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This document showcases some of our team’s achievements while 
highlighting the value and success of Phase 2 of Governor Little’s IT 
Modernization initiative. I tried to “de-geek” this as much as possible, 
but it’s not completely devoid of technical terms and concepts; after 
all, it’s what we do!  

Each phase of IT Modernization brings a bow wave of activities with 
it. Our technical experts must learn new systems on the fly; uncover 
anomalies with undocumented, home-grown solutions; learn new 

processes and procedures; take over projects in the middle of implementation; and simply 
just try to fit in with an entirely new and different culture. This year, they accomplished 
this under the cloud of COVID-19. I’m amazed at the level of professionalism and our 
team’s dedication to our customers, our state, and its citizens. 

In a short 100 days, ITS has been able to standardize, modernize, stabilize, upgrade, 
update, document, simplify, automate, and secure an amazing volume of applications, 
networks, and server environments. Simply put, every agency under our support is better 
off today than they were prior to Modernization. That said, we’re not perfect. We have 
some internal adjustments and improvements to make, but we’re getting there fast. 

Thanks for taking a few minutes to read. I couldn’t be prouder of the team we’ve built and 
what they’ve accomplished in 100 days, and I’m confident reading this will give you 
important insight into the power of IT Modernization.  

Regards, 

Jeff 

  

From the Administrator  

 

After ITS wrapped up FY20 and compared total IT costs for support agencies pre- and post-
modernization, we were curious how Idaho compared overall in its spending and turned to 
Gartner’s IT Key Metrics Data 2020: Industry Measures – Executive Summary (December 
2019).  

Gartner reports average cross-industry IT spending at $15,461 per employee. For all state 
and local governments, that number goes down to $9,433 per employee.  ITS customer costs 
average to just $6,535 per employee – and this is accounting for FY20 modernization costs.  

 

Postscript 
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Phase 2 of Governor Little’s IT Modernization 
Initiative began on June 15, 2020. Phase 2 
included nine (9) executive branch agencies, 
for a new total of 54 supported agencies, 
boards, and commissions.  
 
Prior to onboarding each agency, Office of 
Information Technology Services (ITS) 
analyzed operations and all IT requirements. 
Each IT position was evaluated against the 
ITS service catalog to determine how best to 
use existing personnel to fill ITS positions 
needed to support agencies. 
 
As ITS began Phase 2 of IT Modernization, we 
finally had a solid fiscal year of data to analyze 
results of the first phase. When compared to a 
three-year average of pre-modernization IT 
expenditures including personnel, operating, 
and capital, we found that post-
modernization expenditures for Phase 1 
agencies were roughly the same at 
approximately $11.8 million (Figure 1). But 
financials are only part of picture.  
 
IT Modernization increased the value Idaho 
receives from its investment in significant and 
demonstrable ways.  ITS modernized IT 
services to make them streamlined, efficient, 
safe, and scalable for the same cost agencies 
previously spent to maintain more staff, 
outdated systems, and older devices.  
 
We added value through hiring more 
experienced staff, new processes, simplified 
solutions that increased security and ensured 

continuity, and by adapting as we went to 
quickly meet customer needs.   
 
ITS accomplished all of this during an 
unprecedented time and under the extreme 
circumstances of a global pandemic. We 
supported a massive remote workforce for all 
ITS-supported agencies, resulting from the 
statewide work-from-home mandate.  
 
During this period, VPN users increased 
532% and bandwidth utilization was up 
320%. We enhanced security features such as 
multifactor authentication to keep workers and 
the systems safe from cybersecurity attacks, 
which had stepped up six-fold with the onset 
of the COVID pandemic. 
 
During the first 100 days of Phase 2 IT 
Modernization, we added new functionality, 
increased value tenfold, focused on 
relationships and service, and started (and 
completed) numerous projects, including 
several funded by the Coronavirus Aid, Relief, 
and Economic Security (CARES) Act.  
 
While this report highlights many of our major 
milestones, there is simply no way for us to 
convey the sheer amount of work happening 
behind the scenes daily.  
 
Our team has gone above and beyond to 
install new systems, assist supported 
agencies, and engineer solutions for 
seemingly impossible issues. 

  
  

Introduction  
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Figure 1: Comparison of Pre-Modernization and Post-Modernization IT Costs 
 

Pre-Modernization:  $11.80 Annual IT 

 
Post-Modernization:  $11.79 Annual IT 
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Architecture 
Team 

Established an Architecture Team to oversee the 
enterprise architecture, statewide software licensing 
agreements, IT governance for purchasing requests and 
bulk IT purchases.  

