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The ICT Strategy – transforming the delivery of public services in Cumbria
In the last six years the County Council has seen major improvements in the ICT service delivered in support of the business need.

The rationalisation of a devolved delivery model and successful deployment of major new underpinning software in areas of finance, HR, Payroll, Social Care and Customer Service have positioned the authority well for the challenges now faced. This has been supported through a supplier and an intelligent client model managing the scoping definition and delivery of these major projects as well as an average of 40 change projects a year.
The need for innovation and cost saving have never been greater. The downturn in the markets, reducing workforce and budgets means that the ICT strategy has to “up the game” and looks to accept that challenge with relish.  The client team will be challenged to accept a greater role in defining the work of the supplier and engage as a true partner challenging and advising in it’s new knowledgeable client role. 
A clear governance model with a strong Enterprise Architecture role will ensure a proactive approach and engagement with the client organisation. The authority has matured in it’s understanding of how ICT can support the work of the organisation.     

Virtualisation and knowledge management are key tenets of the next three year plan. Rationalisation of property and different working patterns means that ICT infrastructure needs to be as flexible and scalable as possible. Beyond three years we will be looking at virtualisation of desktops and servers as a stepping stone on to our ultimate goal of utility computing. The speed with which we get there will be as dependent upon the ambition of the supplier to our next contract as the appetite of the authority.

A key element of the Accessible Cumbria project is to take the Public Sector Networks in Cumbria to their next logical step. Establishment of a flexible contract open to other public sector bodies is paramount. The making available of that network or the consumption of network generation networking resources as they become available can form the springboard of super fast broadband for communities across Cumbria.  

Accessible Cumbria is broad in scope and wishes to get the best next generation networking for all Cumbrians,  whether this is in the form, of an extended public services network configured to support consumer broadband services,  or a generic next generation access network, whose components can be used to support an enhanced but lower cost public service network.

Cumbria is a deeply rural county and thus the project must support the needs of rural communities keen to make their own contribution.  Special provision is made for this in the BDUK funding being made available for NGA Pilots.  

See our full ICT strategy at Appendix 2.
The Accessible Cumbria Project

The Accessible Cumbria project has one objective which is to achieve world class connectivity for all Cumbrians and is adopting the following approach to achieving that goal.

1.)
Cumbria CC will seek to develop its existing investments in next generation networking to transform the delivery of, and access to all services delivered by the public sector.

2.)
Cumbria CC will either develop its own network resources or contract separately to roll out next generation access to all Cumbrians, using the solutions identified in number 3 to reach the very difficult areas.

3.)  To use the NGA Pilots to test innovative solutions to delivering next generation access services deep into rural areas.  This will be achieved by testing various means to extend next generation access roll out using communities keen to make a direct contribution to improving their areas connectivity.

4.)  Accessible Cumbria will aim to secure a minimum 2Mbps edge of network service for all, using NGA solutions as the primary means of achieving this goal.

5.)
Cumbria CC will be separately lobbying Ofcom to secure the required coverage obligations in the forthcoming radio spectrum auction for 800MHz for Mobile services including Mobile Broadband.

The procurement – an overview

The County Council has extensive experience of working with strategic suppliers in a range of services over the last ten years. The County Council recognises that the supplier has a great deal of knowledge and experience which, given the opportunity, can be turned to the advantage of the County Council. Independent assessments have shown that the County Council has a good track record in output based contracts and has seen value for money.
The County Council is working with other local authority partners in the interest of efficiency and cost savings. A list of potential partners who have expressed an interest and the potential of the contract are listed as Appendix 1.  This list is not meant to be exclusive or exhaustive and should not be treated as a firm contract value. It is anticipated that, for pragmatic reasons a timetable of inclusion in the contract will be drawn up as the negotiations proceed. 

The County Councils knowledge and experience means that it is confident that competitive dialogue will facilitate the best result to designing the next ICT contract.

