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Overview of Function - Helpdesk 

IS Target Operating Model – Functional Design & Service Catalogue 

1st line and front-line point of contact for users. 1st time fix for standard/scripted issues.  Call management (logging, 
monitoring, escalation, and closure) for issues escalated to 2nd or 3rd line resolution. 
 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT SERVICE DESK SOLUTION 



 
Service Integration & Management 

 

Infrastructure 

Support & Service Delivery 

St
ra

te
gy

 

Security, Compliance & Architecture 

Implementation/ 
Development 

Services 

Professional 
Services 

Sourcing/ 
Fulfillment 

IS & 
Application 

Development 

Innovation, 
R&D, ROI 

IT Service Desk 

Helpdesk 
Self-Service & 

Targeted 
Content 

IT Asset 
Management 

Hosting 
Network & 
Telecomms 

Fixed 
Telephony 

End User 
Computing 

LOB 
(“Core”) 

Apps 

Corporate 
Enabling 
Systems 

C
al

l M
gt

 &
 

1
st

 L
in

e
 

2
n

d
 L

in
e

 
3

rd
 L

in
e/

 
3

rd
 P

ar
ty

 

External 
Warranties

/Repair 

External 
Application 
Providers 

Supporting 
Services 

Procurement 
Management 

HR 

Finance 

Legal 

Corporate/ 
Governance 

Traded 
Services (incl. 

Schools) 

Mobile 
Telephony 

Supported 
Apps 

Applications Maintenance 
& Support 

PaaS 

Non-
Supported 

Apps 

Interfaces/API’s Provision 

Support 

 
Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

On-Line FAQs 

User Account e-forms  

Working using VPN 

IT Learning Content 

Password Management  

Fault and Request e-forms  

EUC Device Catalogue 

End User Training Catalogue 

Self Service Password Reset 

WFH via Citrix 

IT Service Desk 

Self-Service & 
Targeted Content 

Overview of Function – Self-Service & Targeted Content 

IS Target Operating Model – Functional Design & Service Catalogue 

Providing on-line self-service functionality to end-users for typical/common simple support issues such as password resets 
(individual self-service functions to be listed out as part of on-going service catalogue development).  Also provides 
relevant digital content for end-user self-learning as well as access to a catalogue of wider external training offerings. 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH CATALOGUE (P2P) SERVICE FOR EXTERNAL TRAINING WHERE 
REQUIRED 
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IT Asset Management 

Overview of Function – IT Asset Management 

IS Target Operating Model – Functional Design & Service Catalogue 

Responsible for all asset management in relation to IT devices, software, and licensing utilising relevant functionality as 
part of the integrated IT Service Desk. To have in place a neutral vendor to complement Microsoft SCCM when 
considering licensing compliance 
 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT SERVICE DESK SOLUTION 
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Overview of Function – End User Computing Support (EUCS) 

IS Target Operating Model – Functional Design & Service Catalogue 

Provide all aspects of support in relation to end-user (desktop & mobile) computing and related peripherals. 
 
 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH SUPPORTING FRAMEWORK/CATALOGUE AGREEMENTS FOR 
PROVISION OF DEVICES (SEE EUCP) AND EXTERNAL WARRANTY/REPAIR AGREEMENTS 
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Overview of Function – End User Computing Provision (EUCP) 

IS Target Operating Model – Functional Design & Service Catalogue 

The supply and delivery of end-user (desktop & mobile) devices and related peripherals, including imaging pre-delivery 
where applicable. 
 
 
SOURCING STRATEGY: EXTERNALLY PROVIDED SERVICE(S) 
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LOB (“Core”) Applications 

Overview of Function – Line-of-Business (“Core”) Applications (LOB) 

IS Target Operating Model – Functional Design & Service Catalogue 

Key Line of Business Applications supported by IS service, providing 1st, 2nd and 3rd line support. This  encompasses  
support for upgrades, fault resolution. 
 
Please see the LOB matrix for full details: http://dcc-otcs/otcs/llisapi.dll/open/40913787 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT 3RD PARTY APPLICATIONS AND 
SUPPORT AS REQUIRED 
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http://dcc-otcs/otcs/llisapi.dll/open/40913787
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Overview of Function – Supported Applications 

IS Target Operating Model – Functional Design & Service Catalogue 

Second tier Line of Business Applications supported by IS service, providing 1st, 2nd and 3rd line support. This  encompasses  
support for upgrades, fault resolution. 
 