 
Includes Chief Technology Officer, two Enterprise 
Architects, and one Software Licensing Architect. All 
new positions and functions for the state.  

 
 
 

Cybersecurity 
Team 

Augmented the Information Security Team to oversee 
cybersecurity policy, training, and education; 
compliance and audit; IT Risk Management (insurance); 
and incident response.  
 
Includes Chief Information Security Officer, Chief 
Compliance Officer, and three Information Security 
Engineers.  

 
 
 

Data Analytics 
Team 

Formed new Data Analytics Team to facilitate data 
sharing between agencies and other organizations, and 
to provide data analysis support to customer agencies 
and policy makers.  
 
Includes Chief Data Officer/Geospatial Information 
Officer, Data Scientist, and Data Architect.  

 
 
 

Regional 
Support Team 

Enhanced local support through statewide district IT 
support structure utilizing 12 new staff located 
throughout the state in Lewiston, Idaho Falls, and Coeur 
d’Alene. These staff are onsite with existing supported 
agencies to minimize additional office space and 
facilitate a better customer service experience.  

 
 

Business 
Operations 

Added four key roles in Business Operations including a 
Senior Financial Specialist, Senior Buyer, Business 
Operations Manager, and Business Operations 
Specialist to support internal and external customers.   

 
 
 

  

New Functionality  
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Project 
Team 

To ensure project success for ITS and supported 
agencies, it is important to use dedicated project 
managers to oversee these projects from conception to 
completion.  
 
To effectively manage the project timelines, budgets, 
and scope, we created two Project Teams, with 
dedicated Project Managers, Business Analysts, and 
Infrastructure Engineers, who will oversee the individual 
tasks that move each project towards its completion and 
ultimate success; on time, within budget, and with 
minimal disruption to the rest of the business. 

 
 

Adapting to 
Customer 

Needs 

Created new Luma Liaison. The primary point of contact 
for the State Controller’s Office (SCO), Deloitte and 
supported agencies; manages conversion data and 
interface development to integrate existing agency 
applications.  

 
Created position dedicated to public records requests 
and e-discovery for all ITS customers. Hired 
experienced Security Engineer, utilizing state-of-the-art 
software to guarantee accuracy and adherence to 
statutory guidelines. 

 
 

Expanding ITS 
Team 

Hired 65 new staff, organized eight onboarding sessions 
both virtually and in-person to adhere to COVID safety 
standards, navigated intricate security clearance 
processes, and completed every Division of Human 
Resources (DHR) requirement within mandated 
timelines.   

 
Designed, procured, and built new office space to 
accommodate 135 staff, including orchestrating multiple 
office moves due to changing construction schedules. 
 

 
 
 
  
 
  

“GREAT JOB yesterday with all of the Phase 2 new hires and the new employee orientation (NEO) 
presentation!  That was probably one of the smoothest onboardings I’ve been a part of in my 12 years 
with the State of Idaho.  And by ‘be a part of’ I mean showing up and watching everything come together 
seamlessly and without any issues…way to go! 

ITS definitely set the bar for other agency’s when onboarding new employees, whether it’s 1 new hire or 
40+, yesterday was a model for all NEO’s. NICE WORK!” 

 - LeAnn Stephens, HR Strategic Business Partner, DHR 
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The ITS Architecture Team establishes 
standards, structure, and control along with 
strategy, innovation, and collaboration to 
capitalize on digital opportunities. They 
collaborate across organizations and 
internally to identify best value.  

 
During the first 100 Days, not only did they 
create and build a stellar team, but they 
also negotiated multiple licensing deals 
which netted a total cost savings of 
$594,856 across all supported agencies. 
They are currently brokering deals for 
statewide software consolidation which will 
reduce duplication, deliver free training, 
and add layers of security and productivity 
features not previously available without 
significant cost  

The importance of this team cannot be 
overstated. Thanks to the efforts of the 
Architecture Team, vendors now treat 
Idaho government as an enterprise, rather 
than as an independent series of small- or 
medium-sized organizations.   

 
The features included with each contract 
the team negotiates is fully compliant with 
current security standards, has a significant 
discount per seat by combining the 
purchasing power of all agencies, and is 
vetted to make internal processes more 
efficient. For example, ITS will be able to 
automatically manage onboarding and 
offboarding tasks for employees rather than 
manually managing each software license 
on each individual computer. 

