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Ohio Department of Administrative Services

Cur Mission

“To provide high quality service, specialized support and strategic solutions to Ohio agencies for
the effective operation of state government.”

Our Vision

To be seen by our government agency customers as the chosen service provider, regardless of

their options. The DAS workforce, empowered to effect positive change, will aspire to attain and
retain its envisioned reputation as an ethical, professional, and experienced organization that sets
the highest standards and provides the optimal service to the customers. At DAS we are focused

01312
¢ Continual improvement in our current services while anticipating the future
needs of state agencies;

® Gaining the trust of our colleagues in state government; and,

® Delivering measurable resuits.

DAS Goal Statements

To satisfy our customers and agency partners by developing and delivering creative solutions to
meet their needs for space, products and services and incorporate customer feedback and
customer satisfaction in DAS’ planning and decision making process.

To foster trust through quality service to agencies/customer and focus on sensible centralization
of services by providing excellent service and making it easy and cost effective for state workers
to get the necessary supplies and services for use in their work

To foster programs and policies to encouraging investment in Ohio’s economy by promoting
programs that provide access and opportunities to companies and entities that employ Ohioans,
and help other agencies conduct similar activities.

To attract and develop human capital through the development of a more effective personnel
management process that will integrate with the strategic goals of state government.

To assess the potential for improved efficiencies to make state government more effective and
responsive to its constituents and by working with the Governor, eliminate redundancies and
unnecessary overlap of services and products.



Key Departmental Results, Measures and
Targets:



Serve the State

Satisfy our customers and agency partners by developing and delivering creative solutions to
meet their needs for space, products and services and incorporate customer feedback and
customer satisfaction in DAS’ planning and decision making process.

1. Measure: Achieve strategic sourcing annual savings consistent with the Procurement
Reform Panel Report (in millions of §).

FYI10 Actual: New

FY1] Target: $40.0 million in savings

2, Measure: Number of new agency printing and fulfillment operations centralized into
DAS. Target is centralizing the operations of 9 cabinet agencies.

FYO8 Actual: 0

FY09 Actual: 2 total operations centralized

FY10 Actual: 7 operations centralized vs. targeted 9 operations

FY 11 Target: 9 Total operations centralized

3. Measure: Increase use of centralized tool for monitoring and reporting status of
agency IT spend. This encompasses major agency initiative core to their individual missions.
FY 08 Actual: 56% of agency spend

FY 09 Actual: 96% of agency spend

FY 10 Actual: 96% of agency spend

FY 11 Target: 96% of agency spend

4. Measure: Energy consumption

FY 08 Actual: 3.3% reduction in energy consumption (132.2 KBU/sf)
FY 09 Actual: 8.3% reduction in energy consumption (112.3 KBU/sf)
FY 10 Actual: 13.6% reduction (108.9 KBU/sf) in energy consumption
FY 11 Target: 15.0% reduction in energy consumption (107.2 KBU/sf)

5.-6. Measure: Alternative fuel annual targets for biodiesel and E&5.
CY 08 Actual: 97.5% of target for calendar year at the close of CY08 (1,170,549 gal biodiesel
vs target 1,200,000 gal biodiesel)
CY 08 Actual: 121.2% of target for calendar year at close of CY08 (78,772 gal E85 vs target
65,000 gal E85)
CY 09 Actual: 112.3% of target for calendar year at the close of CY09 (1,642,624 gal biodiesel
Vs target 1,250,000 gal biodiesel)
CY 09 Actual:  160.2 % of target for calendar year at close of CY09 (169,369 gal E85 vs target
72,500 gal E85)
CY 10 Actual: 1,995,429 gal biodiesel — vs. targeted 1,350,000 gal biodiesel;
81,841 gal ES85- vs. 77,500 gal E85
CY 11 Target: 1,450,000 gal biodiesel; 82,500 gal E85



7. Measure; Comply with Real Estate Guiding Principles for commercial leased space..

FY 10 Actual: New
FY 11 Target: 75% in compliance with guiding principles

7. A. Measure: DAS maintained DotNetNuke sites migrated to hosting in the shared

DotNetNuke environment
FY 10 Actual: New
FY11 Target: 100% compliance
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Service Excellence

Foster trust through quality service to agencies/customer and focus on sensible centralization of
services by providing excellent service and making it easy and cost effective for state workers to
get the necessary supplies and services for use in their work.

