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Background: FAC 5570 —
Medical IS
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Background: FAC 5570 — Medical IS:

Strategic Drivers to Reengineer

The IM/IT FOF is an MTF MIS Flight reengineering
optimization project that hopes to answer a number of
strategic questions for the AFMS including:

* [T services vision: how can we stop career field “creep”
& return the 4A0X1 career field to performing duties that
are more in line with tech school supported core
competencies (healthcare administration)?

 How can we employ hub & spoke methodologies to gain
greater cost control and operational efficiencies?

« How can we increase worker productivity at our MTFs?

« What SG initiatives address the 3 Jan 01 SECAF/CSAF
mandates to control total costs of IT?




Implementation of the Project
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Implementation of the Project

“Before” TCO Implement Best Practices “After” TCO

Study MAJCOM-wide best Study
practices implemented to
date include:

*Determine “before” >Central help desk standard - Determine “after”
total cost of toolsets & processes total cost of
ownership of IM/IT at| ; central help desk ownership of IM/IT at
MTFs performance measurement MTFs

-Determine “before” | (telephony & workload » Performance
baseline MIS Flight | metrics) improvements?
performance metrics | >Software standards . Cost reducti o

compliance ost reductions?
>Software push Trade-offs?

»>Central data/information

management capability
Sep 01 Jan 02 Sep 02 Oct 03 Feb 04
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Implementation of Project

HQ USAFE/SC .
Ms. Carolyn Lee (GS-14) Worked together to:

Maj Lopresti

*Determine means of implementing
Gartner TCO identified best practices

*ldentifying policy changes necessary to
further implement best practices

o
=

HQ USAFE/SG *Integrate/streamline processes
Capt Slayton Austria
Lt Col Michael Adames *Inform both communities regarding ITSC

execution strategy alternatives/issues




Results/Best Practices — so far
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Results/Best Practices — so far
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Results/Best Practices — so far
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Office of the Command Surgeon USAFE

Ramstein Airbase Germany
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Horme “Who “We Are Major Health Issues Tricare Training Privacy and Security Motice

You Are: michael.adames
Loggourt

[ Return | 14 Records

Remedy Incident Report
| IncidentID | Tech | Date Opened Problem Desc

MTFO00000033318 | Cobba | 05-Jan-04 [ 09:54:11 | USER'S ACCOUNT IS LOCKED

MTFO000000351 84 | Cobba | 13-Jan-04 | 13:32:58 [ CHCS PASSWORD NEEDS RESET

MTEO0D000037 254 [ Cobbd | 23-Jan-04 | 1302503 | USERS ACCOUNT 15 LOCKED QUT. PLEASE EMAIL Y OUR PROYY SETTINGS T THE CHD.

MTFO00000037EI | Cobba | 28-Jan-04 | 10:13:04 | CHAMNGE RAMNK FROM &k TO A1 0C

MTFEO0D000034047 | Cobba | O7-Jan-04 | 09:21:59 | USER RECEMTLY MOWED TO & REW PC AND MEEDS EMAIL RE-ESTABLISHED

MTFO00000034613 | Cobba | 09-Jan-04 | 133735 | USER'S CALEMDAR IS MOT DISPLAYING PROPERLY

MTF00D00D03IGE3T | Cobbd | 21-Jan-04 | 16:01:06 | USER CANM MOT LOCATE COMTACTS I QUTLOOK

MTFO00000035329 | Cobba | 14-Jan-04 | 11:00:25 [ USER 15 UMABLE TO LOCATE PHOME COMSULT THAT WWAS IN 54 STEM.

MTEO0D000036220 | Cobba | 21-Jan-04 [ O7:532:00 | MO COMRECTIWITY

MTFO00000035829 | Cobba | 19-Jan-04 | 14:31:35 | KEYBOARD NEEDS TO BE REPLACED AMD CPU IS RUNMIMNG SLOWVYER THAM LISUIAL

MTEO0D00003 M ST [ Cobbs | 07-Jan-04 | 13:45:07 | THE MORITOR MO LOMNGER WORKS (POSSIBLY BLOWR).