The County Council believes that breaking the service into a series of bundles and units for quality assurance purpose has to be balanced against the overhead of trying to manage multiple contracts at unit or bundle level.   Accessible Cumbria has a specific impact on the value of this contract and for that reason the procurement will be in two lots. Bids will be invited for each lot separately and the County Council is open to adopting a prime contractor model in the case of that prime contractor bidding for both lots.
It is intended that a two stage process of outline and detailed design is undertaken for each of the bundles with de-selection at each stage. The County Council recognises the financial strain on suppliers of conducting too many negotiations and also the impact on the procurement team. The County Councils view is that between three to five suppliers may be considered for each lot, depending upon the strength and nature of the bids. This means a maximum number of ten suppliers could be invited to negotiation over an outlined design, this number could be as low as three if the three strongest bids are prime contractor models for both lots. 
The County Council has established a dedicated team of experienced project managers and service managers to deliver this very aggressive timetable which sees the contract signed in January 2012 with a start of April 2012. 

The Contract

The contract consists of two lots:

Lot 1: ICT (service excluding wide area networks)
Lot 2: Wide area networks and superfast broadband 

The contract period for each lot is 5 years with the possible extension of 2 years.

A list of potential public sector bodies who may utilise this contract to provide any or all of the service bundles and units is reproduced at Appendix 1. For the sake of clarity the County Council will be contracting for its own services and Accessible Cumbria services. That is, Lot 1 will have a value of £59.4m and Lot 2 has a value of £61.6m.
Other services will be contracted directly with the individual body.
The Service – an overview

The County Council has gone through a period of massive change in the way ICT is delivered and managed.

The County Council now operates a full ITIL model for incident and change management. An integrated service desk allows customers to track incidents and changes directly. 

The service needs to move on again and in this contract the client role will be to work alongside the supplier to ensure that technical solutions are delivering the best value for the authority. The County Council will need to increase its level of technical expertise. Some of these roles are highly specialised and may form part of a shared service with colleagues across Cumbria.  

To facilitate understanding of the service we require and the cost of that service the County Council defines the service in units and service bundles as described below.
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The Service – in detail

Application Portfolio
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Core Applications

The Core applications set are currently managed by the current service supplier but we envisage that at the start f this contract these systems will be transferred into the responsibility of the supplier providing the Applications portfolio. The work of the supplier will be to manage changes to these core systems and liaise with the supplier over future upgrades and development paths to ensure these strategic systems continue to be optimised for the benefit of the County Council.

Non-core applications

The County Council utilises a wide range of specialist and niche applications. Full detail will be provided at the next stage of the process and the potential supplier will be encouraged to look at how this list can be rationalised and economies achieved for the benefit of the authority. 

Information Provision

This area of the County Councils business is in development.  Some work has been undertaken with performance management and the observatory. It is recognised that a greater degree of information warehousing can and will be undertaken. At this time (March 2011) there are outline plans to deliver an Electronic Information and Records management system.  At this time it is not clear whether that service will be implemented by March 2012, prior to the start of this contract.  
Hosting and Data Centre
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Data Centre Network

The Data centre network is defined as the circuit up to and including the device that connects the service to the wide area network. 

Mid Range / Unix / Wintel Servers 

The County Council will be producing a definition of the basic requirements of a server based on speed resilience and anticipated availability. The County Council currently operates a large number of mid range servers generally supporting the medium non core applications. These tend to be applications specific to some extent.

Storage and Backup

The process of support is defined in the backup policy attached at Appendix 3. Under this contract we expect to see the development of further resilience models.
Print Fulfilment
The County Council has deployed Multifunctional devices with a follow me technology which allows users registered on the Active Directory to access the prints through use of their personnel number anywhere on the network.
There are a number of stand alone devices with local connection sometimes through network and sometimes dedicated print facilities. The County Council is looking to remove these unless a service need is identified. 

Infrastructure

The upgrading and tuning of the data centre is a key part of ensuring that the County Council reaps maximum value from its investment. Utilisation and data storage management ensure that the service is optimised for the benefit of the County Council.
End User Computing
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Collaboration

The County Council has deployed Sharepoint as its collaboration tool. A structure of Corporate and directorate based Sharepoint portals both intranet and extranet based have been deployed.

The value of this deployment is recognised but the licensing costs are an area where innovative thinking could generate savings for the County Council.
Mail

The County Council deploys Microsoft Exchange as its mail service. Filtering tools are also deployed for removal of spam and viruses. Mail is accessed remotely over VPN but we also offer access from Blackberry through a BES and webmail. 
End User Applications

The County Council deploys most of its applications from servers. Local applications such as Word, Excel, and Project are deployed. The user has the facility to store data locally but this is discouraged.  In situations where the local storage of data cannot be permitted, Citrix has been deployed.  This technology is ten years old and better cheaper alternatives should be offered.

