cascade Performance Budgeting, John Mercer, 2003
16
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Performance Based Budgeting
‘ H@OTP%@F@@ potaslaeceaHytses three

eleme

— the result (final outcome)

— the strategy (different ways to achieve the final
outcome)

— activity/outputs (what Is actually done to
achieving the final outcome)

» A connection exists between the rationales for
specific activities and the end results.

 Makes evident which activities are cost-
effective in terms of achieving the desired result.

* A way to allocate resources for achieving certain
objectives.

K. Carter,The Performance Budget Revisited: A Report on State Budget Reform - Legislative Finance,Paper #91,
17 Denver, National Conference of State Legislatures, pp. 2-3
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A few Questions to Ponder

 What is Your Average New Development Cost
per Web Page?

 Which are the Most Error Prone Modules in your
Application Portfolio?

« What is your Applications Support Cost Trend By
Application/User/Technology?

 What is Your Average Cost per Support Call by
Team?

 What percent of Developer Time goes to Black
Market and Low Priority Activities?
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DATA

Dr. W. Edwards Deming 1900-1993, American Statistician
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OPTIMIZATION

Streamline
Processes

CONTROL

Implement
Standard
Processes

Capability Level

VISIBILITY

Understand
What is
Happening

Cumulative timeline

23
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Visibility

e Gain Insight into People, Processes and
Productivity

o Capture Performance Metrics; Baseline,
Operational and Systemic

— Unit Costs

— Activity Costs

— Productivity Levels

— Customer Satisfaction Levels

e “Shine a Light” on What is Being Done By Whom
and How
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CONTROL
rd

Implement Standa

Control o

Cumulative timeline

 Ensure That Performance Meets Customer
Expectations (and React Quickly and Effectively
To Variation )

* Implement Standard Processes

* Produce Meaningful Process and Product
Management Metrics

 Ensure the Effectiveness of Management
Controls
— Planning and Estimating
— Track Actuals versus Estimates
 Provide a Stable Platform for Process

Improvement Experiments and Improvement
Deployment
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Optimization

 Enable Experimentation and Continuous
Improvement

 ldentify Efficiency Improvement Opportunities
— Do Things Better

 |dentify Effectiveness Improvement Opportunities
— Do More of the Right Things/Less of the Wrong

26
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What Is Software Process?

Software Process —
— a set of
e activities,
 methods,

e practices and
e transformations

— that people employ to Develop and Maintain
Software and associated products.

- Mark Paulk, et al., The Capability Maturity Model, SEI

29
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What Is “Process” ?

Input(s] .| Activity Activity Activity —>Output(s)

e Series of Related Activities
e Usually Produces one or more Deliverable (output)
 Well Defined Entrance and Exit Criteria

30
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What Is “Process”?
Input-Control-Output-Mechanism
(ICOM) Diagram

Controls constrain and direct activities

e.g. plans, specifications, standards
Each Box Represents an

activity or sub-process P Each Arrow shows the
M\m movement of one or more
/ items

T Mechanisms are the physical

Inputs are transformed - aspects Olf the aCr;[_IVIty .
into Outputs ¢@ e.g. people, machines, tools

National Institute of Standards and Technology (NIST)
released IDEF@ FIPS Publication 183. December 1993

31
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The Value Chain

Value-Add Processes

Inbound Oper- Outbound Marketing Services
Logistics ations Logistics & Sales

Human Resources

Firm Infrastructure

Technology Development

Procurement

Support Processes

Source: Michael Porter, Harvard Business School, 1980
32
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Software Process Value Chain

Development Process — (SDLC)

P ey o) v PO

Project Management
Change Management
Issue Management
Quality Management

Methodology

S9SS890.1d
1oddns

Computer Aid, Inc.
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Specific Value Chain Processes Depend on
Situation

Determine objectives, Evaluste altematives.
altamatives identify, resohse risks

; [ mp [ Phases
CU”S“V__T:MME —“‘,‘\\ Development Disciplines [ e e e i e
" Busness Modeing i
Risk analpsis prasie ; i
m%{?iga& g..g,:: p\:.“:; i i .
lanalysic Proto- tota- & B
/ / roto- " type INIPE e
tvpe 2 Dploymant
REVIEW \\ \ Support Disciplioes

