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ExEcutivE Summary
Continuing to deliver services with reduced resources is
a fact of life for government’s IT leaders. The federal government’s information technology spending budget was
cut by $2.4 billion in 2015 while state and local govern-

Why it OpEratiOnS managEmEnt
impOrtant tO thE public SEctOr

iS

“Operations management, simply put, is the ability to understand and
catalog all of the assets within your environment and then have tools
and processes in place, which allows you to collectively manage them,”
Osborn said. “That’s whether that environment is on the premises or in
the cloud. Essentially, it is being able to understand and catalog all the
assets in your environment and then manage those according to the
priorities of your organization.”

budgets. Contrast that to IT spending in the private
sector, which is increasing even as you read this to $3.8
services by leveraging technology.
The public sector faces other IT problems, too: prioritization obstacles and slow delivery of services. All the while,
citizen expectations grow exponentially.
-

tors still operate in the same universe of customer expectations. The same customers who bank, buy a television or
book a vacation online are looking for an equivalent level of
service and user experience from government agencies.

So where does that leave the public sector? How can the
federal government improve optimization and prioritization
as well as visibility and control? What are the next steps?

IT operations
management solutions consolidate resource data from
across the enterprise— including virtualized and cloud environments — into a single system of record. This approach
provides visibility into system performance, allows for
automation of key processes and delivers a service-centric
approach to operations management.
Citizens are counting on agencies and IT departments to
deliver new services faster — and to keep them running.
But limited visibility into services and the dependencies that
support them could stand between you and those goals. IT
operations management can help.
That’s why GovLoop has partnered with ServiceNow, a
company that delivers service-aware operations agility,
performance and availability, to deliver this research brief.

• Share results from a survey of 341 public-sector professionals on IT operations management and perception.
• Explain how streamlined IT operations help you align with
mission need.
• Include expert commentary from Bob Osborn, Chief
• Give you insight on how ServiceNow can help you adopt
better IT operations management.

operations management and how to modernize it. It is more
critical than ever for government entities to implement the
right operations management system to help prioritize
the goals they must achieve to better serve citizens.

center have been challenging for IT workers. Common point solutions
pendently and without the governance of change control. Moving
applications to the cloud adds further complications because changes
information about infrastructure — physical, virtual and cloud-based
outages and service quality degradation.
This is where IT operations management helps.
To better understand the public sector’s challenges and needs
when it comes to IT operations management, GovLoop surveyed
341 public-sector professionals.
We were interested in discovering general awareness of IT operations
management, how many public-sector workers consider it essential to
implementing a solid IT operations management strategy.
So how can IT operations management help government workers

tion, whether public or private, understand all the items and assets

-

manage it,” Osborn said.
“Many organizations fall into the trap of buying management tools or

understanding what they already have and what state is it in,” Osborn
said. “So when it comes to trying to understand what needs to be
updated or replaced or if there’s a vulnerability associated with those
right version.”

SurvEy rESultS: a SnapShOt
OpEratiOnS managEmEnt

Of

it

proper IT operations management, even though they may struggle
with barriers to using it.
Nearly 73 percent of respondents said their organization has an IT
operations management strategy in place. (See Figure 1.) Additionally, a resounding 97 percent said they believed that operations
management was a crucial part of having a successful IT strategy.
(See Figure 2.)

Figure 1:
Does your organization have an IT operations management strategy?

Yes - 72%
No - 28%

“It’s very true that general management of your environment is ex-

ment process and the tools in place,” Osborn said. “That’s just one of
the reasons it’s crucial to successful IT.”
That so many survey respondents say they understand the crucial
importance of IT operations management is a good thing. Using it is
another matter. More than half —55 percent — said that they and
their organization struggle with prioritization of IT projects and issues.
(See Figure 3.)
When implemented and used successfully, IT operations management helps you understand the relationship of system events to
business services, enabling operations managers to make better
prioritization decisions.

Figure 2:
Do you think that operations management is important
to successful IT?

Yes - 97%
No - 3%

The GovLoop survey respondents agreed with this. About 67 percent
said that one reason they need IT operations management is because
management helps them prioritize issues, while 33 percent said it
helps with mission impact and about 22 percent said it helps them
save money. (See Figure 4.)
operations management is not currently important or a priority, when

Figure 3:
Operations management can help streamline business
services. In your current environment, are you able to
prioritize issues or do you struggle with prioritization?

(See Figure 5.)
Overall, many public-sector workers still face barriers when trying
instance, 47 percent said “culture and mindset” were a challenge when
implementing IT operations management, while “cost,” “leadership
buy-in” and “no understanding of its importance” were each cited as
barriers by about 31 percent of survey respondents. (See Figure 6.)

Struggle with prioritization - 55%
Able to easily prioritize - 45%
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Osborn said that many of these barriers are common to a variety
of organizations.
“A big challenge is often maturity of the organization and being able to
ises and in the cloud and managing that holistically,” he said.

Figure 4:
Which aspects of IT operations management are most
important to IT endeavors?

“Normally, organizations will go buy one technology and then an67%
37%

33%

23%

22%

3%

common in the federal government, and the ability to manage that

then walk, then run,” meaning they must use a building-block style of IT
operations rather than a holistic one.
Agencies should instead apply a methodology used for operations
management with tools that will allow them to very quickly catalog the
ration management database. This then will allow them to quickly start
up a management environment much more rapidly than if they were
following a crawl, walk, run approach.
Cost is another barrier, Osborn said. “I think the latest data shows that
85 percent of IT budgets are just spent on supporting current assets
or keeping the lights on, if you will,” he said. “There is often very little
money to invest in new technology. So it’s ever more critical that federal IT professionals choose an IT operations management tool that will
give them a good return on their investment.”