 
  

Value Added  

Architecture Team 

 21 million inbound emails inspected per month 

 13 million quarantined spam, virus, and malware  

 8.7 million threats and attacks blocked per month 
 

#KeyFacts 
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Cybersecurity is one of the most critical 
functions of ITS. The Security Operations 
Center inspects over 21 million inbound 
email messages per month. Of those, 13 
million are identified as possibly malicious 
such as spam, viruses, or malware; three 
million marketing emails are quarantined; 
leaving only five million messages 
meticulously inspected and safely delivered 
into employee inboxes.  

 
While email is the most popular attack 
vector for social engineering, it is not our 
only concern, as ITS firewalls block an 
average of 8.7 million threats and attacks 
per month.   

 

Hackers only need a single-entry point to 
penetrate the state system and old systems 
with outdated software and protocols 
represent a significant danger. Prior to IT 
Modernization, many agencies had old 
servers that were several versions behind 
and were secured by upgrading systems 
and enhanced monitoring.  

 
ITS responded to three separate 
cybersecurity incidents of website 
defacement during the first 100 days. Our 
expert teams were able to get the websites 
back online within 90 minutes, identify and 
mitigate the root problem within two hours, 
and took action to prevent the same exploit 
from happening again.  

 
 
  

Cybersecurity Team 

• Updated the Incident Response Handbook, collaborated with Risk Management to simplify mandatory 
incident reporting for all state entities, met all statutory and insurance reporting requirements.  

• Devised implementation plan for cybersecurity assessment tool to assist counties, collaborated with the 
Office of Emergency Management, delivered viable solution to counties who do not have the expertise 
or tools to conduct cybersecurity assessments.  

• Completed massive internal vulnerability assessment and penetration test for agencies supported by 
ITS.  Devised strategy and tracked mitigation efforts to address identified weaknesses.  NOTE: a 
penetration test is a series of simulated cyber-attacks to discover vulnerabilities.   

• Assisted agencies with federal Social Security Audit. Collaborated with auditors and agency POCs to 
ensure successful outcomes. Managed resolution for findings of IT vulnerabilities.  

• Coordinated with DHR to conduct annual cybersecurity awareness training. Ensured every state 
employee complied with Governor’s mandate. Selected training modules to counter latest real-world 
threats.  

• Partnered with DHR to implement statewide phishing campaigns, tested employees and assessed 
organizational maturity for security awareness and response.     

Cybersecurity Projects  
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The Data Analytics team mission is to ensure the right data is available to the right people at the right time. 
But what makes it so important to Idaho? As with all public and private enterprises, state governments are 
awash in data.  As critical assets for the state, data must be managed consistently and appropriately across 
the many domains of state government.  Managing data as an asset will increase operational efficiencies, 
reduce costs, improve service delivery, improve and streamline programs, inspire innovation, and promote 
better and more transparent government. 

Insights and knowledge from data assets have the capability to drive efficient and effective action.  This 
makes enabling the right data to be available to the right person at the right time of paramount importance.  
The Federal government and 25 state governments are moving steadily toward evidence-based and 
evidence-supported policymaking because they recognize that data is a valuable strategic asset in which 
insights and knowledge are contained. 

What is so important about data?  

 

 

 

Data analytics is a vital new service 
focusing on optimizing performance and 
providing quality data to drive better 
business decisions.  

This new team began defining the 
operational framework for data and 
analytics to include governance, 
organization and policies, data strategy, 
data management standards, lifecycle 
management, data inventory, metadata 
standards, privacy/security, and is crafting 
an enterprise data sharing memorandum of 
understanding with supported agencies.  

ITS is also taking the lead in engaging with 
other state Chief Data Officers and federal 
partners to outline and improve the way 
states share data to improve decision 
making on policy issues.  

The Chief Data Officer met with geospatial 
information systems (GIS) staff and agency 
leadership regarding their roles and the 

challenges they face related to data and 
GIS work. They identified commonalities of 
deficiencies and strategized how the 
central GIS office could provide support.   

Some highlights of the team’s activities 
include:  

 
Assessed all Idaho Data Framework 
Technical Working Groups (TWG) and the 
engagement to support the GIS Strategic 
Plan.  

 
• Reactivate inactive TWGs  

 
• Helping TWGs with no leadership get 

started again  
 

• Build new website for gis.idaho.gov   
 

• Drafting proposed changes to state GIS 
policies and standards   

 
• Updating the state GIS Strategic Plan   

 
  

Data Analytics Team 
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Operations is the backbone of ITS. From 
networks to servers to phones, these 
teams keep it all running. They are 
responsible for managing over 1.27 PB 
(petabytes) of primary data storage and 
backups spread across 796 servers.  

