Office of Innovation & Technology (IT)
December 6, 2011
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Manage the City’s technology assets efficiently and
effectively to help our clients advance opportunities
to modernize City government and improve
services to all Philadelphians.
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Rapidly move the current solutions (hardware, software and
processes) that manage and protect the City’s technology
assets towards being survivable, sustainable and enhance the
delivery of service excellence.

« Survivable: Consolidate, replicate and establish effective monitoring
and control from internal and external to center city;

« Sustainable: Rebuild and enhance the core hardware & software
systems (e.g., network, email, administrative systems, revenue
enhancing, public safety); and

« Service Excellence: Modernize and enhance service delivery to
both internal and external clients as well as exploit ways to enhance
Increased information management, flow and analysis.
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ExecutiveSummary |
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Operations
1.0 Operations

Two key areas for operations are change management
and project management.

Change Management aims to ensure that standardized methods
and procedures are used for efficient handling of all changes. A
change is an event that results in a new status of one or

more Configuration items, such as software.

Project Management is the discipline of
planning, organizing, securing, and managing resources to achieve
specific goals, such as implementing a new software application.
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Operations Technology

Number  Key Performance Metrics FY11 FY11l FY11l FY1l

Ql Q2 Q3 Q4

Emergency Change

Unauthorized Change Rate

Change Incident Rate

Change Reschedule Rate

Change Efficiency Rate

Change Success

Average Processing Days

Change Labor Utilization Rate
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Change Management Process Maturity

Key metrics influence the Critical Success Factors for an IT organization listed below.
Protect Service When Making Changes 1,2,3
Make changes Quickly and Accurately in Line with Business Needs 4,7,3,8
Make Changes Efficiently and Effectively 5,6,7
Utilize a Repeatable Process for Handling Changes 1,2,9
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Operations Technology

4.1 Total Active Projects
Percent of Active Projects with Target Completion Dates
that Passed, As of November 29, 2011

100% -
0% 95%

o -
60% - 68%
40% -
20% -

O% i T T T
In progress, In In progress, Not in On Hold, in On Hold, Not in
Discovery Discovery Discovery Discovery

Source: Project Management Information System (PMIS)

68% of projects that are in progress have missed the target completion dates, and:
* 0 In Progress projects were updated in the past 30 days
* 0 In Progress projects were updated in the past 60 days
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Customer Service Technology

2.0 Customer Service

Metrics Covered:
— Customer Service Officer’'s Program Status
— Customer Satisfaction Survey Results
— Service Level Management Metrics
— ePay
Metrics In Development:
— Service Desk Call Metrics
— Time to Respond

— Service Downtime
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Customer Service Technology

Update on Customer Service Officer Initiatives

ltem FY12 Q1 Update

Customer Service Officer Training Sessions Completed

Total Training Network tutorial Completed

Select Customer Service Videos Selecting
Completion Target Date
=Jan

Customer Satisfaction Surveys (for five areas) Developed
Deployed Target Date =
Jan

Customer Service Metrics Finalizing

Customer Service Plan In Development
Completion Target Date
=Jan
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Customer Service Technology

Update on Customer Service Officer Initiatives (cont’'d)

« Surveys: OIT will use five surveys to gather data on
customer satisfaction. The surveys are listed bellow with a
note of weather it is currently in use or in development.

— Overall Survey (semi-annually): Using JumpStart as starting off point.
Will send out again beginning of FY11 Q3.

— Project Management: In development. Target deployment Jan.
— Internal Training: In use.
— Service Desk: In use.

— ePay: Working with vendor to implement survey. Target deployment
for Jan.
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Customer Service Technology

2.1 Customer Satisfaction Survey: How would your rate your overall

experience with your OIT Help Desk Representative? (Excellent, Good,
Poor)

FY11 Q4 FY12 Q1
Total surveyed 251 205
Response rate 85% 98%
Excellent 79% 82%
Good 19% 17%
Poor 1% 1%
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Customer Service Technology

Service Level Management

A key driver of customer service for internal customers (city
employees) is service level management — how quickly and how well
Issues are resolved.

Metrics Covered:

— Percent of requests completed within the established service level
agreement
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Operations Technology

2.2 Total Tickets Opened and Percent Completed Within
Service Level Agreement
January — September 2011, By Quarter

® % tickets completed within SLA = Number of tickets opened
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Office of Innovation & Technology - Fiscal Year 2012, Quarter 1 " phiuy@
City of Philadelphia



Customer Service
ePay

A key driver of customer service for residents is the ease of doing
business online. An OIT initiative in this area has been the
Implementation and expansion of ePay services.

Metrics Covered:
— Total Transactions

— Total Revenue
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Customer Service Technology

Transactions Processed
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Customer Service Technology

ePay — Percent of Revenue by Revenue Source
Fiscal Year 2012 Year to Date

® Residential Water - 9537

B Real Estate Tax - 3192

® Commercial Water - 2853
Property Sales Certification - 297

Hlicenses - 2874

m Street Hauling Payments - 11903

® Police Accident Report - 9233

m Street Closure Payments - 10255

B Business Privilege Tax - 6490
Records Search - 5609

® Housing License Inspection - 8900

Real Estate Tax -

3192, 22%

Residential Water
- 9537, 65% Net Profit Tax - 6629

Police Incident Report - 4777
Parcel Explorer - 695

Wage Tax - 5936

Certificate Rental Suitability - 8854
Tobacco Tax - 12037
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ZUELIS Technology

3.0 Finance

Metrics Covered:

 Fiscal year to date and annual appropriations (adopted and target).
 Obligations by spending class

« Overtime obligations

« Procurement requests

« OIT invoices

* OIT contracts

 Disabled, Minority and Women Owned Business Enterprise
Participation
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Dashboard -Finance |

Office of Innovation and Technology
Finance Dashboard

% of FY12
Total Budget (General fund, in millions) FY12 Q1 FYo9 FY10 FY11 FY12 Approp.