Hard disk encryption and VPN access is facilitated as part of the County’s “Safe to travel” model for employees who need to be mobile and access information remotely.
End User Devices

The County Council deploys standard desktop and notebook builds. Roughly half the estate is desktop. The County Council also uses Netbook and tablet devices to a smaller extent. The utilisation of desktop virtualisation is considered to be one of the key developments which could benefit the authority during the time of this contract.
Blackberries are purchased through a separate contract and the devices supported and managed through the current ICT supplier. 

Field Support

Work has been carried out to reduce the need for field engineer support.  Remote desktop access has been deployed to allow service desk diagnosis and fix of incidents. 

Field engineers are still deployed if remote access cannot resolve the issue and in the instance of mechanical failure of devices.

A move to virtualisation is seen as the next step with the deployment of “dumb” devices which, in remote locations, could lend themselves to end user replacement from a store
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Network Support
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Office Service Location Network

The County has locations where an extended LAN is used to provide services to several buildings in one geographical location. 

Wide Area Network

The wide area network is a managed service under the current contract. This is supplemented by a private network operated jointly by Cumbria County Council and Lancashire County Council. The service Cumbria and Lancashire Education Online (CLEO) will be reviewed and it is intended to extend and supplement the County Council’s requirement for network services to all its offices, schools and libraries.

This is also an area of interest from other public bodies and this could present an obvious area of shared service to create a Public Sector Network.
The County council anticipates a revenue return on utilisation of the CLEO infrastructure owned by the County Council and leased to the supplier. In addition, the BDUK project will require a gap funding offering. 
Network Services

Diagnosis of data hot spots and anticipation of router / switch failure are standard techniques deployed. Resilience of network is achieved through network diagnosis. 

Information is used to determine network upgrade requirements. The developing role of the knowledgeable client will require direct access to diagnosis tools and will be involved in regular reviews of plans on network development. 

Voice Services

The majority of voice service is provided through Voice over IP. Devices are allocated to cost centre owners. Charges are billed electronically through the Client Team. New orders and cancellations are placed via the Intranet.

The supplier will be responsible for service desk calls and ensuring that new orders and cancellations are processed in line with the service levels. On line tracking of orders would be envisaged to maximise the self service model as well as direct access to the order process by the client
Security Services

The County Council complies with the central government requirements on the code of connection to GCSX extranet. Compliance with the requirements of this code of connection is essential to ensure the smooth running of Council business. 
The County Council has a security and acceptable use policy in place the latest versions are attached at Appendix 4.
Wholesale Broadband Service

Stimulating investment in the UK’s broadband infrastructure is a top priority for the UK Government.. Broadband Delivery UK (BDUK) has been created within the Department for Culture, Media and Sport (DCMS) to be the delivery vehicle for the government’s policies relating to stimulating private sector investment using the available funding. 

BDUK has allocated funds to allow Cumbria to undertake a pilot to establish to support delivery of a superfast wholesale broadband network in Cumbria.  This network will be required to be open to all service and communications providers who may wish to sell services  to business and domestic consumers on a transparent and non-discriminatory basis for a minimum of seven years. This is a legal requirement attached to any recipient of State Aid funding, and must be auditable..

The service should deliver optimum geographic coverage, aiming for 100% coverage across the Cumbria sub-region, including rural, remote and sparsely populated areas.at a minimum of 2MB per second. The service should deliver the greatest possible access speeds to the greatest numbers of businesses and residential consumers as possible within the financial limits implied by the scope of the procurement Whilst the Council remains technology agnostic, it is aware that speeds significantly in excess of 2MB are possible, and the Contractor should view 2MB as an absolute minimum requirement.

The contractor for the broadband service will be responsible for the design, build, integration and on-going live service operation of the contract. This will include gaining planning permission, wayleaves and easements as required to complete the build of the wholesale broadband network..

The Wholesale Broadband service is expected to include provision for Community Broadband Hubs, if there is sufficient demand for them. This is an infrastructure point within a community where communities or other private and public sector bodies could then take responsibility for extending the network capability further to individual homes.

Service Desk
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Service Desk Services

The County Council provides a service desk through the current contract. The delivery of this service in the future will be determined as the negotiations progress. It is envisaged that this service would be provided by a prime contractor or the deliverer of end user services with a service level agreement if the network provider is separate. The fallback position would be that the County Council could take on this responsibility.
Training Services

Training services are currently purchased when required and largely as part of the deployment of new systems.

