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COURTS Information Services Division

Strategic Planning Definitions

Vision: A vision is what we aspire to be. It encompasses the
ideals, hopes, and dreams of the people within the
organization.

Mission: A mission describes our main purpose for existing. It
answers who we are, what we do, why we do it, and

for whom.

Values: Values express the core principles for the conduct of the
organization carrying out the mission.

Goals: Goals are high level statements of overall direction to
support the mission and vision of the organization.

Strategies: Strategies are the methods of supporting the goals.



% ADMINISTRATIVE OFFICE OF THE COURTS
NNNNNNNNNN

COURTS Information Services Division
Vision
Accurate and complete information -
anytime, anywhere
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COURTS Information Services Division

Mission
ISD provides superior information
and reliable services for Washington
Courts, law and justice partners, and
the public to advance the efficient

and effective operation of the
Washington State Judiciary
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COURTS Information Services Division

Values

e Integrity

e Know Your Customer
e Involvement

e Cooperation

e Partnering

e Achievement

e Creativity

e Adaptability
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Information Services Division

Goals

1.

W

Build, execute, and sustain an effective
operational management structure.

Develop and retain a motivated, competent,
and innovative staff.

Build and nurture effective partnerships.
Align products and services with overall
business strategy.

. Achieve accountability in the consistent

delivery of products and services.
Manage technology to optimize service
delivery.
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COURTS Information Services Division

Goal 1: Build, execute, and sustain an effective
operational management structure

Strategies:

1.1. Create standard management methods and
processes using industry standards

1.2. Institutionalize standard methodologies, processes,
and procedures

1.3. Maintain documentation library

1.4. Develop and maintain portfolio management
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COURTS Information Services Division

Goal 2: Develop and retain a motivated,
competent, and innovative staff

Strategies:
2.1. Define and maintain a required level of competency

amongst all staff
2.2. Create a positive work environment (climate for

results)
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COURTS Information Services Division

Goal 3: Build and nurture effective partnerships

Strategies:
3.1. Ensure open and consistent communications

3.2. Develop and implement Relationship Management
Plan

3.3. Create a customer-centric culture
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COURTS Information Services Division

Goal 4: Align products and services with overall
business strategy

Strategies:

4.1. Continuously evaluate portfolio of products and
services for sustained value to customers

4.2. Ensure Business Case alignment with overall
Business Strategy

4.3. Maintain a portfolio of products and services

4.4, Validate investments with Business Case Analysis
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COURTS Information Services Division

Goal 5: Achieve accountability in the consistent
delivery of products and services

Strategies:

5.1. Create and maintain control processes

5.2. Track and communicate status of products and
services
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COURTS Information Services Division

Goal 6: Manage technology to optimize service
delivery

Strategies:

6.1. Improve service delivery

6.2. Long-term planning

6.3. Provide infrastructure

6.4. Provide and maintain applications
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COURTS Information Services Division

Goal 1: Build, execute, and sustain an effective operational
management structure

Strategy 1.1: Create standard management methods and processes using industry standards

Measurement/Indicator
1.1.1. Inventory of our practice (Baseline Practices) 1.1.1.1. Increase/Decrease from baseline

1.1.3. Evaluate gaps in methods and processes 1. % Gap Resolved

2. % Gap Open

1. 30% Efficiency gain

2. Reduce rework by 40%
1

1
1
1.1.4. Enhance and optimize operations and service delivery 1.
1
1 . % Audit findings considered

1.1.5. Adjust and/or refine based on audit findings

rocedures
rement/Indicator
. % Structure complete
. # of practices adopted

Strategy 1.2: Institutionalize standard methodologies, processes,

1.2.1. Create structure
1.2.2. Develop standards and tools

2.3. Devise Plan Communicate/Educate
.2.4. Commit to continuous improvement

. % Training accomplished for all staff
. Identify improvement targets by post-action survey
. Re-Evaluate/Audit

(7]
1
1
.2. % utilization
1
1
2
1. % Compliance (Expected vs. Actual Results)

1.2.5. Monitor compliance

Measurement/Indicator
1.3.1. Inventory current document contents 1.3.1.1. % with Identified owners (Target 100%)
1.3.2. Develop process and procedure for library 1.3.2.1. Measure use of documents

1.3.2.2. 100% Completion of Process and Project Documentation
1.3.3. Develop library structure 1.3.3.1. % Alignment with structure

1.3.3.2. 100% of documentation in library

1.3.4. Incorporate new project documentation

Strategy 1.4: Develop and maintain portfolio management

e

1.4.1. Guide decisions by means of governance process 1.4.1

1.4.2. Prioritize based on pre-established decision criteria 1.4.2.1. Audit organization activities to verify all items
1.4.2
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COURTS Information Services Division

Goal 2: Develop and retain a motivated, competent, and
innovative staff

Strategy 2.1: Define and maintain a required level of competency amongst all staff

Measurement/Indicator
2.1.1. Develop and update required skills inventory 2.1.1.1. % Skills list has been created

2.1.2. Develop and update actual skills inventory
2.1.3. Outline training plans

2.1.2.1. % Inventory list

2.1.3.1. Training plans exist for all staff

2.1.3.2. All skill gaps are covered by training plan
2.1.4. Implement review process 2.1.4.1. Mapping of gaps between required skills and inventory
2.1.4.2

. Evaluate that trained staff can perform required skills

Strategy 2.2: Create a positive workplace environment (climate for results)