Please see the LOB matrix for full details: http://dcc-otcs/otcs/llisapi.dll/open/40913787 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT 3RD PARTY APPLICATIONS AND 
SUPPORT AS REQUIRED 
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http://dcc-otcs/otcs/llisapi.dll/open/40913787
http://dcc-otcs/otcs/llisapi.dll/open/40913787
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Overview of Function – Corporate Enabling Systems 

IS Target Operating Model – Functional Design & Service Catalogue 

To support the Corporate Systems (those used by all users in the Council) encompassing the web site and Microsoft 
products (Word, Excel, E-mail). 
 
Please see the LOB matrix for full details: http://dcc-otcs/otcs/llisapi.dll/open/40913787 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT 3RD PARTY APPLICATIONS AND 
SUPPORT AS REQUIRED 
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Overview of Function – Interfaces/API’s 

IS Target Operating Model – Functional Design & Service Catalogue 

Interfaces from key line of business applications that are supported. 
 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT 3RD PARTY APPLICATIONS AND 
SUPPORT AS REQUIRED 
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Overview of Function – Professional Services 

IS Target Operating Model – Functional Design & Service Catalogue 

To provide access to a framework of IT related professional services on a project-by-project basis. There will be a limited 
amount of capacity (if any) within the permanent IT/IS team with any additional and/or ad-hoc services being funded on a 
capital/project basis.  Sourcing and monitoring of these services will be managed by IT on behalf of Council Directorates 
and associated organisations. 
SOURCING STRATEGY: CENTRAL GOVERNMENT, REGIONAL PORTAL, OR LOCAL FRAMEWORK(S) 
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Overview of Function – Sourcing/Fulfillment 

IS Target Operating Model – Functional Design & Service Catalogue 

To provide access to a range of supplier agreements, monitor volumes/pricing/performance, for example Also to liaise 
with, and work alongside, relevant Category Management expertise within the wider DCC Procurement function.  
 
 
SOURCING STRATEGY: INTERNAL DCC FUNCTION 
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Overview of Function – Information Systems & Application Development 

IS Target Operating Model – Functional Design & Service Catalogue 

Development of  applications to address agreed business requirements. 
 
 
 
SOURCING STRATEGY:  INTERNALLY PROVIDED BY DCC WITH PROCUREMENT OF RELEVANT 3RD PARTY APPLICATIONS AND 
SUPPORT AS REQUIRED 
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Telephony 

Supported 
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Applications Maintenance 
& Support 

PaaS 
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Supported 

Apps 

Interfaces/API’s Provision 

Support 

 
Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Technology Trend Analysis  

Peer Knowledge  

Toolkits & Frameworks 

Market Awareness 

Best Practice Approach 

Benchmarking  

Implementation/ 
Development Services 

Innovation, R&D, ROI 

Overview of Function – Innovation, Research & Development, Return on Investments 

IS Target Operating Model – Functional Design & Service Catalogue 

Undertaking research activities, maintaining market awareness, participating in benchmarking studies and reviewing 
marker, peer body and best practice guidance and developing proposals and hot to apply such to the benefit of Derby City.  
 
SORCING STRATEGY: DELIVER INTERNALLY WITH SOME SUBSCRIPTIONS TO RELEVANT SERVICES; COMMISSION SPECIFIC 
RESEARCH IF REQUIRED AND FUNDED FROM PROJECTS. WILL BE BUILT INTO ALL TENDERS SO THAT SUPPORTING 
ORGANISATIONS ARE COMMITED TO PROVISION. 
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Interfaces/API’s Provision 

Support 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Device provision  

Supplier Management  

Device set up  

Device disposal  

Asset Management  

Bill Management – Billing portal  

User Support  

Tariff options – including usage limits 

Mobile network services 

Reporting 

Infrastructure 

Mobile Telephony 

Overview of Function – Mobile Telephony 

IS Target Operating Model – Functional Design & Service Catalogue 

Provision and support of mobile telephony services for both voice and data access  
 