 
They manage over 1,400 virtual servers 
along with 106 physical servers in nine 
data centers and 20 server rooms across 
the state. Fun fact: 1.27 petabytes is the 
equivalent of 1,270,000,000 1 GB 
(gigabyte) thumb drives. 

 
The team installed new state-of-the-art 
firewalls with ten times the capacity of the 
previous firewalls, providing superior 
protection of the state network. During the 
annual penetration testing, the third-party 

vendor was only able to find two critical 
issues. With the average cost of a data 
breach in the U.S. at $3.86 million, having 
top-notch security is vital.  

 
With the addition of the new Phase 2 
agencies, ITS now manages over 680 
wireless access points, 128 agency in-
house applications, and 1,029 agency 
databases.  

 
The team meticulously analyzed every 
piece of hardware, transitioned away from 
severely outdated systems and devices, 
and decommissioned the “junk.”  This 
initiative not only increased productivity and 
efficiency, it decreased financial obligations 
for power, HVAC, licensing, and 
warranties.   

 
  

Operations Team 

 

680 wireless 
access points 

 

128 agency 
applications  

 
1,029 databases 

 

 
$3.86 million  
(average data breach cost) 

 

1,400 virtual 
servers 

 
1.27 petabytes 

 

#KeyFacts 
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To assist with the new administrative 
workload, ITS added four key roles in 
Business Operations to manage and track 
statewide IT purchases, interagency annual 
billings, and provide budget guidance. 
During the first 100 days, Business 
Operations processed over 500 purchase 
orders for nearly $12.7 million to buy or 
renew IT services, hardware, maintenance, 
software, and licensing. This was a 
herculean effort.  

 
Additionally, Business Operations has 
played an integral role in sourcing, tracking, 
and processing ITS and supported 
agencies’ CARES fund IT requests. ITS 
requested and received $12.1 million in 
CARES funding to address systemic 
shortfalls in IT infrastructure and is now 

executing new projects for overall 
statewide impact.  

Part of the funds were dedicated to 
updating, consolidating, and standardizing 
the ITS phone infrastructure. This new 
system provides collaborative tools such as 
soft phones (allows users to make calls 
over their computer with their state 
number) and web conferencing capabilities 
for teleworkers that is critical for the remote 
work environment caused by COVID.  

In a separate but related effort, ITS worked 
with Division of Purchasing on a telephone 
contract recompete and negotiated an 
amazing deal which ultimately saved the 
state $250,000.   

  
 
  

Business Operations Team 

Fast Fact: 
Business Operations processed 
over 500 purchase orders worth 
$12.7 million between June and 
September  
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With the addition of nine agencies, ITS now 
supports a total of 54 organizations and 
7,055 customers. Managing all the IT 
services for these agencies is no small feat 
and ITS wanted customer service to continue 
to be a priority, so we created two new 
Project Delivery Teams and a Project 
Management System to manage a portfolio 
of 27 projects with a combined value of over 
$22 million.  
 
Our modest Service Desk Team manages an 
average of 216 tickets per day, or 1,100 per 
week. During the period of June 22, 2020 to 
September 30, 2020, they resolved 15,406 
incidents, service requests, and tasks. These 
are issues such as an unresponsive website, 
a network drive that does not connect, a user 
is locked out of their account, software 

installations, or an application that is not 
working.  
 
Each agency has an ITS liaison assigned to 
them known as Service Delivery Managers. 
These crucial agency points of contact 
attend regularly established meetings to 
ensure problems are being handled 
appropriately and address any new issues or 
projects that may arise. During COVID-
related lockdowns, ITS migrated agencies to 
updated software environments enabling 
more effective management of a remote 
workforce. The Service Delivery Managers 
also worked with internal teams to devise a 
safe process for customers to bring in 
computers while adhering to social 
distancing protocols.  
 

 
 
  
 
  

Relationships  

 
7,055 customers 

 

$22 million – 
value of managed 
projects  

 

 

Average over 
200 daily service 
tickets 

 

15,406 tickets 
resolved in 100 
days  

 

#KeyFacts 
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In addition to day-to-day service and support, ITS worked with agencies to 
assist with various projects and applications. Many of these were resource 
intensive and had to overcome significant hurdles to implement.  

 

Department of 
Fish & Game 

ITS worked with IDFG and Brandt Engineering to 
replace their licensing system. This was a massive 
undertaking with many hours of methodical work to 
successfully complete. See the full Case Study on page 
16 of this report. 

