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Project Objective
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Service Delivery Challenge
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Service Delivery Transformation
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“Voice of the User” Survey Results

 ITD scored very high in:
➢ Overall performance
➢ Hours of service
➢ Time to resolve problems
➢ Communications
➢ Internet access
➢ Spam and unwanted e-mail

 Areas of lower user satisfaction:
➢ Wi-Fi availability and quality
➢ Remote access
➢ Understanding of department’s 

business objectives
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IT Best Practices Maturity Model
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Reactive vs. Proactive

Reactive Organizations Proactive Organizations

Mind Set: Events are problems Events are opportunities

Organizational Focus:

• Efficiency (How Much)
• Total cost of ownership (TCO) 

for information technology
• Standardization

• Effectiveness (How Well)
• Return on investment (ROI) 

for information technology
• Innovation

Work Focus:
Disproportionate amount of time 
and resources spent “fighting fires”

Committed to continuous 
improvement in service delivery

Goal: Survive Thrive
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IT Assessment Findings
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Context for Recommendations

 Objective:  Identify specific, 
actionable, steps to improve 
governance of information 
technology, and the 
management and delivery of 
IT services
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High-Level Recommendations

 Implement IT Governance

➢ Authorize the creation IT Governance Committee 

➢ Create a technology vision

➢ Collaborate and Communicate

➢ Establish and maintain priorities

 Manage User and IT resources

 Embrace organizational change – business process re-engineering

 Be consistent – follow the Plan, but adapt as needed

 Prepare to overcome obstacles – scope of activities is extensive
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Scope of Effort
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Questions? 

CONTACT:

Joel Martinez – IT Project 
Manager

(915) 546-2041 Ext. 4179

JoMartinez@epcounty.co
m