Sinitaons | model Cerbgusbien snd Change Mgrmt
P iy Projeet Managemen -
Design \L"*‘ i E'Sr’;étéﬁ?’ /??.m’ e : —
|~ i iphations & 5 - i = H H o
Deve!upmarﬂ thqu'remen! deagn 3 b 1|k ] fsm o fcom 2] m ] v ] [ rmdeceen ] e 1] e 2]
Pleme ‘ vahdation Code = - . Iterations
Inkegrahi—— S ..U » = = = -
“m__and test Dlan Vag' N " Unik test, Enterprise Busness Modeing | s —t}
Test Plannexd phase ———— hrenihicahon I"‘L"?"-‘W Develop, verify Poseis Maraguerart | @ sl i o 4 r
Service A.;"}?ﬂ”'m next-evel product Ercerprise Archiectirs | il
— Stratogc Aot | o
Ma]ntam LN:’;‘Q:::I:?;::‘::‘ =__. - L_ _ .
) [——

Waterfall
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Why Is Standard Process Important?

Enables ...

 Realization of Methodology Benefits

— Repeatable (Consistent, Reliable, Predictable)
Execution

— Common Language to Communicate Activity,
Status, Issues

36
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Why Is Standard Process Important?

Enables ...
» Realization of Methodology Benefits

e Quality Plans and Improvement Strategies

— Discrete Units of Work for Performance
Specification and Impact Assessment

— Defined Quality Control Activities that
Implement Quality Assurance Strategy

— Meaningful Process Metrics

37
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Why Is Standard Process Important?

Enables ...
» Realization of Methodology Benefits
« Quality Plans and Improvement Strategies

 Tool Usage Benefit Maximization

— Deployment of Tool Across Organization
— Feedback/Tuning Experience

38
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Why Is Standard Process Important?

Enables ...
» Realization of Methodology Benefits

« Quality Plans and Improvement Strategies
» Tool Usage Benefit Maximization

e Successful Partnering

— Common Language
— Clear Interaction Process
— Across intra- or inter-agency boundaries

39
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Why Metrics Are Important

e Define and Track Progress Business Goals

* View Support Costs by Application and by
Attributes

 Enable Budgeting and Capacity Planning

e Conduct Periodic Customer Reviews
— Based on Facts

41
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What to Capture

Rework

« Experimentation & Prototyping are Not Rework
* Inspect Every Deliverable Before Declaring it Complete
 Get Right the First Time!

Nothing Will Provide
A More Significant

Improvement in Productivity
Than Improved Quality
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Very Little New News Here

There is general agreement among practitioners
that Standard Process and Managing with
Metrics need to occur, but they haven't.

Why?

— Hard to Get Started

— Hard to Achieve Consistency

— Hard to Avoid Entropy

— Hard to Institutionalize

We need help to ease the effort —

The Answer - Automation
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How to Get People to Follow Standard Processes

Threaten Them

Incent Them

— Make Job Easier
Through
Automation




Transforming IT

Management
Where to Start
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Where to Start?

Value Adding Services

e Application Development
 [nfrastructure Services & Help Des
Enabling Processes

 Knowledge Acquisition

* Resource Acquisition

Computer Aid, Inc.
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Why Focus on Maintenance and Support?

e Largest Part of Software Budget -
— 50-80% of Software Management Budgets

 Most Critical Software Work -
— 100% of the Software Supporting Business Operations

« Compared to New Development
— Easier
— Faster Return on Investment
— Benefits are Recurring

) Software
udge .
6580 and Support Business
.......................................... 100%

48
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What's Possible?

Software maintenance productivity can

Improve at rates of 10% to 40% PER
YEAR

- Capers Jones, Calculating the Value of PI

Al

Computer Aid, Inc.
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Team Performance Variation

“Productivity of the 90t"
percentile teams is four
times higher than that
of the 15" percentile
teams”

Source: Barry Boehm. Software Engineering
Economics. Englewood Cliffs, NJ: Prentice
Hall

Productivity

Performance Quartiles

I Leverage Best
Practices

I Leverage Best
People

| Proper Oversight
and Control

I Leverage Lessons
Learned

Al

Computer Aid, Inc.
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CAl Experience with Productivity
Improvement

Life of Engagement Productivity Improvement

Electronics Mfg

Health Insurer

FPersonal Care Products Mfg
Food Mfg

Chemical Mfg

Health Insurer

Medical Products Mfg
Fharmaceutical

Medical Froducts Mfg

0% 20% 40% 60% 80% 100% 120%

52



Transforming IT

Management
Starting with
Application Support
Automation

(Al

Computer Aid, Inc.




