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L F A  S u r v e y

• C o n d u c te d  in  O c to b e r 
2 0 0 7

• E x e c u t iv e , F in a n c ia l, 
a n d  IT  D ir e c to r s
– 7  L a r g e  A g e n c ie s  

• (1 ,0 00 t o  5 ,0 00 F T E )

– 7  M e d iu m  A g e n c ie s  
• (2 00 t o  9 9 9  F T E )

– 7  S m a l l A g e n c ie s  
• (2 0 t o  1 9 9  F T E )

• 3 4  o f th e  6 3  
re s p o n d e d  (5 5  
p e r c e n t)
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S u r v e y  Q u e s t io n  #1

Overall IT Service Level
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How does the overall IT service your agency receives from DTS 
compare to the service you received before the consolidation?

Overall IT Service Level
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Average Response = 
3.00

1- Much Worse; 2- Worse; 3- Same (Don’t Know); 4- Better; 5- Much Better
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S u r v e y  Q u e s t io n  #2

• F o r e a c h  o f th e  fo llo w in g  s ix  s e r v ic e s  ra te  h o w  th e  
c u r r e n t s e r v ic e  y o u  re c e iv e  f r o m  D T S  c o m p a re s  
to  th e  s e r v ic e  y o u  re c e iv e d  b e fo r e  th e  
c o n s o lid a t io n :

– D e s k to p  S u p p o r t A v e r a g e  R e s p o n s e : 3 .00

– A p p lic a t io n  M a in te n a n c e A v e r a g e  R e s p o n s e : 2 .9 7

– N e tw o r k  S e r v ic e s A v e r a g e  R e s p o n s e : 3 .0 9

– S e r v e r  M a n a g e m e n t A v e r a g e  R e s p o n s e : 3 .0 9

– S e r v ic e  D e s k A v e r a g e  R e s p o n s e : 3 .0 6

– E n te r p r is e  S e c u r i t y A v e r a g e  R e s p o n s e : 3 .5 31- Much Worse; 2- Worse; 3- Same (Don’t Know); 4- Better; 5- Much Better
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S u r v e y  Q u e s t io n  #3

Overall IT Cost
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How does the overall cost of DTS services compare to the 
cost of IT services before the consolidation?

Average Response = 
2.44

1- Much Worse; 2- Worse; 3- Same (Don’t Know); 4- Better; 5- Much Better
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S u r v e y  Q u e s t io n  #4

How is the DTS response rate in terms of quickness to 
respond to agency needs?

1- Very Poor;  2- Poor;  3- Good;  4- Very Good;  5- Excellent

Average Response = 
3.29
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S u r v e y  Q u e s t io n  #5

How well do you believe DTS is doing at 
controlling IT costs?

Average Response = 
2.88

1- Very Poor;  2- Poor;  3- Good;  4- Very Good;  5- Excellent

 IT Cost Control
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O th e r  S u r v e y  Q u e s t io n s

• H o w  w e ll d o  y o u  b e lie v e  D T S  is  d o in g  a t 
m a x im iz in g  S ta te  IT  r e s o u r c e s ?
– A v e r a g e  R e s p o n s e  =  2 .8 5

• R a n k  th e  f o llo w in g  th r e e  c r it e r ia  in  te rm s  o f  
im p o r ta n c e  a s  r e la t e d  to  th e  d e liv e r y  o f  IT  
s e r v ic e  to  y o u r a g e n c y : 
– #1  M o s t Im p o r ta n t =  Q u a li t y  o f  S e r v ic e
– #2  M o s t Im p o r ta n t =  R e s p o n s iv e n e s s
– #3  M o s t Im p o r ta n t =  C o s t E f f e c t iv e n e s s
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C o m m e n ts  f r o m  S u r v e y

• C o n s o l id a t in g  IT  s e r v ic e s  is  d if f ic u l t a n d  c o m p le x , b u t 
th e  c u r r e n t m a n a g e m e n t te a m  is  d o in g  a  g o o d  jo b

• D T S  d o e s  a  g o o d  jo b  a t d e s k to p  a n d  n e tw o r k  s u p p o r t , 
in f r a s t r u c tu r e , a n d  c u s to m e r s e r v ic e

• T h e  c o n s o l id a t io n  o f  IT  s e r v ic e s  w il l f in a l ly  a llo w  
a g e n c ie s  to  s h a r e  r e s o u r c e s  a n d  p r o v id e  s ta te w id e  
c a p a b il i t ie s

• D T S  s h o u ld  b e t t e r  in te g r a te  it s  b il l in g  s y s te m  w ith  
F IN E T  to  p r o v id e  m o r e  d e ta i l to  th e  a g e n c ie s  

• D T S  e m p lo y e e s  a r e  b e in g  p u l le d  in  tw o  d ir e c t io n s  b y  
a g e n c y  m a n a g e m e n t a n d  D T S  m a n a g e m e n t

• T h e  a p p r o v a l p r o c e s s  f o r  n e w  e q u ip m e n t ta k e s  m u c h  
lo n g e r  b e c a u s e  it h a s  to  g o  th r o u g h  D T S  m a n a g e m e n t
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S u r v e y  C o n c lu s io n

• A g e n c ie s  p e r c e iv e  th a t o v e r a l l IT  
s e r v ic e  h a s  r e m a in e d  th e  s a m e  
– S e c u r ity , h o w e v e r , h a s  im p ro v e d

• A g e n c ie s  r e m a in  c a u t io u s  a b o u t D T S  
r a te s  a n d  th e  n e w  c o s ts  o f IT  s e r v ic e s
– M o s t b e lie v e  IT  n o w  c o s ts  s lig h t ly  m o re  

• A g e n c ie s  p r o v id e d  g o o d  c o m m e n ts  
th a t D T S  is  u s in g  fo r  im p r o v e m e n t


