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	Competency 34: IT as a Service (ITaaS)

	

	Competency Element(s):

	34.1 Applies the principles of IT as a Service (ITaaS) and process framework of the DoD Enterprise Services Management Framework (DESMF) to program offices to achieve the most cost effective IT environment for DoD.

	Element Issues (DAU): List ambiguities, misunderstandings, etc. to help IT FIPT next time they update competencies

	NONE.

	Acquisition Workforce IT Qualification Standard Product and Tasks related to Product (DAU)

	NONE.

	

	NONE.

	Assumptions (DAU)

	NONE.

	TLO (Job Product or Service) (DAU; SME can make recommendations)
	BLOOM/COURSE

	TLO 34.1.1 Given a DoD IT acquisition scenario, evaluate IT service acquisition processes for DoD Enterprise Service Management Framework (DESMF) adherence.
	BLOOM: TBD 

	ELO(s) with Major Takeaway (MT)/Learning Points (LP) (tasks which are required to build the product or service) (DAU)

	ELO 34.1.1.1 Describe ITaaS.

MT1.1. The Information Technology Infrastructure Library (ITIL) is the de facto set of best practices used to manage the full lifecycle of an IT service.   

LP1.1 ITaaS is a competitive business model that describes an organization’s ability to acquire IT services (like email, help desk, System Administrator services).  
LP1.2 Under this model, each organization’s IT department competes with outside providers and cloud providers to create the best IT environment for their employees.
LP1.3 DISA used ITIL and created the Defense Enterprise Service Management Framework (DESMF) for DoD. DoD has now taken over the leadership of DESMF via DESMF III.

Assessment Strategy: QUIZ
	BLOOM: 2
Level 1 ISA101

	ELO 34.1.1.2 Describe DESMF.

MT 2.1 The DESMF is an IT Service Management process framework covering the entire lifecycle of an IT service. Process initiatives and service implementation efforts should align with the DESMF. 

Assessment Strategy: QUIZ
	BLOOM: 1
Level 1 ISA101

	ELO 34.1.1.3 Identify the benefits of DESMF.

LP3.1 Provides a single, definable, repeatable and scalable framework for recommended best practices within the DoD
LP3.2 A common lexicon is achieved amongst all components
LP3.3 Level 1 processes are understood and common, allowing for lower level process decomposition to support the unique environments each of the components require.
LP3.4 Level 1 processes provide the spring board for process SMEs avoiding always reinventing the wheel saving time and money 
LP3.5 The standardization and simplification of products delivered by IT
LP3.6 Improves alignment between service provider and mission area

Assessment Strategy: QUIZ
	BLOOM: 1
Level 1 ISA101

	ELO 34.1.1.4 Identify the benefits of ITaaS.

LP4.1 The improved financial transparency and more direct association of costs to consumption
LP4.2 Increased IT operational efficiency resulting from the need to compare the price of internally produced products to those available from external providers. 
LP4.3 The transformation of an internal IT organization from operating as a cost-center to an ITaaS model is also believed to produce improved levels of business agility for the enterprise as a whole

Assessment Strategy: QUIZ
	BLOOM: 2
Level 1 ISA101

	ELO 34.1.1.5 Given a DoD program using IT services, assess the program to determine if IT Service Management practices are being performed IAW DoDI 8440.01 and DESMF Vol III.

MT5.1 The DESMF is the single service management framework for DoD.  Is it being used?
MT5.2 The Defense Service Quality Model include measurement standards for services being rendered.  Are the measure being tracked and managed?


Assessment Strategy: Case Study Exercise Questions
	BLOOM: 4
Level 2 ISA201

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	MAJOR TAKEAWAYS (MT)/Learning Points (LP) with REFERENCES and CONTENT (Subject Matter Expert (SME))

	MT1.1. The Information Technology Infrastructure Library (ITIL) is the de facto set of best practices used to manage the full lifecycle of an IT service.   

LP1.1. ITaaS is a competitive business model that describes an organization’s ability to acquire IT services (like email, help desk, System Administrator services).  
LP1.2. Under this model, each organization’s IT department competes with outside providers and cloud providers to create the best IT environment for their employees.
LP1.3. DISA used ITIL and created the Defense Enterprise Service Management Framework (DESMF) for DoD. DoD has now taken over the leadership of DESMF via DESMF III.

Ref: DESMF Vol III, Appendix F.

LP 2.1. The DESMF is an IT Service Management process framework covering the entire lifecycle of an IT service. Process initiatives and service implementation efforts should align with the DESMF. 

Ref: DESMF Vol III. 

LP3.1. Provides a single, definable, repeatable and scalable framework for recommended best practices within the DoD
LP3.2. A common lexicon is achieved amongst all components
LP3.3. Level 1 processes are understood and common, allowing for lower level process decomposition to support the unique environments each of the components require.
LP3.4. Level 1 processes provide the spring board for process SMEs avoiding always reinventing the wheel saving time and money 
LP3.5. The standardization and simplification of products delivered by IT
LP3.6. Improves alignment between service provider and mission area

Ref: DESMF Vol III.