54

Best Practices in High Performance
Organizations

e Standard Process
« Management with Metrics
e Process Automation
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Best Practices in High Performance
Organizations

e Standard Process
« Management with Metrics
e Process Automation

Al
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The Maintenance Process

Incident Handling

Roaciv

Call Support
Reactive | Corrective | Consultative

Work Requests

Roaciv
roactive [ZTY

Adaptive

Perfective

56
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Key Process Areas Mapped
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Work Request Process Mapped

22 T‘:’T:ci?:n I_53 Print Time I_ > Time Entry 55 Print Weekly
= g .- Sheets e m——— srmermme—er—ie—es Time Audit Tt reme=sy

4 Preliminary 15 . 20 36 40
Estimate ARSI Documentation
v 6 v

5 Identify User Group 21
Resources Meeting

v

8
Customer Sat.
Feedback Form

49 Print Customer Sal.I

1
WR Received

2

Development Implementation

User
Approval

Feedback Form

v

WR Log-In
Tracking

Identify 37 production I 41

Resources Notification

3 6 Create WR 17 Update WR Final Estimate 38 Application 42 Pproduction 50 User Returns Cust.
Acknowledge Estimate Task Priority Bulletin Move Request sat. Feedback Form
WR Receipt *
assignest. | 18] printwr 23 update WR Final 39 Application I 431 Wiove 51 Log In
Resources Status Report ESliEi e Documentation Source/Object Feedback I
8 Define 19 pistribute WR 24 Assign Develop 44 Program
Requirements Report Resource Turnover
[rrmr e ey .5
v H . . Monitor
9 " 32 \Work Request 251wR Design & 34 ok Request Production
Determine Scope Change Specification Issue Form
Solutions T T
. 46 Close WR

33 Update WR 26 P 35 Update WR (Checklist Rev.)
10 Scope Change SPEEiEEE Issue Tracking
Develop QC
47 Update WR
Close. Date

Project Plan

27" bpB Change
Request

1 Function -Point
Analysis

28 CodelUnit

Testing Work Request Process Flow
Create WR Legend
Tasks/Estimate Program QC
— | ain process |
3 Main Process
WR Estimate & 30 Update WR
Notify Memo 0] MPL_Date

Manual Process

P02

Automated Process
Function

31 Gser Accept I
14 Estimate SeTlrestc(clnestz)nce
Approval e T T T T e
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Process Management
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Reference: WR200600036 - T2 Setup/Install Job Aid Prototypes

SUPPORT

PCM~ Process Driver -

Time Entry  Administration -

Reporting ~

B DASHEOARD

LOG OFF ® HELFP

Standard Process Tasks,
Knowledge Management

= Steps ! 1]

59

.|_ __i_ CAl Doc/OLH Data Capture |— - i
= N
B rvereceiea | SECTION1 WORK REQUEST (WR) &
| M | A,J | 11 Creste DocioLH Request | | PROCESS
.|_ J.j |2 Estimating | |
=1 ) — ) r The following is & detailed description of the process used to complete a
| M| |3"’| <l Cheate ESNMENnG THsl ST RebaLEe | Work Request in a Managed Maintenance engagement. This section defines
| | | |ij| 2.2 Creste Estimatestidd Units r| = the Wark Reguest characteristics of each process function within the Work
Reguest Process Flow (P02).
| hd | | 'j | 2.3 Estimate Approval (Summary) r|
.| |_' 3 Final Estimate r A Work Request (WRQ1) is a document that communicates user =
o =i : : — requiremnents for application technical support to the Support Team. The
|i|__!L Q1 hemilare I ERNAtEICIaN Tasks r . request may be for a new application, an enhancement, or a modification of
M | |4 3.2 Azsign Development Resources (Task) r ye}{istkﬁunctinn within the supported applications.
— i 1 -
!!_.._!.3.'_; 4 Test & Implementation — First, the Requester completes the Work Request form, obtains a signature
| 7| | |4/ | 41 Updste QCICMPL Dates (Summary) |/ of approval, and forwards the WH to the Team Leader. After recewing the
|F|__iT_ I I ropiect the Toopre | oonor oocinie e Wis vl E'equegt to the apprnpriate
-j | 4.2 User Acceptance Test Date (Summary) ;
- | . e number of working hours
| I | [ | 43 Production Relsase Date (Summary] PI’OCeSS TaS k TeXt . roup reviews and prioritizes 3
. . s (WWIF) Work Regquests.
1. Description of the Task 10 0] e
2. Who does What
. Done —
3. Supporting Documents
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Best Practices in High Performance
Organizations

e Standard Process
« Management with Metrics
e Process Automation
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Customer Satisfaction Management

i Place holder for the

Favorable trend on customer logo.