It is recognised that the need for more generic training is growing as the authority reorganises and increases its demand for a wider base of competence.
Measurement of the Units

As part of the procurement process the client will produce a service catalogue with the help of the potential supplier. The structure of the service catalogue will be:


[image: image9]
Performance Management
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The Philosophy of Performance
The County Council has managed performance of strategic partnerships for the last ten years. Our approach to performance reflects the maturity of the organisation and will be by balanced scorecard with a mixture of hard objectives and more subjective measures. 
There will be objective incentives but the overall intention is drive, delivery and performance rather than cost recovery. The subjective measures are seen as  significant indications of the overall health of the contract. 

The contract will be measured against four areas.
Deliver Great Sustained Services

The very basics are essential to the way the contract is seen by the customer. We will strive for continuous improvement in availability and resilience year on year. Stretch targets will be deployed to ensure that we have a way of measuring that improvement. 
Transforming our services
This contract focuses on the day to day service. The Client team will work with the supplier to develop an annual service improvement plan which will deliver real value to the authority. The Enterprise architecture will help map out improvements that the client wants to see and this will be combined with the initiatives brought forward by the supplier

Driving out efficiencies

Year on year cost savings are expected as part of the basic cost of this contract. The client will work with the supplier to ensure that real savings are identified which will see year on year reduction on contract costs.

Creating one ICT team

It is recognised that the client team and the supplier team need to operate as one.  This is a key indicator of the overall health of the contract and how it is perceived by the client. The two teams will be expected to work very closely together to ensure that the end to end delivery is seamless.
The Role of the Client Team

The Client Relationship

The management of the client relationship within the authority will be owned by the client team and high level designs will be produced in discussion with the client.

Enterprise Architecture

The role of enterprise architect will reside in the client team. As this is a specialist role, this expertise may be shared across several authorities. The client team will also have the necessary expertise to understand and enter into detailed debates with the supplier about the best way to deliver the overall architectural strategy. 
Benchmarking

To ensure continuous improvement against our peers, the County Council will engage with the supplier in annual service reviews and benchmarking exercises. 

A mechanism will be agreed to ensure that the services are performing in the top quartile of the benchmarked group to ensure value for money. 

New Applications

The County Council intends to ensure that major new investments will be procured on a case by case basis. The County Council will produce the high level designs and require the supplier to input into non-functional requirements and also engage in ensuring that the new product fits into the overall service.
A typical example of how it may work is:

[image: image10]
The supplier of this contract will also be offered preferred supplier status on all major change programs. The County Council reserves the right to offer the work to other suppliers if it is found that better value for money can be achieved.

Governance

The County Council has identified funds for new developments. The new client team will administer the funds to ensure that projects coming forward deliver the best value for the authority and deliver to the corporate requirements.
Benefit realisation will be tracked through the project boards and form part of the overall efficiency plans of the authority.

The Governance model fits into the existing County Council governance and is reproduced below. The detail can be found in the appendices.
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Appendices:
Appendix 1:  List of Possible Partners

Cumbria County Council is looking to procure the services described in Appendix 1 under Cumbria County Council and Accessible Cumbria. That is, Lot 1 will have a value of £59.4m and Lot 2 has a value of £61.6m.  Other services outlined in Appendix 1 constitute “Potential Partner Organisations”.

It is the intention that the Potential Partner Organisations listed in Appendix 1 should be able to rely on this procurement to purchase through the Authority any one or more of the services. However; the Authority cannot guarantee the involvement of the Potential Partner Organisations in relation to any of the Services.

Other services will be contracted directly with the individual body on the agreed terms and conditions.