Measurement/Indicator

2.2.1. Improve communications 2.2.1.1. Process for soliciting and accepting/rejecting ideas
2.2.1.2. Provide method for feedback
2.2.2. Assess individual needs 2.2.2.1. Survey
2.2.3. Create rewards and career development environment 2.2.3.1. Communicate training opportunities once a quarter
2.2.4. Provide recognition for achievements/innovations 2.2.4.1. Survey: Do employees feel recognized
2.2.5. Review continuous process improvement proposals 2.2.5.1. # of Ideas received
2.2.5.2. # Ideas implemented vs. not
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COURTS Information Services Division

Goal 3: Build and nurture effective partnerships

Strategy 3.1: Ensure open and consistent communications

Measurement/Indicator
3.1.1. Develop Communication Strategy and Plan 3.1.1.1. Define communication levels
3.1.1.2. Identify stakeholders
3.1.1.3. Comprehensive plan identifying method/frequency of
communication with each partner
3.1.1.4. % Complete
3.1.1.5. Ongoing updates/review

Strategy 3.2: Develop and Implement Relationship Management Plan

Measurement/Indicator

. % of partners documented (updated quarterly)
. Who, What, Why; Prune or Graft

. Quarterly Partner Satisfaction Surveys

# Sent

. % Returned

. % Satisfied

. % Satisfaction Increase/Decrease

. % Feedback provided to partners

. Increased % of interaction

3.2.1. Build inventory of partners
3.2.2. Survey and document relationship needs
3.2.3. Feedback strategy
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3.2.4. Improve outreach
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Goal 4:

ADMINISTRATIVE OFFICE OF THE COURTS

Information Services Division

strategy

Align products and services with overall business

Strategy 4.1: Continuously evaluate portfolio of products and services for sustained value to customers
Measurement/Indicator

4.1.1. Develop inventory of products and services

4.1.2. Implement Standardized Methods for data collection and reporting

4.1.3. Monitor Usage

4.1.4. Monitor Performance/Issues

. Discovery of un-inventoried items; addition of relevant items
. Indicator for correlation between project benefits and objects
. % Compliant

. Statistics Report

. % Utilization

. Focus points for Attention

. % Performance Outside Norm

. % Tickets

Action
4.2.1. Develop formal business case initiation process

4.2.2. Implement standardized compliance with process

4.2.3. Validate proposed investments with business case analysis

Measurement/Indicator

4.2.1.1.
. # of Business cases accepted vs. those submitted
.1. A documented repeatable validation process

. % Repeatable
.1. Develop formal feasibility study

. Establish initiative viability

A documented business proposal
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COURTS Information Services Division

Goal 5: Achieve accountability in the consistent delivery of
products and services

Strategy 5.1: Create and maintain a control process

ction
5.1.1. Define a Change Control Board process

urement/Indicator
1.1.1. % Process Created
1.1.2. % Process Approved
1.1.3. % Complete Annual Review and Update
5.1.2. Execute Change Control Board process 1.2.1. % Verified Review Completed

1.2.2

S

. % Non-Compliant

Strategy 5.2: Track and communicate status of products and servi

ction Me.
5.2.1. Provide status updates on new initiatives 5.2
5.2.2. Provide status updates on changes or enhancements 5.2
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COURTS Information Services Division

Goal 6: Manage technology to optimize service delivery

Strategy 6.1: Improve service delivery
Action asurement/Indicator

Measu
6.1.1. System availability (network, databases, surveys, applications) 6.1.1.1. Availability 24/7
6.1.2. Clean Data 6.1.2.1. % Clean > xx%
6.1.3. Enact and Adhere to SLA’s 6.1.3.1. % Compliance
6.1.3.2. % Up-to-date
6.1.3.3. Variance to SLA
6.1.4. Continuous Operation Improvement Plan (COIP) 6.1.4.1. % Applications Reviewed/Time
6.1.5. Desktop Support Service 6.1.5.1. Ticket completion time
6.1.5.2. # Tickets completed/day
6.1.6. Implement consistent and supportable architecture and standards 6.1.6.1. % Compliance/Deviation with established standards/objectives
6.1.6.2. Reduced Audit Findings
Strategy 6.2: Long-Term Planning
Action I CERT]
6.2.1. Capacity Planning 6.2.1.1. % Complete
6.2.1.2. % Compliance
6.2.1.3. % Outside threshold
6.2.2. Asset Management 6.2.2.1. % Assets within lifecycle
6.2.2.2. # Unplanned asset adjustments
6.2.3. Market Research 6.2.3.1. # of Vendor Engagements
6.2.3.2. % of identified solutions for future use

Strategy 6.3: Provide infrastructure

rement/Indicator
. # of Tickets

. Staffing Rations

. Staffing rations

u.
6.3.1. Provide and maintain hardware 1
2
1
.2. % Compliant with current versions
1
1
2
3

6.3.2. Provide and maintain systems software

. # of Tickets

. Minimal Audit findings
. # of Breaches

. Trend # of attacks

6.3.3. Provide and maintain network
6.3.4. Provide and maintain secure environment

Strategy 6.4: Provide and maintain applications

6.4.1. Execute standardized project management approach 6.4.1.1. % Adherence to repeatable process
6.4.2. Proactive monitoring of applications 6.4.2.1. Conduct audit of customer feedback
6.4.2.2. Report out on potential enhancement initiatives
6.4.2.3. % of enhancements tied to customer feedback
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