To Date: 120312000
Trend To Date: 0&/30/2000

customer satisfaction oo oy 1O St T
index

N Monday, January 26, 2004 3-45:02PM

N\

AN Team has improved

the customer

i satisfaction index

1 by 18.97 % during

the past 8 months
B Saisacton A S [em [ [ 4o [ 5% J:_EE“ Jif:ﬂ“ ’“220'? S/:V O";m "“:”” De:m

299

S o

3.07
27

3.15
5.42

3.23
8.13

331 [ 339 | STt

10.84 13.55 16.26 | 16.97

1 - Very Unsatisfactony 2 - Satisfied § - Excallznt

2 - Somewhat Satisfied 4 - Vary Satisfied
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Quality Management — Work Unit

PCM ~

Process Driver v

Time Entry  Administration ~

SUPFORT ® DASHEOARD LOG OFF ® HELP

Reporting ~

Reference: WR204500201 - T2 OLH Org Admin R2.2.3.0

24 Aszign Development Resources (Task)

in th

Quality Control Steps Embedded | ™
e Process

25WWR Design & Specification /

| 8| | &

26 Specification
DB Change Request

28 CodeiUnit Testing P4 )

29 Program Qi & Integ SSystem Test

= (==
e

| | 4/ | 30Update LImmary) |
| | E 1‘.} 314 Print User Acceptance Document I H:_:l |
| 1| | —%,J 318 Uszer Acceptance Test Date (Summary) I | |
D 1‘.} 32 Wiork Request Scope Change I E:l
114/ 33 Updste WR Scope Change I
] —‘j 34 Wtk Request lzsue Farm I F_:'
—-5} 33 Update Wi lssue Tracking I

.!_| .lj |36 Documentation

Click to launch the

] ) ) n
25 WR Design and Specification i~
After reviewing the Work Request requirements during Step 22 (Final
Estimate), the Development Analyst updates the original functional
specifications that were defined by the Estimating Analyst. A program
specification is created, if required. To ensure guality and consistent results

& Fovorites - | Go- | | Ci\Documents and SettingsiyoungbiLocal SettingshTemporary Inte »

q....---1---.---z---.---3---.---4---.---s---.---s---

Quality Control Checklist

Program

Work Request #

Program Description:

Farmliarize vourself with the nature and function of the program or change using the
spec, map layout, report layouts, job flow, etc.

Have a Code walkthrough with the Primary or Secondary Application Support Analyst

- and the Development Analyst:

The Development Analyst MUST be able to verify that the correct baseline code

Quality Control | —— T

Checklist

62

was used for the development, identify all code changes, and verify that no wiable
code was deleted.

The Develepment Analyst MUST be able to instruct on how to test the program.
The Dewvelopment Analyst must complete the Unit Test Checlklist.

The Development Analyst s modified version of the source MUST be in the
Development (WIP) Eepository.

Eeview the program for standards.
T al 1, 1 1 1. 11 1 1 A
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Quality Management -

Defect Management

Total Hours: 139.00

Data Error

Space Error
_|

Incident Breakdown by Type for Specified Period

Identify Incident Causes -
Data Errors: 34 Hours

Al

Computer Aid, Inc.

Lost Report

|

Incident Detail

Event Type:INF INNF
From Date:06/01/2000
CO:ABC Widget Company
Group By:CO
Priority:CR,HI.MD LW

Is

Status:CL
To Date:08/30/2002
MO:Support Team
Job Code:JABCWMM1IR1

Mondgy, Jamiary 26, 2004 1459 14PM

Status: Closed

Group by : CO: ABC Widget Company

MO: Suppart Team

Evemt Date Prd Aot Critical ~ Elapsed
Number Requester Mgr Pronity elpseq  App Uit Failure #Occurences Frs  Hrs Rework qpp Repd  Relv

IN200000127 Crawford, Joe Jones, Criical ~ 07M122000Financi FIND ~ Ondine Lost Report 1 100 100 =] 3 0:05
Ron als kL

IN20D000113 Duncan, Rose Jones, Medum 0825872000 Inverts Lost Report 1 450 450 042 748
Fan y