	 
	Lot 1 
	Lot 2

	Organisation
	 
	 

	Cumbria CC
	61,600,000
	15,400,000

	Accessible Cumbria
	 
	44,000,000

	 
	 
	 

	Potential Partner Organisations
	
	

	Cumbria Police Authority
	38,500,000
	2,310,000

	State Schools
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	Academies
	40,040,000
	13,860,000

	Free schools
	 
	 

	Cumbria Teaching PCT
	7,700,000
	7,700,000

	 
	 
	 

	Sum
	134,400,000
	75,700,000

	
	
	


Assumption:

The figures are based on a five year plus two year possible extension

Appendix 2:
ICT Strategy
Appendix 3:
Backup and Storage Policy

· Backup and Storage Policy

· Sortware Asset Management Policy (attached)

· Mobile Computing Policy (attached)
Appendix 4:
Security Policy

· Information Security Policy

· Information Security HR Policy

· Information and Computer Security

· Payment Card Data Policy
Appendix 5:
Acceptable Use Policy
· Information Systems Acceptable Use Policy

· Acceptable Use Policy Statement
Appendix 6:
Green Paper on Accessible Cumbria
Appendix 7:
Green Paper on Governance
All appendices can be found at: 

www.cumbria.gov.uk/business/council.asp
Appendix 8:
Award Criteria

Award Criteria

The Requirement:
The County Council has extensive experience of working with strategic suppliers in a range of services over the last ten years. The County Council recognises that the supplier has a great deal of knowledge and experience which, given the opportunity, can be turned to the advantage of the County Council. Independent assessments have shown that the County Council has a good track record in output based contracts and has seen value for money.

The County Councils knowledge and experience means that it is confident that competitive dialogue will facilitate the best result to designing the next ICT contract.

The County Council believes that breaking the service into a series of bundles and units for quality assurance purpose has to be balanced against the overhead of trying to manage multiple contracts at unit or bundle level. Accessible Cumbria has a specific impact on the value of this contract and for that reason the procurement will be in two lots. Bids will be invited for each lot separately and the County Council is open to adopting a prime contractor model in the case of that prime contractor bidding for both lots.

It is intended that a two stage process of outline and detailed design is undertaken for each of the bundles with de-selection at each stage. The County Council recognises the financial strain on suppliers of conducting too many negotiations and also the impact on the procurement team. The County Councils view is that between three to five suppliers may be considered for each lot, depending upon the strength and nature of the bids. This means a maximum number of ten suppliers could be invited to negotiation over an outlined design, this number could be as low as three if the three strongest bids are prime contractor models for both lots. 

The County Council has established a dedicated team of experienced project managers and service managers to deliver this very aggressive timetable which sees the contract signed in January 2012 with a start of April 2012. 
The Service Lots
After extensive market testing the County Council will procure services in two lots. As described in the service description document, these lots will be:

LOT 1 – ICT (services excluding wide area networks)
Service Desk

· Service desk service

· Training services

End user computing including:

· Field support

· End user devices

· End user applications

· Mail

· Collaboration

Business Applications including:

· Information provision

· Non-Core applications

· Core Applications

Hosting and data Centre including:

· Infrastructure services

· Print fulfilment

· Storage and backup

· Mid-range / Unix/ Wintel

· Data centre network
LOT 2 – Wide Area Networks and Superfast Broadband 
Enterprise Network services including:

· Security, 

· Voice, 

· Networks, 

· Wide area networks**

· Office / service location networks. 

Wholesale Broadband services including

· Provision of retail consumer broadband products

· Provision of wholesale broadband services that a third-party service provider might seek to use as a basis for offering retail consumer broadband products. The wholesale broadband service must be offered in a transparent and non-discriminatory basis to other service providers

The County Council will allow the contractor to share logically separated network infrastructure and assets between the Enterprise network service and the Wholesale Broadband service where this can be demonstrated to provide overall economic benefit to the Council. 
The Award Process
The evaluation of the bids will b undertaken against the following criteria. The second level criteria is shown for clarity and the percentage ranges will be refined as the project progresses.

LOT 1 – ICT (services excluding wide area networks)
	Criteria
	Percentage range of overall assessment
	2nd level criteria
	Percentage range of subset criteria

	Technical
	30 -50 %
	· Improving Service- flexibility and capability to develop and adopt new technologies
· Quality Availability and reliability

· Degree of Resilience and contingency in the network 

· Responsiveness (incident and change)
· the ability to separate out ICT network for shared services and super-fast broadband
· Ability to strengthen/review client function
	5-25%

5-25%

5-25%

5-25%

5-25%

5-25%

	Financial
	25-50%
	· Financial contribution from supplier

· Long term investment in upgrades to the capacity of the wide area network**
	15-35%

15-35%

	Commercial and Partnership working
	10 – 30%
	· Experience of working in Strategic partnerships 

