Appendix G: IT Operations Center �Component Specification Worksheet & Performance Metrics

Also known as network operation centers, it operating centers performance metrics assessment worksheets are used to establish a baseline and assess the existing infrastructure, performance levels, and service features of an IT operating center at a given location.  Items that are not included in the IT operating center assessment include any inventory items of the actual LAN, cable plant, or telephone infrastructure.  In addition, all customer service requests and responses regarding the infrastructure are addressed elsewhere in the assessment.

	The metrics worksheets contain lists of attributes or components that make up an operating center.  Unlike the other assessment worksheets included in this report, this section does not yet contain individual metrics.  Rather, it lists processes and functions performed by operations centers.  Metrics for this section will be developed in the future.  These major functional areas include; 

·	Component Specification Worksheet

·	Performance Management

·	Accounting Management 

·	Security Management 

·	Facilities.��


	The baseline of each operating center contributes to an understanding of the data connectivity infrastructure and architecture at any location.  This information can be used to identify opportunities for areas of improvement, consolidation and future planning.  

�Information Technology Operations Center (ITOC)

Infrastructure Specification Worksheet

�

This worksheet supplements the following metrics worksheet with component-specific information that aids in tracking data gathering and provides important component-specific information. 

1�Type of Operations Center���2�POC Name���3�POC Contact Info���4�Maintained by���5�Hours of Operation���6�No# personnel required���7�No# personnel trained���8�No# Local clients served���9�No# Remote clients served���10�No# Clients requiring service not on network���
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�Information Technology Operations Center (ITOC)

Survey Questionnaire

�



POC:                                                           Phone: 		 Organization:



Check the best description of this ITOC:

�symbol 111 \f "Monotype Sorts" \s 12�o�  Network Operations Center (LANs/WANs)

�symbol 111 \f "Monotype Sorts" \s 12�o�  Communications Operations Center (Voice/Data/Video)

�symbol 111 \f "Monotype Sorts" \s 12�o�  VTC Operations Center (Teleconferencing/Studio Broadcasting)

�

�1  General

Maintained By: Government/Contractor

Percent Maintained by Government/Contractor

Hours of Operations, e.g., 7days x 24hours

Hours of Operation

Government/Contractor Personnel Required

Government/Contractor Personnel Trained

Local Clients Served

Remote Clients Served



2  Planning

User Requirements Analysis

Technology Assessment

Architecture Definition

Services Planning and Program Management

System/Subsystem Definition and Budget Programming

Cost Benefit Analysis

Performance Objective Establishment/Analysis

Capacity Planning

System Planning

Integration Planning

Security Planning

Contingency and Restoration Planning



3  Service Measurement

User Help Desk Operation

Customer Service Monitoring and Analysis

Performance Analysis	

Quality Assurance



4  Service Provisioning (Non-Engineering Tasks)

Service Request Processing

Resource Assignment	

Configuration Change Implementation

Sub-Element Installation

Service Modification Verification

End-User Equipment Configuration



�5  Fault Management

Fault Detection and Identification

Fault Isolation

Fault Rectification



6  Performance Management

Performance Monitoring and Analysis

Performance Optimization

Report Generation



7  Configuration Management

Operations Initialization and Termination

Configuration Establishment

Configuration Maintenance

Software Distribution	

System Administration

File Management

Software Management

Terminal Management

User Management

Peripheral Device Management

E-mail Management

System Security Management

Multi-User Accounting

Network Administration

Remote File Sharing Administration



8  Security Management

Access Control

Security Information Retrieval and Archiving

Encryption Process Management	



9  Accounting Management

Accounting Limit Establishment/Modification

Usage Data Collection

Data Access and Storage Control

Report Generation



�10  Administration Management

Policy and Procedure Development and Maintenance

Training Management

Program and Budget Management

Procurement

Staffing Management

Billing Management

Directory Services and Assistance Management

Contingency Operations Management



11  Engineering

User Planning Assistance

Systems Engineering

Security Engineering

Facility and Equipment Engineering

Operations Integration Engineering

Facilities Integration Engineering

Equipment Integration Engineering

Technical Documentation

Equipment and Services Specifications

Equipment Testing and Evaluation

Implementation Procedures Development

Implementation Design

Contractor Engineering Activity Monitoring

Equipment Installation

Technical Assistance

Design Concept Research and Development

Hardware and Software Development

Information Systems Support and Development

�12  Logistics

Preventive Maintenance

Remedial and Corrective Maintenance

Supply Requisition Processing

Inventory Management

Supply Management
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