 
 

Idaho 
Industrial 

Commission 

ITS executed a complex Active Directory migration. 
Active Directory stores information about members of 
the domain, including devices and users, verifies their 
credentials and defines their access rights. The process 
with IIC was extremely complicated due to 
authentication issues with legacy applications. After 
months of planning, the team worked through a 
weekend to ensure minimal disruption to IIC operations. 

 
 

Idaho Tax 
Commission 

Although Idaho Tax Commission was a Phase One 
agency, ITS worked with ITC to close out a major Social 
Security Administration finding and resolve over 100 
findings from a semi-annual tax audit report. 

 
 

State 
Controller’s 

Office 

ITS designated a dedicated position to assist with the 
Luma Project and collaborate with SCO and Deloitte on 
the 38 interfaces and seven conversions for legacy 
applications that must work with Luma. This is an 
extremely complicated task due to the lack of 
documentation and understanding on how the legacy 
applications were originally built, some many years ago. 
There are also numerous interdependencies with other 
legacy applications that have been identified for 
resolution.  

 
The ITS Luma team also worked on the development of 
a crosswalk application that emulates STARS. The 
crosswalk enables legacy applications to continue to 
push/pull data from STARS with minimal code changes.   

Project Highlights  
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Idaho 
Department of 

Corrections 

ITS committed extensive resources to converting IDOC 
to a supported agency. Staff engineered a solution to 
move IDOC servers from a commercial data center to 
the Chinden Campus, saving the state operational and 
circuit costs by integrating these systems into the 
existing infrastructure. This was a complex move that 
dramatically improved the stability of their server and 
storage infrastructure, as IDOC outages had historically 
caused a significant amount of downtime.  
 
ITS also engineered an automated solution for e-
discovery and public records requests. This new tool 
enables a user to search over 8,000,000 records in 
minutes versus nearly ten days for manual searching. 

 
 

Secretary of 
State 

Although the SOS is not an ITS supported agency, we 
provided timely services in support of election security 
by executing multiple network configuration changes to 
ensure new security and monitoring tools functioned 
properly. Key staff also participated in war room 
activities to provide election security consulting. 

 
 

Office of the 
Governor 

ITS outfitted the Governor’s conference and policy 
rooms with state-of-the-art video conferencing 
technology, which improved command and control for 
the Governor and staff during the pandemic. As this 
occurred during COVID, ITS staff had to work around 
several supply chain issues in order to make this project 
happen. 

 
 

Office of 
Emergency 

Management  

ITS engaged with the Office of Emergency Management 
(OEM) to assess the GIS requirements for Next 
Generation 9-1-1 deployment statewide. ITS wrote and 
presented the proposal for CARES funding to update 
infrastructure and to engage third-party data tools and 
support for NG9-1-1.   

 
 

Department of 
Finance 

Every five years, Department of Finance renews their 
Conference of State Banking Supervisors Accreditation. 
This year, ITS assisted them in completing their 
questionnaire regarding security settings for onsite 
servers, storage, and infrastructure. Technical staff will 
continue to be on call for the remote review and 
investigation.   
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Division of 
Public Works 

ITS supported the Capitol door access control 
implementation project that added nearly 100 new 
automated, security badge access points throughout the 
capital to increase physical security leading up to the 
2021 legislative session. ITS installed and 
commissioned the network systems that the new door 
access controllers require to operate. This was all done 
under extremely tight timelines that were met to support 
the start of the 2021 session. 

 

Division of 
Veterans 
Services  

Division of Veterans Services (DVS) was on the verge 
of a critical failure of their systems due to outdated 
technology. In addition to modernizing their network and 
infrastructure, ITS worked on three exciting projects with 
DVS.  

 
Cemetery Management Database (CMD)  
Our development team redesigned the CMD from a 
desktop-based program to a web-based intranet 
application, meaning it can be accessed from a web 
browser with network access.  
 
This new scalable app is used by DVS to pre-register for 
veteran cemetery plots, assign plots, and manage the 
fiscal tracking for each transaction. It integrates GIS 
functionality for both the Boise and Blackfoot locations 
for cleaner, more manageable functionality in reporting 
and user roles.   

 
Idaho Veterans Data Exchange  
This DVS/ITS project is a data-driven partnership to 
develop and analyze data from multiple sources into one 
data system. The framework has been laid to begin the 
project, which starts with identifying all veterans 
currently living in Idaho and keeping the list current.  
 