 
SOURCING STRATEGY: TO SOURCE THROUGH A FRANEWORK CONTRACT OR OTHER PUBLIC SECTOR VEHICLE POTENTIALLY 
AS PART OF A MULTI LOT PROCESS WITH OTHER ASPECTS OF TELEPHONY AND NETWORK SERVICES 
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Interfaces/API’s Provision 

Support 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Provision of lines 

Conference Call services  

Installation management  

Supplier Management  

Handset provision  

Fault management  

Billing Management  

Provision of channels  

Softphones and Instant messaging 

Right Fax 

Infrastructure 

Fixed Telephony 

Overview of Function – Fixed Telephony 

IS Target Operating Model – Functional Design & Service Catalogue 

Provision and support of Fixed telephony services for both voice and access to IP telephony   
 
 
SOURCING STRATEGY: TO SOURCE THROUGH A FRANEWORK CONTRACT OR OTHER PUBLIC SECTOR VEHICLE POTENTIALLY 
AS PART OF A MULTI LOT PROCESS WITH OTHER ASPECTS OF TELEPHONY AND NETWORK SERVICES 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Data Centre Links  

LAN Management (protcols) 

LAN/WAN Segregation  

WAN Links to DCC Sites 

Fault Management  

WAN Installation and configuration  

LAN Switches  

Network Security Tools  

Racks and switches for WAN 

Data Centre switches/routing  

Wifi  Provision & Configuration 

Internet Pipe 

Supplier/Vendor Management  

Infrastructure 

Public/community Access Network 

Network related certificate management  

Documentation – e.g. network diagrams 

Desktop network infrastructure 

VPN 

Remote location connectivity 

Capacity planning & monitoring 

Availability, health & usage reporting 

DC services 

Firewall and gateway access 

Active Network Infrastructure 

PSTN, ISDN, SIP gateway services 

Network & Telecomms 

Overview of Function – Network & Telecommunications 

IS Target Operating Model – Functional Design & Service Catalogue 

Overview of Function – Provision, configuration and management of different assured network services to data centre, 
across the WAN, in LAN’s and with wifi and segregated networks. Internet service provision (inc Azure Virtual Networking) 
Performance managed to provide a resilient consistent service, monitored to business demand and prevention of failures.  
 
SOURCING STRATEGY: TO SOURCE THROUGH A FRAMEWORK CONTRACT OR OTHER PUBLIC SECTOR VEHICLE POTENTIALLY 
AS PART OF A MULTI LOT PROCESS WITH OTHER ASPECTS OF TELEPHONY AND NETWORK SERVICES 
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Interfaces/API’s Provision 
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Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Rack Space & Management 

Server Certificate Management  

Data Resilience (backup, RAID) 

Intelligent Physical Corrections 

Housekeeping 

Environmental Management 

Storage Space & Management 

Asset Management 

Server Space & Management 

Operating system management  

Server security Tools  

User Acc Management – Non BAU 

Infrastructure 

Hardware & Software 

Overview of Function – Hardware & Software 

IS Target Operating Model – Functional Design & Service Catalogue 

Generic elements of the installation, management and support of servers and storage that need to be in place regardless 
of the ultimate method of delivery. 
 
SOURCING STRATEGY: DEVELOP OPTIONS TO IMPLEMENT A RANGE OF CLOUD SERVICES (IaaS, PaaS & SaaS)  TO REPLACE A 
TRADITIONAL DATA CENTRE MODEL BUT WITH A REDUCED FOOTPLATE HOSTED DATA CENTRE. 
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Schools) 

Mobile 
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Supported 
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& Support 

PaaS 

Non-
Supported 

Apps 

Interfaces/API’s Provision 

Support 

 
Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Infrastructure 

Hosting 

Overview of Function – Hosting (including Data Centre Services) 

IS Target Operating Model – Functional Design & Service Catalogue 

Installation, management and support of DCC owned or rented servers and storage that provides data and software 
services for all users and all applications. 
 