IN20D0000ES Duncan, Rose Jones, Criical 072472000 Inverte FINZ  Job Abort Database Emor  IN1234 1 400 400 10 203
Ren y 024 5

IN20D0000E8 Parker, Temy Jones, Low 072472000 invento FINZ  Job Abort Database Emor  IN1234 1 625 825 100 8:20
Ron y 034 5

IN20D0000E3 Crew, Nick Jones, Low 071282000 Invento FIN2  Job Abort IN1234 1 7D 75D 058 3807
Ron y 034 5

INDE2 Wilson, Jim Wayn Low 0622000 Crdar Data Emor 1 3400 3400 00 2813
e, Sue Proces

sing

IN20D000DES Crawford, Joe Jones, Medum  08M1120000mer (NvG  Ondine Emor 1 6.00 800 = 040 T.03

Soo

Drill Down into Root Causes —

Repeated Data Errors within the Order

Processing System

N
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Utilization Management — Work Attributes

» Work Attributes Enables -
—Customer Value Analysis

“actvites | SOt 1/ provided |\ €O
Call Support 3 K \ 6 K
Incidents 4 0K 5K
Work Requests 90 K / 46 K
Total 93 K / 57 K
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tilization Management — Work Attributes

 \Work Attributes Enables

%Llcatlon Replaga%%ﬁent ROI

%&% - . Mmﬁﬁﬁﬁﬁﬁx
%

ﬂﬁﬁﬁeﬁﬁ =
;simﬂm.mm . ﬂﬂ&ﬁkﬁeﬁﬁﬁﬁﬁﬁ .

P —

Program Revi

s

-
-

I
U
)
Q-
M
=g
O
S
D

<
~
< >
Q
S
o
Q
—
O
<
>
S
O
<
.

— Backlog Categorization & Va
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Productivity Management
Effectiveness Management

Work Trend Analysis Graph
Event Typa:CS,INF INMNF PR,RPJLWR
From Date:dsvD1/2008
Trand From Date:ISV01/2008
COcAll Selacted
Jobk

All Selechag
Codecall Selecizg

valug &dd EvantiR

Al

Computer Aid, Inc.

(Al

Comynrter Aid, Tne,

Tuasday, Sapramber 04, 2007 2 F 5080

Event Trends as a Percentage of Total Hours

Total Hours = 8,324.00 Hrs.

80%
09
09 P
-l Value Added % __/”/J-_ M
——ialue Add Trand e 7‘7 Ca—
Walue Add % Imp
M % i = = -
- C5 % 30%

10% \-——/—/"\ = \'\ S — R
0% = = =
ep-05 Coi-0E MNoy-06 Dec-05 J Feb-0 Mlar-07 Apr-07 Pelany-ir Jur-07 SUHT Aug-07
ded 35 51 5 &0 63 =] =] [
id Tre: 46 A5 L5 51 S5 =2 =] (3]
1 41 45
=

Drive out waste -

* Increase proportion of value added
 Prevent Incidents, support calls and corrective work requests

66
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Productivity Objective: More Time Focused
on Value Adding Activities

ANALYSIS OF PREVIOUS MONTH ANALYSIS OF PREVIOUS MONTH
HOURS HOURS
Admin, 47 Admin, 57
Work
Requests, 17
Call Support, Call Support,
102 113
Incidents, 104
/| mAdmin B Admin
Tl B Call Support
O Incidents O Incidents
Incidents, 229 E Work Requests E Work Requests
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Time Audit Summary Report RS DOMIES e i
" customer logo.
From Date: 06/01/2000 To Date: 08/2002000
CO: ABC Widget Company MO: Support Team
Job Code: JABCWHMIRT Application: Crder
Processing Manufacturing, Financials, Payrell, Inven
tory
Resource: Jones, Ron; Carter, Steve; Wayne, Sue; Small, eriod Selection: CAL

; ey 24, 2 1-10:2
Hathy; Parker, Temy; Wilson, Jim; Crawford, Jos; Adonday, January 26, 2004 1:10:23FPM

Operations, Computer; Duncan, Ross; Crew, Mick

Non Task Breakdown for Specified Period
Total Hours: 109.00

VACATION

Il HOUDAY 29.4%
B VACATION 706%
Total: 100.0%

Time Usage

w Time Audit Swmmary Report Page 10 af 11
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Best Practices in High Performance
Organizations

e Standard Process
« Management with Metrics
e Process Automation

Al

Computer Aid, Inc.
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Work Management (Dashboard)