8. Measure: Construction projects on time and on budget delivery
FY 08 Actual: 45.8% projects delivered within original budget

FY 09 Actual: 47.0% projects delivered within original budget

FY 10 Actual: 55% vs. 52% Targei

FY 11 Target: 60%

9. Measure: On-time delivery in copy centers.
FY 08 Actual: 99%
FY 09 Actual: 99%
FY 10 Actual: 99%
FY 11 Target: 99%

10. Measure: Number of bids and proposals received per contract opportunity

FY 08 Actual: 9% decrease (3.7} bids/proposals/contract opportunity

FY 09 Actual: 5% incr.bids/proposals/contract opportunity to baseline, (4.3 act)

FYI10 Actual:  12% incr.bids/proposals/coniract opportunity fo baseline, (4.7 act .vs. 4.6 goal)
FY 11 Target: 22% incr.bids/proposals/contract opportunity to baseline, or 5.0 bids/proposal

il Measure: Average building operating costs compared to private sector costs

FY 08 Actual: 8% below comparable private sector costs ($8.30act. vs. §5.53)

FY 09 Actual: 2.5% below comparable private sector operating costs (38.81act. vs. $9.04)
FY 10 Actual: 2% below comparable private sector operating costs ($8.01 act. vs. $9.87)
FY 11 Target: 2% below comparable private sector operating costs ($9.26)

12.A. Measure: Reduce Directory Assistance call duration and call wait times: Keep average
call answer delay o no more than 15 seconds and the percent of calls answered to 87%

FY 10Actual:  New

FY 11 Target: 15 seconds with 87% of calls answered

12.B. Measure; Reduce Ohio Customer Service Center help desk ticket resolution time (# of
days)

FY 08 Actual:  2.17 days vs. 1.5 days target and 3.2 days prior vear

FY 09 Actual: 2.5 days vs. 1.5 days target and 2.17 days prior year

FY 10Actual: 2.9 days vs. 1.5 days target and 2.5 days prior year

FY 11 Target: 1.5 days



12. C. Measure: Maintain the current 99.9% level of ISD Mainframe availability, server
(Win/UNIX/Storage), network connectivity, and e-mail.

FY 08 Actual: New

FY 09 Actual: 99.99%

FY 10 Actual: 99.99%

FY 11 Target: 99.99%

12. D. Measure: Increase the current level of 97.5% of statewide voice communications
accessibility and availability for MARCS to 99%.

FY 08 Actual: New

FY 09 Aciual: 97.5%

FY 10 Actual: 100%

FY 11 Target: 9%%

12. E. Measure: Maintain the availability (access and functionality) to the OAKS application
at 99% (outside of scheduled maintenance windows.)

FY 08 Actual: New

FY 09 Actual: New

FY 10 Actual: 100%

FY 11 Target: 99%

12. F. Measure: Fnsure there is no increase to the number of SAS70 unmet control objective
audit findings; (Baseline 15)

FY 08 Actual: New

FY 09 Actual: New

FY 10 Actual: 9 unmet conivol objectives vs. 7.5target;

FY 11 Target: 1 unmet control objective

12. G. Measure: Reduce the average statewide personal computer lifecycle administrative
costs by 5%.

FY 08 Actual: New

FY 09 Actual: 81,059 each

FY 10 Actual: $906 each vs. Target $1006 each

FY 11 Target; $ 956 each

12. H. Measure: OIT-IGD will reduce the average server administration costs by 50% within
one year;

DAS-OIT Server Administration

FY 08 Actual: New

FY 09 Actual: $916K/vear baseline

FY10 Actual: $458K/year vs. Target $458K fyear

FY 11 Target: $458K/year




Measure: OIT-IDG will reduce the average statewide server administration costs by
30% within two years,
Statewide Server Administration
FY 08 Actual: New
FY 09 Actual: $6,755K/vear baseline
FY10 Actual: $5,716K/vear vs. $5,742K/vear Target
FY 11 Target: $4,729K /year

12. 1. Measure: Mamtain the availability (access and functionality) to the Ohio Business
Gateway at 99% (outside of scheduled maintenance windows).

FY 08 Actual: New

FY 09 Actual: New

FY 10 Actual: 98.7% vs. Target 99%

FY 11 Target: 99%

12.J. Measure: The Ohio Business Gateway Application-Balancing and Bank File
Transmission will occur timely (99% of the time) to enable the next day deposits of revenue.
FY 08 Actual: New

FY 09 Actual: New

FY 10 Actual: 98.9 vs. Target 99%

FY 11 Target: 99%

12. K. Measure: Maintain the availability (access and functionality) of the eLicense
application across service platforms at 99% (outside of scheduled maintenance windows.)
FY 08 Actual: New

FY 09 Actual: New

FY 10 Actual: 99% Target Achieved

FY 11 Target: 99%
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Think Ohio First

Foster programs and policies to encouraging investment in Ohio’s economy by promoting
programs that provide access and opportunities to companies and entities that employ Ohioans,
and help other agencies conduct similar activities.