Spent, YTD
I 714

Total target appropriations
Total obligations

40%

17.6

0.2 —_
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Target Budget] 3.9

Expenditures

Target Budget] 24.1

Expenditures

Target Budget
Expenditures

0.1

Target Budget
Expenditures

% of annual appropriations spent, FY12 Q1
25% and below
26-50%
51% and above
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Dashboard -Finance |

% of FY12
FY12 Q1 FYO09 FY10 FY11 Approp.

Spent, YTD
131.6

Overtime (General fund, in thousands)
Total target appropriations
Total obligations

28%

Appropriations “

Obligations

Appropriations] 20.4 - - 82.5

Obligations

92.2 - - 306.9

- - - 30%

Appropriations
Obligations

Appropriations| 18.9 - - 83.4

Obligations

% of annual appropriations spent, FY12 Q1

_ 25% and below

26-50%

-51% and above
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ZUELIS Technology

3.1 Number of IT Procurement Requests 3.2 Average Review Period for IT
Reviewed Procurement Requests by Type
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*In FY11 1441 requests were reviewed by OIT Admin totaling $55,571,417.73
*In FY12 Q1 525 requests have been reviewed for a total of $26,525,143.35

Current Quarter Details
*Currently there are 40 requests under review.
*The current average time until approval during the quarter is 25 calendar days.
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ZUELIS Technology

3.3 OIT Procurement FY12 Q1 Distribution

Calendar days under review

Maximum 82

3d Quatrtile 35

Median 15
15t Quartile

Minimum-1 day

Source: Office of Innovation and Technology
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ZUELIS Technology

3.4 Invoice Time to Approval 3.5 Invoices Managed
Fiscal Year and Quarter

B Scenariol ™= Scenario 2 ® [nvoices Entered mInvoices Sent to ASC
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FY11 Q3 FY11 Q4 FY12 Q1 FY11 Q3 FY11 Q4 FY12 Q1

Scenario 1: Measured from date invoice was received by OIT Admin
Scenario 2: Measured from date marked on vendor invoice

Source: Office of Innovation and Technology
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ZUELIS Technology

3.6 Number of Contracts Processed 3.7 Average Time to Conform
and Conformed OIT and Citywide
EFY1l mFY12 Q1 mOIT = Citywide
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New contracts  Amended contracts 0
processed processed FY11 FY12 Q1

90% of contracts were conformed in FY11.
55% of contracts were conformed in FY12 Q1.

19 contracts have end dates before December 31, 2011
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ZUELIS Technology

3.8 Disadvantaged, Minority, Women Business Enterprise (DMWBE)

Contracts FY11 Q4

Total Contracts DMWB.E DMWBE (%) Target
Commitments

$19,844,205 $4,976,203 25%* 35%

Source: Office of Economic Opportunity

Note: Percentage represents contracts that are currently conformed.
FY12 Quarter 1 report not yet released as of the date of this PhillyStat.
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Technology

4.0 Technology

 Status update on internal technology projects for the Office of
Innovation and Technology.
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Technology

Q2 Status Q3 Status Q4 Status

Update Updates Update
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Technology JEELIE

5.0 Human Resources

Metrics Covered
* Number of General Fund employees

Number of vacancies

Turnover by category

Average days of undocumented sick leave used, per quarter

Human resources project update
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Technology JEELIE

Office of Innovation and Technology
Human Resources

HUMAN RESOURCES [Fraz a1] [Fv12 Q2] Fv12 Q3] FY12 Q4] FY12 Target |
Budgeted Positions 257 - - 274
*Number of Vacancies 34 - - -
Average Vacancy Rate 13% - - -
Average time from Certification to Appointment

Undocumented Sick Leave Usage (OIT) 0.80 - - -
Undocumented Sick Leave Usage (City) 0.97

Percent Retirement Eligible 22% - - -
Percent Enrolled in DROP 14% - - -
*Current # vacancies as of the release of this report
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« Challenge 1
« Challenge 2
e Challenge 3
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KeyWins

* FreedomRings Program:
— Over 60 of 77 PCCs open in areas of city with low broadband access

— 22,000 technology users served over first 9 months

« 4,000 users served at Recreation Centers in September
— 53 jobs created
* 9 full-time program staff, 44 part-time PCC Assistants
— Awareness campaign: “Keyspots” launching in December
— PCCs are becoming centers for community engagement
— Program sustainability: linkage to other City initiatives
— Mayor’s Commission on Literacy & Recreation Centers partnership

— PhillyRising co-locations
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» Key Wins (Cont'd)
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Manage the City’s technology assets efficiently and
effectively to help our clients advance opportunities
to modernize City government and improve
services to all Philadelphians.
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Contactus'

For more information about PhillyStat:

 Check us out on Facebook at
www.facebook.com/phillystat

 Follow us on Twitter @PhillyStat
* Find us online at www.phila.gov/phillystat

 Email us at phillystat@phila.gov
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