SUFPFORT H DASHEOARD LOG OFF M HELF

PCM~ Process Driver~ Time Entry Administration~ Reporting ~

Dashboard | Azzignmentsssues [il
Bart's Aszignments (Assigned To=Young, Bart)
Reference Event Title Task Hame Sch Comp ETC Priority ActHrs % Hrs Cnsmed Days Rmn
\J U w4 BN RININL 3] 1T WO 1 CEURE0E U Uy VR\'H.CUL;LIUU‘H = CELMNELE = ¥YYUFE UZiUy L0 Fagu 10} Ly I.ua 1 M.‘g m
(=8I
'\) WR200500189 T2 Support Change Reguest Enh Draft 1 GC 02/08/2006 1.00 Lo o o 2 ma
OLHR2230 El
S WR200600037  Japanese vist and briefing 2.07 06 Trng Debrief - Process Demo 02/08/2006 . f
9 e Work Queue Events: m
) WR200600040  Highmark - Leadership Wkshgp - 2-09- On-site Wrap-up - Highmark b 02 2.0 f
9 He EeE Calls, Incidents, Work md
'\) WR2Z00600040  Highmark - Leadership Wkshp - 2-09- Pre-Trng &zzess - Highmar? b 020352006 20 Req u es tS ma
ag Leaderzhip Warkshop
'\) WRZ00600040  Highmark - Leadership YWhshgp - 2-09- Travel - Highmark b 0200902006 200 Loy 00 0o 3 ma
og Leaderzhip Warkshop
'\) WRZ00600040  Highmark - Leadership YWkshgp - 2-09- Trng Delivery - Highmark bk 0200902006  4.00 Loy 00 0o 3 ma
g Leaderzhip Warkshop
Highmark - Leadership YWkshgp - 2-09- Trng Prep Pack - Highmark b 020202006 2.00 Loy 00 0o 3 ma
g Leaderzhip Warkshop
Highmark - Leadership YWkshgp - 2-09- Trng Debrief - Highmark bkl 02M 002006  1.00 Loy 00 0o 4 ma
g Leaderzhip Warkshop
Highmark - Leadership YWhshgp - 2-09- Project Admin - Highmark st 02M 002006 1.50 Loy a0 253.00 4 ma
g Leaderzhip Woarkshop
Leszonz Learned Action tems &dd OLH Attachments taj\zﬂ 072006  3.00 Lowe .00 0o 4 i i | M
i - 420 AN
® -late N YT —r———— ——
List of operational events by ——

() -<=3days to complete scheduled completion date
@ ->3daystocomplete
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SUPPORT | HEOARD LOG OFF © HELP
PCM~ Process Oriver~ Time Entry  Administration~ Reporting -
Ti i
Resource: Young, Bart Wieek Of 04292006 Status: In Process Recall
Sun Mon Tue Wed Thu Fri Sat
0129 01730 0131 0201 0202 02103 0204 Total
Timesheet Totals 475 2.00 4.75 5.50 5.25 7.75 0.00 30,00
Task ; Direct 2l
Task
Labor Sun Mon Tue Wed Thu Fri Sat
Code 0129 0130 0431 0201 02002 02003 ozes C1-  Completed Lol
=IPD= Corporste Team i
[=l Event Chain ID on Event List Detail is defaulting incorrectly - IN200600020 =]
IN200600020 - Resolve - Mon-Faiure Incident PROG 0.00) U_DD; EI.I:II:IE 0.00| 0.0a 0.00 0.00 0.00 0.0a
=l Japanese visit and briefing 2.07 .06 - WR200600037
WR200600037 - Estimate - Work Request A, 0.00) 025 0.50| . |:|,5|:|' 0.00 0.00 0.00 0.00 1.25 @
Project Admin - Process Demo MMWIT2 PADM 0.00 0.25| 0.25: ' D.DDE 0.00 025 0.00 3.25. E] 0.7a &.
Pre-Trng Azsess - Process Dema MhT2 AN 0.0 0.00| 023 . D.Dlj 0.25 0.0o I:I.EIIII. 5.50 E] 050 @
Trng Prep Pack - Process Demo MWITZ . . . .
e bR as S '[I;aslk t é me, Vacat \I/(\)/ n SI’<IH OSLI days, Meetings etc.
Trng Support - Process Demao T2 al y u m m ary 1 ee y u m m ary
on-gite Wrap-up - Process Demo MWIT2 AN oool | 000 DIZIIZI ' IZI.IZIIZIE . ooo) | goo | 000 2.00 |:| .00
Trng Debrief - Process Demo MWMT2 A, 0.00) EI.I:II:If 0.00| . |:|,|:||:|: 0.00 0.00 0.00 1.00] E 0.oa [Z_
Total Task Hours 325 1.00 2.50 5.00 4.50 7.00 0.00 23.25
Save ] [ Cancel ] [ Apply ] [ Reset ] m—
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Estimation Management