SOURCING STRATEGY: DEVELOP OPTIONS TO IMPLEMENT A RANGE OF CLOUD SERVICES (IaaS, PaaS & SaaS)  TO REPLACE A 
TRADITIONAL DATA CENTRE MODEL BUT WITH A REDUCED FOOTPLATE HOSTED DATA CENTRE. 
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Supported 

Apps 

Off Site Physical Hosting 

Gateway to Azure servers 

IL3 / IL4 
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Supported 

Apps 

Interfaces/API’s Provision 

Support 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Infrastructure 

IS Target Operating Model – Functional Design & Service Catalogue 

Non-
Supported 

Apps 

Office 365 (incl Email) 

App’s available as SaaS 

Software as a Service 

Overview of Function – Software as a Service 

Provision of all hardware and software assets and support. Likely to be both part of an IaaS / PaaS offering and as a series 
of independent application offerings. 
 
SOURCING STRATEGY: DEVELOP OPTIONS TO IMPLEMENT A RANGE OF CLOUD SERVICES (IaaS, PaaS & SaaS)  TO REPLACE A 
TRADITIONAL DATA CENTRE MODEL BUT WITH A REDUCED FOOTPLATE HOSTED DATA CENTRE. 



 
Service Integration & Management 

 

Infrastructure 

Support & Service Delivery 

St
ra

te
gy

 

Security, Compliance & Architecture 

Implementation/ 
Development 

Services 

Professional 
Services 

Sourcing/ 
Fulfillment 

IS & 
Application 

Development 

Innovation, 
R&D, ROI 

IT Service Desk 

Helpdesk 
Self-Service & 

Targeted 
Content 

IT Asset 
Management 

Hosting 
Network & 
Telecomms 

Fixed 
Telephony 

End User 
Computing 

LOB 
(“Core”) 

Apps 

Corporate 
Enabling 
Systems 

C
al

l M
gt

 &
 

1
st

 L
in

e
 

2
n

d
 L

in
e

 
3

rd
 L

in
e/

 
3

rd
 P

ar
ty

 

External 
Warranties

/Repair 

External 
Application 
Providers 

Supporting 
Services 

Procurement 
Management 

HR 

Finance 

Legal 

Corporate/ 
Governance 

Traded 
Services (incl. 
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Applications Maintenance 
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PaaS 
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Apps 

Interfaces/API’s Provision 

Support 

 
Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

SCOM 

Proxy Services 

Encryption (for IL3 & above) 

DNS 

Multi-factor Authentication 

Mail Filtering 

DCHP/WINS 

AD 

Web Filtering 

SCCM 

Remote Access Services 

Rights Management 

Remote Desktop Services 

Infrastructure 

Platform as a Service 

Overview of Function – Platform as a Service (PaaS) 

IS Target Operating Model – Functional Design & Service Catalogue 

As per IaaS with the addition of software assets that provide the basis for business system function and delivery.  
 
 
SOURCING STRATEGY: DEVELOP OPTIONS TO IMPLEMENT A RANGE OF CLOUD SERVICES (IaaS, PaaS & SaaS)  TO REPLACE A 
TRADITIONAL DATA CENTRE MODEL BUT WITH A REDUCED FOOTPLATE HOSTED DATA CENTRE. 
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Interfaces/API’s Provision 

Support 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Infrastructure 

IS Target Operating Model – Functional Design & Service Catalogue 

Non-
Supported 

Apps 

Citrix services 

Commute (Pys or V) (Hyper V) 

Provision Service 

Internal networking 

Volume licensing fullfilment 

vSphere environments 

App Delivery (deploy and package) 

Storage Services (Azure) 

Backup Services (Azure) 

Network Provider Access 

Infrastructure as a Service 

Overview of Function – Infrastructure as a Service (IaaS) 

Provision of racking, storage, servers in an appropriate managed facility where hardware is consumed on a utility basis. In 
future will be IaaS services where it is not viable or not affordable to achieve PaaS or SaaS solutions. To include bridge 
operations to managed the facility and preventing against hardware failure (hardware health). 
 
SOURCING STRATEGY: DEVELOP OPTIONS TO IMPLEMENT A RANGE OF CLOUD SERVICES (IaaS, PaaS & SaaS)  TO REPLACE A 
TRADITIONAL DATA CENTRE MODEL BUT WITH A REDUCED FOOTPLATE HOSTED DATA CENTRE. 
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Services (incl. 
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Supported 
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Applications Maintenance 
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Supported 
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Interfaces/API’s Provision 

Support 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Schools: Helpdesk 

Schools: Remote Backup 

Schools: WAN/ISP Connectivity 

Schools: Commissioning/Contracting 

Schools: Telephony 

Schools: MIS Support 

Schools: Anti-Virus 

Schools: Training 

Schools: Technician Services 

Schools: Office 365 

Schools: Learning Platform(s) 

Schools: Websites (Creation & Content) 

Schools: LAN Design & Support 

To be integrated? 