Helps prioritize issues
Helps with mission impact
Helps save money
Helps us gain insight into
overall health of services
Other

Figure 5:
If IT operations management is not currently important
to you or a priority, why is that?

50%
25%

13%

13%

Other
No buy-in from leadership
Budget issues
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Facing barriers or challenges in implementing it operations management, like those
in Figure 6? here are servicenow’s suggestions For overcoming the top barriers
From our survey respondents:

1. The challenge of culture and mindset

-

ing an IT service management tools set. What becomes clear rather
quickly is that most, if not all CIOs and IT directors, are conducting
ITOM, but doing so piecemeal and using manual process supported by
Now is to aggregate all data about the IT environment, the processes
used to manage that environment and then have a single source of
truth, which can be used to report on activities and measure performance.

2. The challenge of leadership buy-in

Change is hard and without executive sponsorship it usually doesn’t
happen. ServiceNow supports the modernization of an organization’s
IT environment so that this modernized suite of capabilities might be
used to transform other lines of business which increases the ROI on
the ServiceNow investment very quickly. Developing this roadmap to
success and savings generates interest and ultimately supports senior

3. The challenge of cost

Figure 6:
What barriers do you face in implementing/emphasizing
operations management?

47%
32%

31%

31%
11%

10%

Culture and mindset
Cost
Leadership buy-in
No understanding
of its importance
None
Other

organization. Agencies need to have the ability to consolidate systems,
streamline management processes and provide transparency into cost
and performance, thereby allowing IT leaders to meet mission goals
with restricted budget constraints.
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What a SuccESSful it OpEratiOnS
managEmEnt DEplOymEnt lOOkS likE
Once an IT operations management has been successfully deployed,
what changes can you expect in your IT department or services?

operations management to various degrees because you can grow it
over time and increase your capability along with your maturity and
your budget,” Osborn said. “And there are a couple who have achieved
pretty mature deployments of operations management. What that
really allows them to do is to have a catalog — that is, manage enough
data in real time of every asset that’s operating within their enterprise.”
Osborn explained that these programs and deployments have allowed
ration item within the enterprise and to understand the relationship
among assets that support the services of the applications that the
public or internal users are actually using.
The IT operations management deployment allows them to respond,
mediate and eliminate any events, issues or downtime because they
can quickly isolate the problem and make the appropriate changes to
the enterprise.

happening in real time because every change in the environment is
recorded in the database. As a result, current real data is projected on
-

Successful deployment of an IT operations management model results
reliability levels at the lowest possible cost.

ment is streamlining business services, Osborn added.

“Many public agencies had server overkill,” he said. “What I mean by
that is most agencies that embraced virtualization to get multiple virtual servers on a single box or a server piece of equipment, they’re not
always utilizing the greatest potential.”
In that case, he said, you would then have many deployments of a
particular application that would have their own set of servers that
support that application. Unfortunately, in those cases, there is little
performance data to see whether it’s being underused or even operating at proper capacity.
“In fact, in some cases, the application will underperform because
there’s storage-area or computing storage capability to support the
application in that type of the environment,” Osborn noted.
Very few organizations that have a deployment function of an
operations management tool suite would have the visibility of that
performance to be able to understand how to optimize or support
any business service.
“However, a tool like ServiceNow gives you visibility into the perforbased upon that, we can balance the loads automatically to make sure
that we are maintaining optimal performance to each sort of agreement at each level of the supporting infrastructures that deliver that
service,” Osborn said.
“Without having that level of capability, you really can’t optimize,” he
continued. “You really don’t know if you’re delivering the best services
possible. You don’t know whether or not you could be doing better or
if you’re really paying for a lot of extra overheads.”

Successful deployment of an IT operations
and lean organization that has high uptime
and reliability levels at the lowest possible cost.”
- Bob Osborn
Federal, ServiceNow
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cOncluSiOn
Today, public sector IT departments face escalating demands for
innovative services to meet rising citizen expectations. These requests
are driving them to adopt agile software delivery methodologies and to
embrace public and private cloud infrastructures. This vastly increases
the importance of IT within the organization, providing opportunities to

organizations must ensure complete visibility and control, break down
communication barriers, and automate time-consuming, error-prone
delivery processes. Disconnected tools and undocumented processes
are no longer viable. Instead, a holistic, integrated approach is needed
to address the entire software delivery lifecycle.

rapidly, making it easy for a potential customer to adopt the technology and use it within the enterprise environment, immediately reaping

ments need to accelerate service delivery and improve service quality.
By enabling agile development, automating service deployment and
providing insights into services’ performance, ServiceNow lets IT transition from siloed development, deployment and operational teams to a
and enhances service quality.

That’s why IT operations management is so critical at this juncture for
single data model platform. It allows organizations to integrate all the
tools that provide the capabilities of operations and management
within a single platform.

abOut gOvlOOp

abOut SErvicEnOW

GovLoop’s mission is to “connect government to improve government.”
We aim to inspire public-sector professionals by serving as the knowledge network for government. GovLoop connects more than 200,000
members, fostering cross-government collaboration, solving common
problems and advancing government careers. GovLoop is headquartered in Washington, D.C., with a team of dedicated professionals who
share a commitment to connect and improve government.

ServiceNow is changing the way people work. By placing a service-oriented lens on the activities, tasks and processes that make
up day-to-day work life, we help the modern enterprise operate
faster, better and more scalable than ever before. As the enterprise

spreadsheets from the process to streamline the delivery of services.

Andrews, GovLoop Director of Content, at Catherine@govloop.com.
www.govloop.com
Twitter: @GovLoop
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1152 15th St, NW, Suite 800
Washington, DC 20005
Phone: (202) 407-7421
Fax: (202) 407-7501
www.govloop.com
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