@:Estimating Matrix Detail -- Web Page Dialog E

Tasks and Estimates

O Bazeline @Working

e mme e | TOT €ACH UNit of Work

MM Trng e CE [a

Full Dary |}l/ \ Reset Baseline

Training Delivery Type

Training Class Type®

Full Day ¥ Half Day*

Action %o Action User Entered Face to Face Web Cast

Project Admin £ 47 1 00
Pre-Trng Assess & |100 O ] i
Trng Prep Pack O] [100 i (& oo |
Trng Delivery G100 (] 3] 0 0
Trng Support (& |100 iG] O 0 1200
on-site Wrap-Lp & [100 (] O I 0
Trrng Debrist = [100 iy o oo 0
Data Anlys Cert 100 (@] & ) 300
Travel & 100 O (3] i i
Trng Customiz {100 ] 3] 0
Total 42.00 43.00

Sawve ] [ Cancel ] [ Apply ] [ Reset [——
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Issue Management

SUPFORT ®
PCM~ Process Driver~ Time Entry Administration~ Reporting~
Proce rive 1550 Ba
Event Reference: ﬁ]?::ﬁﬂﬂﬂ?ﬂl - Uprlate The Write Stuff DeS C r i p ti O n , SC h ed u I ed
lzzue Referepcg; ISl]ﬂlm'I - Chapter 3 dependent on WBT work CO m p | e'“ O n Dat e , AS S | g n ed
H - : - - - - - -
To, Classification, Severity,
lzzue Reference: 1S00001 ReS (9] | u t| on an d Stat us. rﬁl
Title*: Chapter 3.c-i.|.3_pendl|.=-,.|.'d o WET work Dates
Opened’; 01312006 |
Customer Reference: - i
) Zcheduled Complete: {0227 120065 ]B
Status': | Open [ 2 A
_] _ Resclved: | 2] i
Opened By | Malnar, Kstrina w -k‘ F
| |_l @ Clozed: {E‘
Assiogned To: | |1] @ &
Type": |Dv|pmt Constrai |l] R |
Claz=ification’: |Dv|prm Constrai |ll
Severity: |L0w |ll
asksUnits Affected [
ask Unit Description
anual - Check Chapter 3 current Check Chapter 3 current Check Chapter 3 current .ﬂ
[
[ Email ] [ Save ] [ Cancel ] [ Apply ] —
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Change (Scope) Management

SUFFORT ®W DASHEOARD LOG OFF ® HELF

PCM~ Process Driver~ Time Entry Administration~ Reporting -

Process Driver > Work Request > Scope Change List

Reference: WR2005001189 - T2 Support Change Request Enh OLH B2.2.3.0 Wigw: | Scope Chanoe |il
IScope Change List
lChange Humber Title Date Received Requester Reason For Change Hours
SCo00o Adding tasks based on the submitted 10/24/2005 Bricker, Jackie Actions Change 453.00 ?
estimate.

o000z Modifying estimates for tasks. This'WkR 114052005 Bricker, Jackie Complexity Chan -295.00 ?
weas split into two separate ones to

o003 Additional topic revizions idertified that 120552005 Bricker, Jackie Complexity Chan E4.00 ?
increaze the scope of thiz proje

[SC00o004 Acdd travel task for Helene 012352006 Skopek, Helene Acld Mewy Unit 7.00 t‘?

=Co0o0s Twvo reports added to releasze 2032006 Bricker, Jackie Date Change I:?

Change Request Lists that
lead to detail. (Complexity or
Date Changes)
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Automation Value

 Real-time Process Manager
— Common processes and terminology
— Standard defined processes = consistency
— Visibility to backlog, work-in-progress, and history
— Standard estimating
 Metrics-based Management System
— Complete and comparative data
— Management reports
— Tracking/Data repository

« Again we ask ourselves, “Why has it been so Hard to
Institutionalize Best Practices?”