13. A. Measure: Percentage of contracts awarded to MBE vendors (15% by Statute)
FY 08 Actual: $68.8 million (New)

FY 09 Actual: §72.9 million

FY 10 Actual: $60.0 million

FY 11 Target: $79.1 million

13. B. Measure: Percentage of contracts awarded to EDGE vendors (5% by Statute)
FY 08 Actual:  $88.2 million

FY 09 Actual:  375.7 million

FY 10 Actual: $77.1 million

FY 11 Target: $126.4 million

13. C. Measure: Percentage of confracts awarded to OPCRP vendors.
FY 08 Actual: $37.0 million (New)

FY 09 Actual:  $35.5 million

FY 10 Actual:  $36.5 million vs. Target $41.4 million

FY 11 Target: $42.5 mullion

14. Measure: EDGE certifications

FY 08 Target: 1341 companies certified vs. 1660 target { baseline incorrect, targets adjusted)
FY 09 Actual: 1547 companies certified

FY 10 Actual: 2093 companies certified vs. target 2100,

FY 11 Target: 2302 companies

14.A. Measure: Increase the number of MBE and EDGE companies in each identified
procurement category by 10%

FY 10 Actual: New

FY 11 Target: Increase by 10%

14.B. Measure: Increase the number of events and participants by 10%
FY 10 Actual: New
FY 11 Target: Inecrease by 10%

15,  Measure: MBE certifications
FY 08 Target: 771 companies certified vs. 700 target
FY 09 Actual: 881 companies certified
FY 10 Actual: 1269 companies certified vs. Target 1199;
FY i1 Target: 1395 companies



16.  Measure: Maintain and post a Think Ohio First Scorecard
FY 08 Target: New

FY 09 Actual: Scorecards posted

FY 10 Actual: Current Scorecard posted

FY 11 Target: Post scorecards on the web

16.A. Measure: Eligible budget criteria will remain constant to ensure accurate reporting of
MBE utilization.

16.B. Measure: Eligible budget criteria will remain constant o ensure accurate reporting of
EDGE utilization.
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Attract Human Capital
Attract and develop human capital through the development of a more effective personnel
management process that will integrate with the strategic goals of state government.

17, Measure: Drive process improvement to decrease the number of days fo process a
personal action.

Benchmark:  New

FY 10 Actual: 3-5 days Centralized Agencies; 5+ days for Decentralized Agencies

FY 11 Target: 2 day turn around for all personnel actions

18.  Measure: Number of participants DAS OLPD (rained (OLDP Only)
FY 08 Actual: 1,622 participanis
FY 09 Actual: 1,200 participants
FY 10 Actual: 1,490 participanis
FY 11 Target: 1,800 participants

19.  Measure: DAS OLPD training hours offered (OLDP)
FY 08 Actual: 4,169 hours

FY 09 Actual: 3,160 hours

FY 10 Actual: 17,795 hours vs. target 3255 hours; 37 qtr

FY 11 Target: 3,255 hours

20.  Measure: Percentage of employees receiving an annual performance review (Workforce
Administration)

FY 08 Actual: 73.2% vs. target of 77%

FY 09 Actual: 70.0%

FY 10 Actual: 81% vs. target 80%

FY 11 Target: 98%

21.  Measure: Increase the percentage of emplovees impacted by a decentralized agency
class and compensation audit (Workforce Administration)

FY 10 Actual: New

FY 11 Target: 100%

22, Measure: Number of agency HR and labor relations personnel trained
FY 08 Target: 1,441 pariicipants vs. targeted 876 participants

FY 09 Actual: 2,007 participants vs. targeted 1,513 participants

FY 10 Actual: 2,317 participanis vs. targeted 967 participants

FY 11 Target: 1,500 participants

23. Measure: Maintain the increase in annual healthcare cost to no more than is necessary
for the health of the fund.

FY 08 Actual:  $455 million vs. itarget cost of $422 million

FY 09 Actual:  $480 million vs. target cost of $500 million

FY 10 Actual:  $522* million vs. target cost of $528 million; (*estimate)

