Program Report Card: Enterprise Hosting Services (DOIT)

Quiality of Life Result: Uninterrupted delivery of critical State services to agencies and their customers.

Contribution to Result: DOIT provides a secure, reliable and dynamic hosting environment for 112 IT systems and uninterrupted data access for
over 80 state agencies which deliver direct services to the citizens of Connecticut.

Hosted systems include the state’s most critical public health, human service, safety and financial applications, including those that manage access
to social and human service programs, process motor vehicle and occupational licenses, registration and fees, support the collection of federal
reimbursement dollars, process financial transactions for the State, and enable law enforcement on the state and local levels to access vital data.
There are more than 10,000 authorized /active users of these systems. Agencies rely on these services to conduct more than 4 million transactions
are processed per day, in addition to 500,000 database queries per day across 14 out of 197+ production databases.

Partners: Agencies, and many commercial vendors supporting agency services, are partners in ensuring the most efficient use of resources,
including the use of shared resources/platforms when possible and strict adherence to IT management procedures.

Performance Measure 1
Percentage of Virtualized Servers

DOIT is constantly reviewing its physical
environment to contain costs. The main
strategy is “server consolidation” - the
process of relocating applications that
reside on separate hardware components
onto a single piece of hardware.

Story behind the baseline:

A higher number of “virtualized” servers in
the data center indicates a more efficient
environment. Sixty-five percent of DOIT-
managed Wintel servers now use
virtualization technology, enabling DOIT
to support more agency applications using
existing equipment.

Virtualization also reduces energy costs as
physical equipment is removed from
service, and enhances disaster recovery
capabilities by providing a more standard
environment.

Proposed actions to turn the curve:
DOIT will continue to consolidate servers
to keep Data Center operations cost-
effective, efficient, and lower energy
consumption.
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Performance Measure 2
Reduction in “Severity One” Incidents

DOIT’s “continuous improvement”
initiatives include its multi-year
Operational Excellence program, which
has generated process improvements,



performance indicators, and nearly 600
new standard operating procedures.

These, combined with infrastructure
upgrades, and enhanced planning,
contribute to service quality improvements.

Story behind the baseline:

A reduction in the number “Severity One”
incidents is a major indicator of the impact
of DOIT’s continuous improvement
initiatives.

2009 | 16 ST %

2008 | 38 62 %

Proposed actions to turn the curve:
DOIT’s will continue its Operational
Excellence Program, infrastructure
upgrades, and continue to enhance incident
management procedures to continue this
progress.

Performance Measure 3
Infrastructure Capacity Increases

The ability to increase capacity and adapt
to changing service needs is a key
performance measure.

Story behind the baseline:

As agencies rely more and more heavily on
computerized information to meet
important customer demands, DOIT’s
continued focus on supporting a higher
number of transactions is critical. CICS
transactions, users working with
mainframe applications and data to meet
daily work requirements, top one billion
per year.

DOIT has upgraded its mainframe
processor capacity by at least 80 percent to
support increasing transaction volume and
other agency processing needs. This
enables more efficient delivery of services
by agencies.

2009 | 866 Million 80%

2003 | 480 Million

DOIT continuously monitors current and
projected needs for storage of critical data
to meet agency needs.

Storage is a critical function of mail
systems, motor vehicle operator and
registrations systems as well as the health
and human service agencies.

Backup data volume and capacity has
increased 600% since FY 2006 alone.
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DOIT systems support storage of critical
data for most important State systems,
providing agencies the ability to provide
historical data when required for research,
planning or disaster recovery.

Proposed actions to turn the curve:
DOIT will continue to deploy efficiency-
boosting technologies and make strategic
upgrades to continue accommodating
growing agency needs.