· Strategic Fit, delivery against the councils key objectives
	10-25%

10-25%



	Legal
	10 -20 %
	· degree of agreement of original contract document
	10-20%


** wide area network encompasses the whole network as defined the extension to create points of presence in the community

LOT 2 – Wide Area Networks and Superfast Broadband
	Criteria
	Percentage range of overall assessment
	2nd level criteria
	

	Financial
	30-50%
	· new contractual arrangements based on a set of principles including delivery of year on year efficiency savings
· Clear specifications and pricing for individual elements of the ICT service
· No inflation cost-multiplier

· Commitment to adjust prices to industry benchmark prices

	5-35%

5-35%

5-35%

5-35%

	Technical
	30 -50 %
	· Improving Service- flexibility and capability to develop and adopt new technologies

· Quality- Availability and reliability

· Appropriate Tools (software/hardware)

· Responsiveness (incident and change)
· Commitment to constant improvement
	5-35%

5-35%

5-35%

5-35%

	Commercial and Partnership working
	5 – 20%
	· Experience of working in Strategic partnerships 
	10-20%

	Legal
	5 -20 %
	· degree of agreement of original contract document
	10-20%



	Community Benefit
	Up to 10%
	· Experience of delivering services in geographically challenging areas. 

· Experience of working with communities and delivering strategic aims


	Up to 10%
Up to 10%
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Core Applications





The County Council has invested in new core systems:





HR – Midland Trent 





Payroll – Midland Trent





Expenses – Midland Trent





Finance – E5





Integrated Children’s System – Liquid Logic





Integrated Adults Service – Liquid Logic





Schools system – Capita “One”





Customer Services – Northgate 





These systems have all been implemented in the last six years.
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Hosting and Data Centre





The County Council currently utilises space in a data centre in Port Road Carlisle.





The service is a leased service through our current supplier and holds almost all of our servers.





Over the last six years the County Council has undergone a programme of relocations of servers out of County Council buildings into the data centre





Opportunity has been taken during this process to make use of virtualisation as part of the process.
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Collaboration





Mail





End-User Applications





End User Devices
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End User Computing





The County has 4500 end user devices in use 





The County Council is reducing staffing 





Microsoft office 2003 moving to 2010 this year and Sharepoint.





Other Microsoft products have been deployed





A mixture of thick and thin client technologies deployed





Free to license applications could be considered to reduce licensing costs








Security Services





Wide Area Network





Office / Service Location n/w





Network Services





Voice Services





Network









































Network Support





The County Council operates at over 200 locations across the whole County.


Some offices are clustered but equally could be single user sites.


Voice is predominantly VOIP


The County also operates a schools network which will be integrated into the WAN


The Count Council complies with the requirements of the governments code of connection for Gov Connect


This area will also integrate the requirements of the Accessible Cumbria project to bring superfast broadband to Cumbria





Training Services











Service Desk Services











Service Desk











Service Desk





Currently support 4500 users across the County Council


Service looks for first fix of problems


Is supported by an extensive help desk facility which links to the asset register


Currently provides a service between 8.30am and 5pm. 


This service will need to be operated over a longer working day. 








Creating One ICT Team





Driving our efficiencies





Transforming our Services





Deliver Great Sustained  Services





Supplier





























Service level management and reporting.





Documented


Service delivery activities.





e.g. ITIL Processes


Service acquisition


Maintenance.





Description, Scope & components of each sourcing bundle.











Pricing metrics for each service, Incl. Unit / Utility / Fixed & Variable / operational service charge.





Service Improvement





Enterprise Architecture





ICT Strategy





Portfolio Management


& Commissioning





ICT Planning





Ongoing


Service


Management





Project Governance


(Prince 2)





Ongoing Contract Management





Executive Management of


Strategic Relationship & Contract























Print Fulfilment





Data Centre Network 

















Storage & Backup











Infrastructure Services





Mid-range / Unix /Wintel





Hosting / 


Data Centre























ITIL Service Management functions 





Training Services











Security Services





Wide Area Network





Office / Service Location n/w





Network Services





Voice Services





Network









































Information Provision





Non-Core Apps





Core Applications























Business Applications











Field Support





Collaboration





Mail





End-User Applications





End User Devices



































End User 


 Computing











Customer


Services





Service Desk Services











Service Desk











Potential Sourcing Units and Bundles





Infrastructure


Portfolio





Applications


Portfolio
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