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Meeting Agenda 

• Overview of the SAGE Project 

• Review of Highlights and Initiatives 

• Discussion 

• Approval of Final Report 

• Concluding Remarks  
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You can’t see the glacier move when you watch it every day... 
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But sweeping change is underway... 
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Agency 

Operations $9.6 

billion  

Non-Executive 

$8.1 billion 

Medicaid 

$16.4 billion 

Other Local 

Assistance 

$23.3 billion 

School Aid 

$20.4 billion 

Debt/Other  

$7.8 billion 

Focus of SAGE 

Commission 

Non-Executive controlled agencies 

should adopt the SAGE approach 

Employee health insurance 

savings of $364 million 

from SAGE initiatives 

FY 14 Agency Operations $800M Lower Than Jan 2011 DOB Forecast 
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$2.0 billion 

$3.3 billion 

Tier VI reform reduces 

pension expense by $21 

billion over 30 years 



Savings Upon Full Implementation 
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* Represents 10% savings on the 

estimated amount of annual 

infrastructure spending affected by 

the Design-Build authority under 

the Infrastructure Investment Act. 

Excludes savings for the Tappan 

Zee Bridge project which are 

estimated to be at least $1 billion. 

 

** The Tier VI pension plan will 

save the State approximately $21 

billion and localities approximately 

$61 billion over the next 30 years. 



SAGE Initiatives Make Leaner Government Possible 

• A workforce 14% smaller than 4 1/2 years ago 

• Trend toward community-based care and not-for-profit service 

delivery 

• Innovation makes technology infrastructure less expensive 

• Business process redesign plus technology streamlines process 

and improves service 
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State Government is Performing Better 

• The Justice Center is bringing a new level of accountability for 

abuse 

• The new Department of Financial Services is playing a vital role 

post-Sandy 

• Comprehensive not-for-profit contracting reform will improve 

service delivery 

• Sophisticated performance analytics are driving innovation in 

the Public Safety agencies 

9 



Lessons of the Last Two Years 

• Rightsizing facilities and consolidating functions has a larger 

impact than agency mergers - with fewer obstacles 

• Transformational change is complex and ongoing initiatives 

require sustained focus for the next 2-3 years 

• State government is still opaque and it is hard to get a fully 

integrated view of what we do 

• Political opposition, bureaucratic inertia and restrictive work 

rules are a fact of life 

• Incremental progress adds up 
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Highlights of Initiatives 
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Highlights of Government Redesign Initiatives 
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Category                    Initiative 

Reorganization of 

State Government 

• Consolidating and Rightsizing of Facilities 

• Consolidation of Functions 

• Consolidation of Agencies and Authorities 

• Consolidation of Interagency Activities 

Reducing Costs 

and Improving 

Service 

• IT Transformation 

• Customer Service and Process Improvements 

• Modernizing the Workforce 

Building a Culture 

of Performance 

and Accountability 

• Performance Management and Open Government 

• Core Mission and Implementation 

 



Consolidating and Rightsizing Facilities 

•  Closure of 9 prisons and 17 other custodial-care facilities 

completed or proposed over the last two years 

•  25% excess leased office space fixed by "re-stacking“ 

•  Consolidating support functions 
• Warehouses 

• Printing Operations 

• Laboratory Facilities 

• Fleet Management 

•  Savings of $237 million annually from rightsizing initiatives 
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Consolidation of Functions 

• Enterprise-wide Shared Services to capture efficiencies of scale 

• Business Services Center 

• Procurement and Strategic Sourcing 

• Cluster-based Call Centers 

 

• Realigning agency functions promotes excellence 

 

• Creation of the Justice Center 

 

• Coordinated Health Insurance  

•    Purchasing 

 

• Health and Disabilities Cluster 

•    Shared Services 
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• Savings of approximately $345 million annually 

Single point of oversight and 

transparency 

Aligns purchasing with core 

competency 

Reduces bureaucratic overlaps 

Approximately 8,100 

employees transferred 
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Consolidation of Agencies and Authorities (1 of 2) 
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Consolidation of Agencies and Authorities (2 of 2) 