MTFO00000033202 | Cobba | 02-Jan-04 | 07:56:47 [ PRIMTER HOT PRIMTIMG.

MTEOOD000034329 | Cobbd | 08-Jan-04 | 10:11:51 | WARNTIMG COLOR PRINTER ADDED

B I I Il I Il Y I L I R B I I I

MTFO00000033207 | Cobba | 02-Jan-04 | 09:24:15 | USER HAS LOST ACCESS TO DOES.

Feturn

The FORMAT of this page was last changed: 10/0G/2003 01:18:20 P CET. It is maintained by the HQ USAFESS S Wb Master.
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Results/Best Practices — so far

m Two year demo project; Presently in 2nd yr funded through Sep
04; SG corporate structure briefing in Feb 04 to determine future
funding streams

m MAJCOM-wide best practices implemented to date include:
> Central help desk standard toolsets (in this case Remedy and SMS)
> Central help desk performance measurement (telephony metrics)
> Software standards compliance
> Software push
> Central data/information management capability

m Best practices not yet fully implemented include:
> Central help desk standard processes (continuity of operations)

> operating central help desk with inter-base remote control
capability down to the desktop

_________________________________________________________________________________________________________________________________________________|
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Lessons Learned

Things we DID anticipate

Provides an “objective” data point for functional
community consolidation

1. Helping to inform both C&l and SG community regarding fair
and equitable redistribution of resources

2. Provides C&I community with more objective data regarding
scope and workload associated with taking on this functional
community’s IT Services delivery

3. Helping to more objectively define what “equal” means in the
requirement for “equal or better service”

TCO methodology is an adequate means of continually
assessing how you are doing — recommend continued use
of TCO as one, but not the only, measure of progress
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Lessons Learned

Things we did NOT anticipate

m Difficulty in setting up central help desk model
1. When AF has a WGM model — policy & process issue

2. Expand scope of NOSC/NCC for first call for all trouble tickets
— policy & resources issue

3. Inter-base Remedy ticket lifecycle management (policy &
process issue)

m Inter-base remote control/remote monitoring and
management of PCs (e.g., to resolve a trouble ticket) was
more difficult to implement than it should have been

central help desk economies cannot be fully achieved without
“interbase” remote control capability down to the desktop
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Lessons Learned

AF-CIO’s IT Services Consolidation

Core (file, print, e-mail, web services)

Vision

and management)

ITSC Lessons Learned
(Andrews & Other Sites)

IM/IT Flight of the Future

Desktop (standard desktop environment, configuration control, and remote monitoring

Network (single domain, directory services, and consolidated help desk)

Functional Apps (physical or logical consolidation, and monitoring and management)

Execution
Strategy
Implementation

(FAC 5570 Optimization —

: _ Tasks accomplished
Execution actual working model) by C&l Community
Development (T Tesks)
P FAC 5570 Product Line Reanalysis - —— S——
Manpower Requirements & as Sb?/CI\(;I?I'FZf\se

Financial Requirements to fill gap

(DM/IM/KM Tasks)

C&l Career Field(s) Capability J

Tasks accomplished
by centralized 4As
(DM/IM/KM Tasks)
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Cost Drivers

m WGM policy drives up cost

m Decentralization drives up cost — need policy on
centralized help desk

® Need to have a real ability to turn in incremental
MILPERS and really get dollars in return to help
pay for contractors, if blue suit capability
unavailable or deemed unnecessary for the tasks
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Summary

m IM/IT FoF is an ongoing, in process functional community
ITSC success story

m IM/IT FoF is in mid-stream — much more can be learned
about alternative means of fully transitioning functional
community to ITSC

m IM/IT FoF “after” TCO study due EOM Feb 2004 (though
really is an in-process TCO since a number of best
practices have barely come on-line)

m Funding stream for this demo ends FY04; USAFE/SG has
requested continuation in FY05 and to put in POM 06+

RECOMMENDATION: AF-CIO and AFMS CIO lobby for
continuation of project
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