FY 11 Target: $574 million



24.  Measure: Develop systems that produce a more rapid turnaround of disability
apphications

Benchmark:

FY 10 Actual: 2 week turnaround

FY 11 Target: 1 week turnaround

25.  Measure: Percentage of employees participating i Population Health Management
programs (assessments and incentives)

FY 08 Actual: New-19% participation, 73% all incentives

FY 09 Actual: 16% participation; 59% all incentives

FY 10 Actual: 17% participation-assessment,; 23% all incentives

FY 11 Target: 20% participation-assessment; 30% all incentives

26.  Measure: Achieve a customer satisfaction rating of 3.5 (scale 1-5) on the OCB annuai
customer service satisfaction survey

FY 10 Actual: New

FY 11 Target: 3.5 rating

27.  Measure: Days to resolve grievances forwarded to Office of Collective Bargaining
FY 08 Actual:  32.4 days vs. target of 110 days

FY 09 Actual:  33.9 days

FY 10 Actual:  41.59 days vs. target of 32 days

FY 11 Target: 39 days

28.  Measure: Complete comprehensive review of DAS HRD Directives, Policies and
Administrative rules affecting all HRD areas.

FY 10 Actual: New

FY 11 Target: Update 75%

29.  Measure: HRD Policy will become the central contact and clearinghouse for proposed
statutory and rule changes affecting HRD areas.

FY 10 Actual: New

FY 11 Target: 100%

30. Measure: Ensure that all HRD staff have received customer service training.

Y 10 Actual:  New
FY 11 Target: 100% of stafT trained
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Accountabilitv

Assess the potential for improved efficiencies to make state government more effective and
responsive to its constituents and by working with the Governor, eliminate redundancies and
unnecessary overlap of services and products.

31.  Measure: Update 100% of goals and metrics in each program area each fiscal year for
relevance and effectiveness.

FY 08 Actual:  100% goals and metrics updated

FY 09 Actual: 100% goals and metrics updated

FY 10 Actual: 100% goals and metrics updated

FY 11 Target: 100% goals and metrics updated

32.  Measure: Review and update all customer guidance documents including handbooks,
policies and procedures, directives, administrative rules, and marketing materials.

FY 08 Actual:  92% of documents reviewed and updated by June 2008 vs. target of 95%.

FY 09 Actual:  51% of documents reviewed and updated annually

FY 10 Actual: 55% of documents reviewed and updated annually vs. 75% target 3 gtr

FY 11 Target: 100% of documents reviewed and updated annually

33.  Measure: Maintain customer rates at or below current levels for existing programs (GSD
only)

FY 08 Actual: 100% of customer rates at or below prior year levels

FY 09 Actual: 100% of customer rates at or below prior year levels

FY 10 Actual: 100% of customer rates at or below prior year levels

FY 11 Target: 100 of customer rates at or below prior year levels
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Departmental Special Projects for the Coming Year:

1. Improve OAKS performance, enabling agency customers to conduct
operations efficiently and effectively.

Implement ELM module

[mplement Business Intelligence
Immplement Kronos Time and Labor
Continue roll-out of OAKS Cl

Analyze OAKS Adoption Opportunities
Implement the Strategic Sourcing Module
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2. Complete the centralization of production-level copying, mainframe printing, and mail
preparation activities, per Executive Order 2009-07S.

3. Governor’s Executive Order Implementation:

2007-025: Energy

2007-138S: Data Security
2007-248: Broadband

2008-128: Procurement
2008-135: MBE and EDGE
2009-058: MBE Advisory Council
2009-07S: Spending Controls
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4. Implement Construction Reform.

+  Construct the 3 pilot demonstration projects authorized by HB318 utilizing one of the project
delivery methods recommended by the Ohio Construction Reform Panel. The pilot projects are:
1} Central State University Emery Hall restoration,
2} University of Toledo Center for Biosphere Restoration Research, and
3) Ohio State University’s Project One medical center.

6. Assist state agencies in managing HR operations efficiently and effectively.
-Implement HR shared services
7. Gain cabinet agency commitment for the implementation of enterprise IT projects.

«  Emai! Consolidation
¢« SOCC/OIT Server Virtualization

8. Information Security & Privacy (ISP)

«  Develop and implement a statewide information security controls framework
standard

«  Develop and implement a statewide security risk assessment methodology standard

+  Assist agencies in the development of an information security strategic plan

» Develop and implementa an enterprise vulnerability management program



Align DAS information security policies with the sfatewide information security
controls framework

Implement an enterprise information security education and awareness program
Expand current DR capabilities