Coordination of Interagency Activities 
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• Consolidated Funding 

Application (CFA)/REDCs 

• New York Works  

Task Force 

• Energy Efficiency 

• Workforce  

Development 

The CFA covers 10 agencies and 29 

funding programs coordinated by the 

Regional Economic Development Councils 

Task Force capital plan coordinates 20 

agencies, 27 authorities and approximately 

$167 billion in capital spending 

Revitalized State Workforce Investment 

Board will coordinate 13 agencies, 90 

funding programs and more than $1 billion 

in spending 

Enterprise-wide management of all facility 

retrofits generates $100 million in annual 

savings and a 20% ROI 



IT Transformation... (1 of 3) 
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• Organizational Restructuring 

• Transfer of 3,300 agency professionals to form a statewide IT 

organization 

• Enterprise-wide standards and cluster-based design and execution 

• Infrastructure Modernization 

• Data centers, VoIP/communications, email standardization and identity/access 

management 

• High ROI/High Impact Projects 

• Captures easy savings and drives strategic priorities 

• Disciplined Implementation 

• Defined timelines with critical milestones 

•  Savings of approximately $290 million annually 



IT Transformation... Timeline for IT Infrastructure Implementation (2 of 3) 
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 Complete NYSeMail 
Migration Playbook 

     Set up new NYSeMail 2010           
    servers 

 Migrate 9 agencies to 
NYSeMail  

 Revise Business Case and 
ROI based on Cloud email 
platform 

 Determine scope for higher 
level secure email 

2012-2013 
Milestones 

2013-2014 
Milestones 

 Procure 30,000 sq. ft.  Tier 
3 data center space 

 Migrate Wave 1 at-risk data 
centers to new data center 
space 

 Begin Wave 2 data center 
planning for future 
migrations 

 Complete Hardware and 
Software Upgrades 

 Complete Wave  2 and 3 
application implementations 

Data Center VoIP/Communications Email 
Identity and Access 

Management 

 Procure Hardware and 
Software 

 Launch NYS Central Web 
login portal  

 Issue NYS Trust Assurance 
Policy 

 Pilot EIAM solution with 
DOH Health Commerce 
System 

 Complete Wave 1 
implementations 

 Complete build of new ITS 
Statewide email system 

 Migrate all agencies to ITS 
Statewide email  (Fall 
2013) 

Main  
objective 

Transition 100% of agency 
email (51 agencies) to new 
ITS email platform 

Implement a secure,   
statewide  directory service 

Convert 95% (120,000+) 
phones to VoIP 

Consolidate 50 data centers 
to 2 data centers (1 primary, 
1 DR) 

  

 

  Finalize standards for 
routers, firewalls and 
switches 

 Procure additional network 
capacity and deployment 
services 

 Migrate Phase 1 phones to 
VoIP (10,000) – 4,367 
phones have been migrated 
onto existing VoIP instances 
for restacking 

 

 

 Migrate 60,000 users and 
2,000 call center agents 
(remaining phones to VoIP 
anticipated FY14-15) 

 Consolidation of existing  
VoIP instances onto central 
core infrastructure 

 Procure 10,000 sq. ft. Tier 
3 data center space 

 Complete cluster-level 
data center consolidation 
for all clusters 

 Close 6 data centers 
 2 Agency Data Centers 

have closed this 
reporting period (from 
the Finance cluster) 

 

 

 

 In progress 

 Completed 

 
 



IT Transformation... Project Portfolio Management Structure (3 of 3) 
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Base 

(“Lights-on”) 

▪ Mandatory 

updates 

▪ Break & Fix 

▪ Operations 

IT Project 

Funds 

(State, 

Federal, and 

grants) 

100% 

Agency IT 

spending 

Set Direction 

IT Strategic 

Plan 

Cluster 

Strategic 

Plan 

Cluster 

Strategic 

Plan 

Cluster 

Strategic 

Plan 

Risk 

High 

High 

Low 

Low 
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IT investment (project) governance overview  

