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Comprehensive Service/Program Analysis Approach 

Gartner completed a service-by-service analysis by leveraging the details outlined in the 
Current State Inventory section of this report, as well as Gartner Research (highlighting 
service alignment with industry trends and best practices) and benchmarking data that helps 
Gartner to assess reasonableness of service pricing compared to peers. 

 

 

The data enabled Gartner to complete a scoring exercise for each program and service 
across a scoring continuum of zero through six. 

 

 

“Ability to Execute” measures: 

1. Completeness and appropriateness 
of service design/ alignment with 
industry trends and best practices  

2. Ability to deliver at required quality 
levels (availability, performance, 
responsiveness, etc.) 

3. Availability of funding, skills and 
staffing required to sustain and/or 
advance the service  

“Value Generation” measures: 

1. Value of the service in the eyes of 
customers vs. internal & external 
options 

2. Ability to recover costs (customer 
billing or state subsidy) while 
charging a market competitive price 

3. Economies of scale or other 
strategic value generated through 
consolidated or centralized delivery 
(e.g., unified network, improved 
security, etc.) 
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The scores were then mapped onto a two-by-two matrix and translated into service ratings. 
The final step was to provide WaTech a recommendation on the path forward. 

 

 

 

Additional methodology details are provided in the appendix. 

Gartner used the following service categorization framework to enable a more effective 
review of the services with the intention of beginning to break down delivery silos, rather 
than reviewing services in the largely service-owner siloed format that was leveraged in the 
current state inventory portion of the project. 

Figure 1. Gartner Service Categorization Framework for the Analysis 

 

The service recommendations provided below have been aligned to this categorization. 
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An overview of all service/program ratings is provided in the figure below for ease of reference. 

 

Figure 2. Service-by-Service Rating Overview (Review of Services as Currently Delivered) 

 

* The discontinued category includes some services where Gartner recommends shifting the resources, e.g., discontinuing external 
delivery of Project Management as a Service and refocusing effort as an internal delivery capability, transitioning resources and 
responsibilities for JINDEX and OneNet to other agencies that support the primary business capabilities, etc. Summary details for 
each service are provided on the following pages. 
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Network and Telephony Analysis and Recommendations 

This section includes the following services: 

1. Switched Long Distance 

2. Centrex 

3. PBX/VoIP/IVR 

4. Citrix Edge  

5. SSL VPN (Remote Access) 

6. Cloud and Office VPN 

7. Network – Core/Transport/Firewall 

8. DNS/DHCP 
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1. Switched Long Distance 

The service definition for Switched Long Distance is provided in the Current State Inventory section of this report under the 
Telephony subsection.  
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2. Centrex 

The service definition for Centrex is provided in the Current State Inventory section of this report under the Telephony subsection.  
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3. PBX/VoIP/IVR 

The service definition for PBX/VoIP/IVR is provided in the Current State Inventory section of this report under the Telephony 
subsection.  
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4. Citrix Edge  

The service definition for Citrix Edge is provided in the Current State Inventory section of this report under the Access & Security 
subsection.  
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5. SSL VPN (Remote Access) 

The service definition for SSL VPN (Remote Access) is provided in the Current State Inventory section of this report under the 
Access and Security subsection.  
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6. Cloud and Office VPN 

The service definition for Cloud and Office VPN is provided in the Current State Inventory section of this report under the Data 
Network subsection.  
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7. Network – Core/Transport/Firewall 

The service definition for Network – Core/Transport/Firewall is provided in the Current State Inventory section of this report under the 
Data Network subsection.  
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8. DNS/DHCP 

The service definition for DNS/DHCP is provided in the Current State Inventory section of this report under the Access & Security 
subsection.  
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Platform Services Analysis and Recommendations 

This section includes the following services: 

1. SDC/QDC Colocation 

2. Mainframe 

3. Backup 

4. Storage (SAN/NAS) 

5. WaServ/Email Vault Storage 

6. Server Support Services 

7. DB Management Services 

8. Managed Server Hosting (Legacy) 

9. Platform & Connectivity (“Nutanix/Gov”) 

10. Private Cloud 
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1. SDC/QDC Colocation 

The service definition for SDC/QDC Colocation is provided in the Current State Inventory section of this report under the Hosting 
Colocation subsection.  
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2. Mainframe 

The service definition for Mainframe is provided in the Current State Inventory section of this report under the Hosting Mainframe 
subsection.  
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3. Backup 

The service definition for Backup is provided in the Current State Inventory section of this report under the Hosting Storage 
subsection.  
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4. Storage (SAN/NAS) 

The service definition for Storage (SAN/NAS) is provided in the Current State Inventory section of this report under the Hosting 
Storage subsection.  
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5. WaServ/Email Vault Storage 

The service definition for WaServ/Email Vault Storage is provided in the Current State Inventory section of this report under the 
Hosting Storage subsection.  
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6. Server Support Services 