-- Until now we had no Process Automation! l

75



Transforming IT
Management

Closing
Thoughts
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Performance Based Budgeting Definition

Departmental
Mission

Departme Departmental
Strategic PI Strategic Budget
Bureat Bureau

Strategic Plan Strategic Budget
fmm——- \_\_‘:A ________ ) . \
i Office 2 ‘ Office
' Strategic Plan « \Strategic Budget
"""""" e ~.

Program i
Strategic Plan 1

Program
tegic Budget

nager’s
nce Budget

Day-to-Day
Activities

Cascade Performance Budgeting, John Mercer, 2003
77
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Time to Put the Theory to Work

« Significant Benefits & ROI are available by
Implementing Best Practices & Managing
with Metrics

 Application Support provides the best
opportunity for initial and sustained
business impact.

 Annual Cost Savings of 25 % or more
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Next Steps

 Visibility
— Conduct a Visibility Assessment
e Gain Insight into People, Processes and Productivity
e Control
— Implement Standard Process
— Institute Management Metrics
— Use Automation to Institutionalize Best Practices
— Adopt Performance Based Budgeting



Measuring IT

Wrap-Up

(Al

Computer Aid, Inc.
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- CAIl Sponsors the IT Metrics Productivity Institute:
» Clearinghouse repository of best practices: WWW.ITMPI.ORG
» Weekly educational newsletter: WWW.ITMPI.ORG / SUBSCRIBE
« Bi-monthly webinars hosted by industry leaders: WWW.ITMPI.ORG / WEBINARS

Aug. 231 Measure Twice, Implement Once Oct. 24th The Psychology of Customer Satisfaction
. . . Oct. 25th Test Driven Design: An Agile Devleopment
Aug. 30th Using Project History Data to Better Manage IT Methodology
) ) Oct. 30th A Primer on Function Points
Sept. 5th An Overview of Software Benchmarking
Oct. 31st Identifying and Mitigating Risks through Software
Sept. 6th CIO Webinar: IT Transformation Case Study Testing
Nov. 6th IT Outsourcing in China
Sept. 13th Cosmic Truths about Software Requirements
Nov. 15th Root Causes of Project Slippage
Sept. 19th Integrating Six Sigma and PMBoK
Nov. 20th ITIL Early Adoptors
Sept. 20th 5 Hard-Won Lessons in Performance, Load and Reliability . .
Testing Nov. 27th Ed Yourdon on Surviving Death March Projects
Oct. 2nd Agile Legacy Reengineering Nov. 28th Implementing Agile Practices in New Teams
Oct. 3rd Using Metrics to Manage Software Risk Dec. 4th Howard Rubin on The Future of IT in 2008
Oct. 9th Objective Driven Software Process Improvement Dec. 5th Basics of Earned Value Management
Oct. 11th Benchmarking Performance Dec. 6th Effective Vendor Management
Oct. 17th Making a Compelling Business Case Dec. 11th Project Disasters
Oct. 18th Basic Principles of Cost Estimation Dec. 12th Building a High Performance Risk Management
Team
Oct. 23rd Principles of Project Initiation . .
Dec. 13th Requirements Errors: Sources and Avoidance
Strategies
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o Software Best Practices Conferences
Around the World

2007 Dates and Locations 2008 Dates and Locations
Aug. 28 San Antonio, TX Apr. 3 Toronto, ON
Sept. 11 Toronto, ON Apr. 8 Princeton, NJ

Sept. 13 Atlanta, GA

Sept. 18 New York, NY Apr. 10 Washington, DC
Sept. 27 London, UK Apr. 24 Albany, NY
Oct. 4 Washington, DC Apr. 15 Detroit, Ml
Oct. 11 Detroit, Ml Mar. 4 Tampa, FL
80:' ig \(]:?](.:ksonv::_le, FL Mar. 27 Orlando, FL

ct. icago, .
Oct. 23 Minneapolis, MN Mar. 11 Plttsbu.rgh, PA
Nov. 1 New York, NY May 6 Olympia, WA
Nov. 8 Albany, NY May 15 Rochester, NY
Nov. 13 Ft. Lauderdale, FL May 20 New York, NY
Nov. 15 Austin, TX _ May 22 Philadelphia, PA
Nov. 15 Melbourne, Australia June 3 San Antonio. TX
Nov. 29 Philadelphia, PA '

. WWW.ITMPI.ORG / EVENTS
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