List of Projects 

Priority 

discretionary 

projects 

Other 

discretionary 

activities (e.g., 

enhance-

ments) 

Select Investments & 

Monitor Performance 

Prioritize Project 

Portfolio 

Federally/ 

legislatively 

mandated  



▪ Unfriendly, uncaring staff 

▪ Confusing, multi-step enrollment process 

▪ Long wait times 

▪ Access difficulties 

▪ Unpredictable delays 

▪ No easy access to information 

▪ No transparency 

▪ Friendliness 

▪ Long wait times 

▪ Slow and inconsistent service 

▪ Confusing “state-centered” processes 

▪ Inflexible, uncaring staff 

▪ Can only solve problems in person, not online 

▪ Redundant interactions with many state 
agencies, not “one New York State” 

Human services 
▪ Disabled care 

Transportation 
▪ Train and road const., operation, and maintenance 

Information and complaints 
▪ Open data 
▪ Complaint resolution 

Emergency response  
▪ Disaster response (physical and informational) 
▪ Police 

Licensing, permitting and 
registration 

▪ Starting a business 
▪ Getting a drivers license 

Inspections and oversight  
▪ Group home inspections 
▪ Construction inspections 

Safety net services 
▪ Housing vouchers 
▪ Medicaid enrollment 

Businesses doing business with state 
▪ Construction bidding and contracting 
▪ Payments to vendors 

Parks, recreation and tourism  
▪ Parks maintenance and operation 

Tax processing 
▪ Tax filing 

Service category Pain points (typical) 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

Use cases 

Case management 
“The state is helping 
me manage my 
[benefits, complex] 
situation” 

 

Infrastructure and 
information 
“I have targeted 
interactions with the 
state as I am 
navigating my world” 

Permissions and 
payments 
“I need to go to the 
state to get 
permission or make 
a payment” 

Source: McKinsey & Company 

Improving Customer Service... Touch Points (1 of 3) 



Improving Customer Service... Transforming DMV (2 of 3) 

• New Yorkers interact with DMV more than any other State agency 

• 17 million web visits; 4 million online transactions 

• Over 12 million office visits 

• 5 million incoming calls 

• Current: 

• Office wait times > 60 minutes 

• Outmoded technology 

• Long call center hold times 

• Inconvenient office hours for people who work 

• Objectives: 

• Reduce office wait times to < 30 minutes 

• Increase self-service transactions to 50% of total (from 32% today) 

• Improve call center metrics and customer satisfaction levels 
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Other Customer Service and Process Improvements (3/3) 

 

• Customer service solutions involving licensing and permitting 

• E-Licensing for more than 400 State-issued licenses 

• Reform of the SEQRA process 

• Professional and business licensing consolidation 

 

• Operational process efficiencies 

• Contracting with not-for-profits 

• Design-Build contracting for infrastructure projects 

• LEAN process improvements 
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Modernizing the Workforce 

• Controlling the cost of the State workforce 

• Savings of $421 million from new collective bargaining agreement 

• State and local pension savings of more than $80 billion over the next 30 

years from Tier VI reform 

 

• Merger of GOER into Civil Service will be a catalyst for change 

• Recruitment initiatives 

• Employee training 

 

• Flexibility in hiring and managing employees 

• Civil Service Law reform – future options 

• Administrative changes – incremental progress 

• Performance appraisals and discipline – collective bargaining 
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Performance Management and Open Government 

• New York Performs 

• A Statewide performance 

management system for all 

major agencies and authorities 

• Public launch scheduled by the 

end of 2013 
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• Open New York 

• Initiatives to increase State 

government transparency and 

accountability 



Focus on Core Mission and Effective Implementation 

• Core Mission 

• Regulatory Relief from Unnecessary Statutory Mandates 

• Commercial Activities 

• Competitive Benchmarking 

• Underutilized Assets 

• Align Roles with Local Governments 

 

• Implementation 

• LEAN management process 

• Leverage private sector resources and expertise 
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SAGE Commission 

Conclusion 
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