MT4.1. The improved financial transparency and more direct association of costs to consumption
MT4.2. Increased IT operational efficiency resulting from the need to compare the price of internally produced products to those available from external providers. 
MT4.3. The transformation of an internal IT organization from operating as a cost-center to an ITaaS model is also believed to produce improved levels of business agility for the enterprise as a whole

Ref: DESMF Vol III.

MT5.1 The DESMF is the single service management framework for DoD.  Is it being used?
MT5.2 The Defense Service Quality Model include measurement standards for services being rendered.  Are the measure being tracked and managed?

Ref: DESMF Vol III.


	List of References

	DoDI 5000.74, “Defense Acquisition of Services,” January 5, 2016, Enclosure 7 IT Services (DoDI 8440.01 and DESMF Vol III support and are a subset of the DoDI 5000.74, Enclosure 7, Acquisition Considerations for IT within Services (Including IT as-a-service).  NOTE: For some reason DoDI 8440 is not referenced by the DoDI 5000.74?  However, DESMF is described in Enclosure 7, paragraph 5.  Nor is DoDI 5000.74 referenced by the DoDI 8440.01?
DoDI 8440.01, “DoD Information Technology (IT) Service Management (ITSM), December 24, 2015

DoD Enterprise Service Management Framework (DESMF) Vol III, 22 January 2015, (STATUS: Under review by the Enterprise Service and Data Panel (ESDP)).

EXECUTIVE SUMMARY 

Driving toward service excellence is a virtuous goal for organizations today; this is due in part because it is proven that a proactive service environment is less expensive to run than a reactive service environment. This document provides guidance to standardize the management of Information Technology (IT) Services across too Department of Defense (DoD) organizations and is the embodiment of the integration of various best practices, frameworks and standards that defines a Department-wide service management approach. It is a ‘service oriented’ framework that focuses on creating and managing services throughout the service lifecycle. It aligns and integrates processes for service management and defines processes at a high level, describing the what, not the how. This approach enables cross-functional teams the ability to create and improve processes in the common pursuit of service excellence. More in-depth process specific guidance is provided in supplemental companion documents located on the Information Technology Service Management (ITSM) Community of Practice (CoP) and the All Partners Access Network (APAN). Hyperlinks to both are located in the Reference section of this document. 

How to use the Department of Defense Enterprise Service Management Framework (DESMF) 

There is no DoD standard terminology for much of the content within the DESMF. Therefore, it is necessary to know the definitions of a few key terms used in the document. 

· Service is a means of delivering value comprised of people, processes and technology perceived by Customers and Users as a self-contained, single, coherent entity that enables them to achieve mission objectives and functions (Source: ISO 20000, COBIT 5, ITIL V2, V3, & 2011) 
· Policies help with governance and are formally documented management expectations and intentions. Policies are used to direct decisions and to ensure consistent and appropriate development and implementation of processes, standards, roles, activities, IT infrastructure, etc. 
· Process is a structured set of activities designed to accomplish a specific objective. A process is made up of discreet interconnecting activities that draw upon inputs, controls, and enablers (normally tools) to produce a defined output(s). A process may draw from any of the roles, responsibilities, tools and management controls required to reliably deliver the outputs and is comprised of specific procedures to accomplish this activity 
· Procedure is a document containing steps that specify how to perform an activity. Procedures are defined as a part of processes. As such, a change to a procedure does not necessarily change a process, just as a change to a process does not necessitate a policy change. 

The DESMF is the authoritative framework used to address services and processes that are owned and managed by the DoD. The DESMF includes: 

· Guidance on IT Service alignment with the mission 
· Processes – Department-wide processes defined at a high level and guidance to establish authoritative Service Owners, Process Owners and Process Managers, etc. 
· Purpose and Scope – The purpose and scope of each process in the lifecycle 
· Metrics – Recommendations on the use of metrics as actionable items 
· Process Workflow Guidance - Mapped activities and supporting explanation 
· Roles and Responsibilities 
· Service Quality Management Approach 
· IT Performance Management Guidance x Process Capability Assessment Information

The DESMF is not: 

· A Concept of Operations (CONOPS)—CONOPS for processes are developed separately from this document, but uses this framework to align the efforts 
· An Implementation Plan – While this document contains steps for process design work at a high level, it is not meant as a detailed project plan or as an overall ITSM implementation plan. 

Do not let the number of pages within the DESMF overwhelm you. This document is specifically designed to provide as much content as possible, divided into usable and manageable sections. 

Section 4 introduces the important topic of Risk Management.

In addition, we recommend that anyone responsible for leading an ITSM effort or participating in ITSM activities read all of sections 5 – 8. 

Sections 9 – 10 contain domain, process and supporting functions content. A reader may want to focus on his or her specific area of responsibility, knowing that additional content is always available for review in electronic format. 

Sections 11 – 13 contain References, Acronyms and a Glossary. Hyperlinks are in the reference section for easy access for those who view the DESMF electronically. 

The appendices provide more detail on important specific topics. 

With each new edition of the DESMF, content will be added, removed, or modified based on DESMF reviews and feedback. As with any framework referenced within the DESMF, take the information that is required and aligned with your specific environment, along with anything that may prove helpful, and be aware that additional information is available to you should you require more in depth information.