The service definition for Server Support Services is provided in the Current State Inventory section of this report under the Hosting 
Server subsection.  
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7. DB Management Services 

The service definition for DB Management Services is provided in the Current State Inventory section of this report under the Web, 
Video and BI subsection.  
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8. Managed Server Hosting (Legacy) 

The service definition for Managed Server Hosting (Legacy) is provided in the Current State Inventory section of this report under the 
Hosting Server subsection.  
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9. Platform & Connectivity (“Nutanix/Gov”) 

The service definition for Platform & Connectivity (“Nutanix/Gov”) is provided in the Current State Inventory section of this report 
under the Hosting Server subsection.  
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10. Private Cloud 

The service definition for Private Cloud is provided in the Current State Inventory section of this report under the Hosting Server 
subsection.  
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Security & Identity Services Analysis and Recommendations 

This section includes the following services: 

1. Security Lead in Gov 

2. Sec. Ed/Awareness 

3. Sec. Design Review 

4. SOC/Inc. Response 

5. CERT Assessments 

6. Vulnerability Assessment (Tool as a Service) 

7. SIEM (L&M) 

8. SAW/SEAP 

9. Security Gateway/F5 

10. Certification Authority 

11. Secure FTP 

12. Active Directory/ IAM 
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1. Security Lead in Gov 

The service definition for Security Lead in Government is provided in the Current State Inventory section of this report under the 
Cybersecurity subsection. 
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2. Sec. Ed/Awareness 

The service definition for Security Education/Awareness is provided in the Current State Inventory section of this report under the 
Cybersecurity subsection. 
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3. Sec. Design Review 

The service definition for Security Design Review is provided in the Current State Inventory section of this report under the 
Cybersecurity subsection. 
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4. SOC/Inc. Response 

The service definition for SOC/Incident Response is provided in the Current State Inventory section of this report under the 
Cybersecurity subsection. 
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5. CERT Assessments 

The service definition for CERT Assessments is provided in the Current State Inventory section of this report under the Cybersecurity 
subsection. 
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6. Vulnerability Assessment (Tool as a Service) 

The service definition for Vulnerability Assessment is provided in the Current State Inventory section of this report under the Access 
& Security subsection. 
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7. SIEM (L&M) 

The service definition for SIEM (L&M) is provided in the Current State Inventory section of this report under the Access & Security 
subsection. 
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8. SAW/SEAP 

The service definition for SAW/SEAP is provided in the Current State Inventory section of this report under the Access & Security 
subsection. 
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9. Security Gateway/F5 

The service definition for Security Gateway/F5 is provided in the Current State Inventory section of this report under the Access & 
Security subsection. 
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10. Certification Authority 

The service definition for Certification Authority is provided in the Current State Inventory section of this report under the Access & 
Security subsection. 
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11. Secure FTP 

The service definition for Secure FTP is provided in the Current State Inventory section of this report under the Messaging & 
Collaboration subsection. 
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12. Active Directory/ IAM 

The service definition for Active Directory/IAM is provided in the Current State Inventory section of this report under the Messaging & 
Collaboration subsection. 
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Workspace Services Analysis and Recommendations 

This section includes the following services: 

1. Desktop/LAN Support 

2. Directory Assistance (citizens) 

3. Mobile Device Management 

4. Shared  Email 

5. Skype Services 

6. WebEx Video Conf. 

7. Teleconferencing 

8. Wireless (WIFI) 

9. Enterprise SharePoint 

10. Office 365 Activation 
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1. Desktop/LAN Support 

The service definition for Desktop/LAN Support is provided in the Current State Inventory section of this report under the Desktop 
subsection.  
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2. Directory Assistance (citizens) 

The service definition for Directory Assistance (citizens) is provided in the Current State Inventory section of this report under the 
Telephony subsection. 
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3. Mobile Device Management 

The service definition for Mobile Device Management is provided in the Current State Inventory section of this report under the 
Messaging & Collaboration subsection. 
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4. Shared Email Services 

The service definition for Shared Email Services is provided in the Current State Inventory section of this report under the Messaging 
& Collaboration subsection. 
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5. Skype Services 

The service definition for Skype Services is provided in the Current State Inventory section of this report under the Messaging & 
Collaboration subsection. 
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6. WebEx Video Conf. 