Once veterans have been identified, we can build 
historical data related to personal, familial, health, 
socioeconomic, and other indicators to form a predictive 
risk model. Finally, this predictive model can be applied 
against the list of veterans living in Idaho to help DVS 
better focus efforts and resources to help veterans. 
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Veterans Cemetery GIS Mapping 
Project  
 

ITS provided GIS support to 
create a new online application 
to help the public plan their visit 
to the state cemetery in Boise, 
with one for Blackfoot in the 
works.  

The application 
features an easy-

to-read map of the 
cemetery.  

Besides providing data 
such as military honors, 
taps, and floral 
regulations, users can 
find where a loved one 
is interred by typing in 
their name and seeing 
in real time their 
location in relation to 
the plot. 
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Case Study:  
Idaho Department of Fish & Game  
New Licensing System 
 

Background. Before IT Modernization, IDFG selected Brandt Engineering to replace their hunting 
and fishing licensing system. Although ITS did not participate in developing requirements or 
vendor selection, we were determined to ensure the transition was a resounding success. 

Prior to IT Modernization, the preponderance of the interfaces, database work and customized 
application development were executed by a single IDFG employee. The system was reliant upon 
hours of manual manipulation each day, which would not otherwise have changed in the transition 
to Brandt. Adding to the complexity, the main applications were housed on a server that was 13 
versions behind, representing massive risk to both operations and security.  

Response. We put the full weight of ITS behind this initiative. The DBA Team (data base 
administrators) methodically traced every application, every interconnection, and every data call 
between every database. This review and preparatory process took nearly a month to complete due 
to the complexity and sheer number of variables. The team documented all their findings and used 
them to engineer a solution and transition IDFG’s data to a stable, secure environment.  

• Dedicated team of five experts for nearly three months to ensure success 
• Secondary team: web hosting, server/storage, security, five-member project delivery team, 

Lead DBA, Chief Technology Officer 
• Rewrote eight unique, home-grown applications. Took two developers over two months 

to simplify, enhance and stabilize   
• Automated over 2,000 manual data transfers per month (over 500 still ongoing) 
• Recoded daily vendor sales processing, simplified three jobs on three different servers to a 

single nightly data transfer 
• Removed all legacy Oracle servers. Executed complex migration of 4 database systems to 

new SQL environment. Stabilized databases and alleviated massive security risk 
• New environment encrypts data on all databases – a critical security enhancement 

The migration of databases and applications from the antiquated Oracle environment to the new 
SQL environment was executed on the day of the Brandt transition (just prior to), enabling a clean 
cutover to the new system. Nearly 60 ITS technicians were involved in the transition which was 
accomplished in just two days over the last weekend in October.  

Post-transition, the clean data now interfaces with a new application in which citizens can purchase 
hunting and fishing licenses, report successful hunts, and so much more.  
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Bandwidth Utilization: The percentage of bandwidth used from the total bandwidth available. 
Bandwidth is how much of the physical circuit’s capacity can be used to transmit data and is 
determined by how much of the network capacity is available based on the connection. 
 
IT: Information technology. Also, the study or use of computer and telecommunication systems 
for storing, retrieving, and sending digital information. 
 
Multifactor Authentication: A security enhancement that requires you to present two pieces of 
evidence (credentials) when logging in to an account. 
 
Service Catalog: A catalog of services offered by an organization. 
 
VPN: Virtual Private Network. Allows you to create a secure connection to a private, internal 
network over the public internet.   
 
 

  

Glossary of Terms  
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CORE VALUES 
ITS members embody the core values of integrity, 
teamwork, and service.  

Being honest – with ourselves and others. Doing 
what is right – especially when it is hard or 
unpopular. Making tough decisions. Being a good 
steward of the time and money entrusted to us. 
Taking responsibility. Holding ourselves and our 
teams to high standards. Doing what we say we will 
do. Giving every task its due attention. 

Recognizing others as important and valuing what 
they contribute. Being respectful. Lending a hand. 
Avoiding gossip. Filling in gaps to serve our 
customers. Seeing individual contributions as part of 
a whole. Being flexible and open minded. Taking 
criticism as an opportunity to improve. Reaching out 
to other teams, other divisions, and other agencies to 
do good things. 

Being part of something bigger. Recognizing Idaho 
citizens as the ultimate customer. Earning their trust. 
Maintaining a positive attitude. Improving our 
systems, our processes, our people, and ourselves. 
Putting requirements above preferences. Treating 
others with courtesy, dignity, and respect. 

TEAMWORK 

SERVICE 

 INTEGRITY 