Childrens Care Homes: WAN/VLAN 

Sure Start Centres: WAN/VLAN 

Traded Services 

Overview of Function – Traded Services 

IS Target Operating Model – Functional Design & Service Catalogue 

Services delivered in a traded model to partners of Derby CC including Schools, The Derby Homes ALMO and Derby 
Museums Trust.  Where possible these adopt the TOM approach and are managed for each customer group.  Only 
additional services are described here.  
 
SOURCING STRATEGY: IS TO USE PROCUREMENT FRAMEWORKS THAT CAN REDUCE COSTS BASED ON STATUS OF 
CUSTOMERS (EG ACAMEDIC LICENSING SCHOOLS, CHARITY STATUS ETC)   
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Mobile 
Telephony 

Supported 
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Applications Maintenance 
& Support 

PaaS 
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Supported 
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Interfaces/API’s Provision 

Support 

 
Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Budget, investment, & service alignment 

Annual Customer Satisfaction Surveys 

3rd Party Management 

SLA management & reporting 

3rd Party Escalation 

Local Area Partnership - operational 

Complaints procedure 

Customer Satisfaction (on-going) 

Customer/Directorate Service Reviews 

Continuous service Improvement 

3rd Party OLA's (as required/on request) 

SLA monitoring 

Service Integration 
And Management 

Proactive Maintenance 

Alignment to ITIL Framework 

Internal Audit requests 

Incident Notification (P1) 

Benchmarking, VfM, Open Book 

Inbound FOI requests 

Quality related procedures? 

Problem Management 

Change Management (IT) 

Capacity Planning (people resources) 

Financial Management 

Overview of Function – Service Integration & Management (SIAM) 

IS Target Operating Model – Functional Design & Service Catalogue 

The Operational Management of IS to provide a single, coherent, business facing service to the organisation. 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC . 
 
Need to focus on what an intelligent client function will comprise and how this will be complimented by procurement and 
legal support – this is still being developed 
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Applications Maintenance 
& Support 

PaaS 
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Supported 

Apps 

Interfaces/API’s Provision 

Support 

 
Programme 

Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Demand Forecasting 

Project Management  

Co-ordination of Professional Services 

Programme Management  

Billing/Re-charging 

Programme Office 

Overview of Function – Programme Office 

IS Target Operating Model – Functional Design & Service Catalogue 

Need to consider how this may work in respect of the transformation team is this part of a business or an IT function.  It is 
likely we will need to either have some dedicated in house capacity or a easy to access call off contract to bring in project 
resources at short notice.   
 
SOURCING STRATEGY: STILL TO BE DETERMINED 
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Supported 
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Interfaces/API’s Provision 

Support 
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Office 
 

Connectivity 

IaaS 

SaaS 

Hardware & Software 

Service Management for IT Services 

Service Improvement Plan 

IT Governance Policies  

Service Portfolio Management 

Strategy for SIAM  

Demand Management 

Business Relationship Management 

Implementation of Strategy 

Financial Management for IT Services 

Strategy to Serve Customers 

Stakeholder Management  

Continual Service  Improvement  

Strategy for Service Delivery  

Strategy 

Strategy for Infrastructure  

Strategy for Security/Compliance  

Strategy for Programme  

Strategy for Supporting Services 

Overview of Function - Strategy 

IT/IS Target Operating Model – Functional Design & Service Catalogue 

Determines  the types of services which should be offered and  the appropriate way to provide them. 
 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH REFERENCE TO THE MARKET. 
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Overview of Function – Security, Compliance & Architecture 

IT/IS Target Operating Model – Functional Design & Service Catalogue 

Architecture – provision of the best and expedient outcome in delivering a business need with technology.  
Security – the governance and operation to ensure the integrity and availability of all systems.  
Compliance – ensure all  external drivers are recognized, acted upon and proven to demonstrate adherence. 
 
SOURCING STRATEGY: INTERNALLY PROVIDED BY DCC WITH REFERENCE TO THE MARKET. 
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