The service definition for WebEx Video Conf. is provided in the Current State Inventory section of this report under the Telephony 
subsection. 
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7. Teleconferencing 

The service definition for Teleconferencing is provided in the Current State Inventory section of this report under the Telephony 
subsection. 
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8. Wireless (WIFI) 

The service definition for Wireless (WIFI) is provided in the Current State Inventory section of this report under the Access and 
Security subsection. 
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9. Enterprise SharePoint 

The service definition for Enterprise SharePoint is provided in the Current State Inventory section of this report under the Messaging 
& Collaboration subsection. 
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10. Office 365 Activation 

The service definition for Office 365 Activation is provided in the Current State Inventory section of this report under the Messaging & 
Collaboration subsection. 
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Application Services Analysis and Recommendations 

This section includes the following services: 

1. Project Management 

2. Agile Business Analysts 

3. UX & Accessibility 

4. Web Platform/Design 

5. Access Washington 

6. Usability Lab 

7. BPaaS (ServiceNow Dev) 

8. ESF – Finance 

9. ESF – HR/Payroll 

10. ESF – Budget 

11. ESF – Enterprise Reporting 

12. OFM Enterprise (Gov’s Apps) 

13. E-Time 

14. JINDEX 
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1. Project Management 

The service definition for Project Management is provided in the Current State Inventory section of this report under the Project 
Management subsection. 
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2. Agile Business Analysts 

The service definition for Agile Business Analysts is provided in the Current State Inventory section of this report under the Web, 
Video, and BI subsection sub-section. 
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3. UX & Accessibility 

The service definition for UX & Accessibility is provided in the Current State Inventory section of this report under the Web, Video, 
and BI subsection sub-section. 
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4. Web Platform/Design 

The service definition for Web Platform/Design is provided in the Current State Inventory section of this report under the Web, Video, 
and BI subsection sub-section. 
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5. Access Washington 

The service definition for Access Washington is provided in the Current State Inventory section of this report under the Web, Video, 
and BI subsection sub-section. 
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6. Usability Lab 

The service definition for Usability Lab is provided in the Current State Inventory section of this report under the Web, Video, and BI 
subsection sub-section. 
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7. BPaaS (ServiceNow Dev) 

The service definition for BPaaS (ServiceNow Dev) is provided in the Current State Inventory section of this report under the Web, 
Video, and BI subsection. 
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8. ESF – Finance 

The service definition for ESF – Finance is provided in the Current State Inventory section of this report under the Applications 
Development and Support subsection. 
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9. ESF – HR/Payroll 

The service definition for ESF – HR/Payroll is provided in the Current State Inventory section of this report under the Applications 
Development and Support subsection. 
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10. ESF – Budget 

The service definition for ESF – Budget is provided in the Current State Inventory section of this report under the Applications 
Development and Support subsection. 
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11. ESF – Enterprise Reporting 

The service definition for ESF – Enterprise Reporting is provided in the Current State Inventory section of this report under the 
Applications Development and Support subsection. 
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12. Gov’s Apps (OFM Enterprise) 

The service definition for Governor’s Applications Support provided in the Current State Inventory section of this report under the 
Applications Development and Support subsection. 
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13. E-Time 

The service definition for E-Time is provided in the Current State Inventory section of this report under the Applications Development 
and Support subsection. 
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14. JINDEX 

The service definition for JINDEX is provided in the Current State Inventory section of this report under the Applications Development 
and Support subsection. 
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IT Programs Analysis and Recommendations 

This section includes the following services: 

1. OCIO Oversight 

2. OCIO Policy and EA 

3. Open Data 

4. TBM Program 

5. 800 MHz 

6. OneNet 

7. Geospatial Governance 

8. Geospatial Portal and Imagery Data 

9. WAMAS 

10. Video Production Services 
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1. OCIO Oversight 

The service definition for OCIO Oversight is provided in the Current State Inventory section of this report under the OCIO subsection. 
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2. OCIO Policy and EA 

The service definition for OCIO Policy and EA is provided in the Current State Inventory section of this report under the OCIO 
subsection. 
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3. Open Data 

The service definition for Open Data is provided in the Current State Inventory section of this report under the OCIO subsection. 

 

  



Page 180 of 200 

 

. 

. 

  



Page 181 of 200 

 

. 

. 

 

  



Page 182 of 200 

 

. 

. 

4. TBM Program 

The service definition for TBM Program is provided in the Current State Inventory section of this report under the OCIO subsection. 
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5. OneNet 

The service definition for OneNet is provided in the Current State Inventory section of this report under the OCIO subsection. 
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6. Geospatial Governance 

The service definition for Geospatial Governance is provided in the Current State Inventory section of this report under the GIS 
Location-Based Services subsection. 

 

  



Page 189 of 200 

 

. 

. 

  



Page 190 of 200 

 

. 

. 

 

  



Page 191 of 200 

 

. 

. 

7. Geospatial Portal and Imagery Data 

The service definition for Geospatial Portal and Imagery Data is provided in the Current State Inventory section of this report under 
the GIS Location-Based Services subsection. 
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8. WAMAS 

The service definition for WAMAS is provided in the Current State Inventory section of this report under the GIS Location-Based 
Services subsection. 
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9. Video Production Services 

The service definition for Video Production services is provided in the Current State Inventory section of this report under the Web, 
Video, and BI 

 Sub-section.  
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