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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

An effective IT strategy enables City goals and seeks to improve the IT department’s alignment with the
Departments. The strategy we have developed will:

* Maximize IT’s alignment with City of Lee’s Summit and Department goals.
* Provide an initiative roadmap linked to specific objectives.

* Facilitate communication with the Departments.

IT Strategy is all about Business Alignment

What is an IT Strategy ! HowIT Strategy Impacts IT

* AnIT strategy provides a holisticview ofthe !+ Definingan IT strategy means organizing I T's finandial,
current IT ervironment, the future direction, and : technical, and human res ources around business value,
theinitiatives requiredto achievethe desired future - and providing oversight to managerisks.
environmenrt. :

i+ |T decisiors are made that providevalue over several
* [tshould enable nimble, reliable and efficient : YEars.

response to strategic objectives.
+ [T initiatives are prioftized and ordered to recognize
* The output ofthis process should be an IT : dependencies and synergies.
StrategicRoadmap, stemming from ananalsis :
between current and desired states. -
How IT Strategy Impacts the Business

* Strategy definition does NOT beginwith

technology —alwaystie |T strategy back to P+ ARIT strategy ensures thewise investment of business
business objectives. : dollars inIT intiatives that help achieve business goals
: and objectives.
An effective IT roadmap prioritizes [T initiatives : * ThelT strategy drives lowercosts, increased output and
and investments based ontheirvalueto the : compditive advantage throughthe alignment of IT
business. : activitiesto thedrivers of business success.

Itis eriticalthat IT andthebusiness agres onthese
priorities.
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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

This document outlines the Office of Information Technology’s overall strategy for the next 3-5 years.

It includes the following documents:

» City Goals and Environmental Drivers
= The Current State of IT

= The Five Big Moves in IT

= Additional IT Initiatives

= |T Strategic Roadmap

= Communication Plan

=  Appendix: Supporting documents and findings
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City of Lee’s Summit

2013-2018 Information Technology Strategic Plan

POLITICAL — SOCIAL — ECONOMIC — TECHNOLOGICAL MACRO TRENDS

FOLITICAL

SOCIAL

SOURCES:

* Increasing expectation of value from
local govemment

* Increased emphasis ontransparency
* Risk of lack of alignment of goveming

body goals with organizational i niti afives

* Dynamics of an elected, voluntesr
goveming body

* Shifts in community d emographics and
potential changes in priorities of City
SEMVices

* Expectations of social media and real
time communications

* Workforce demographics and
implicatiors on employeerelations

* Expectations of electronic s ervice
deliverycommunication/accessiinsight

IT Key Stakeholder Vision Survey Results

Management Team Interviews

City IT Leadership Team Input

* Continued implication of economic
downtum or economicshift onrevenue
and funding for upgrades ar new
solutions

+ Stagnate community development and
uncertainty of longterm planfor PRI
property

* Continued pressures on em ploy ment

costs andtensionin
employes/employerrelatiorship

+ Expectations of ‘high performance’ from
the organization

* Prevalence of cloud computing and
SaaSalternatives

* Mobile and personal computing d evices
inworkplace

* Lack of affordable local government’
paint solutions. Gobigor roll your own

v Googlefiber
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City of Lee’s Summit

SUMMARY OF KEY FINDINGS & GOALS:

2013-2018 Information Technology Strategic Plan

Operational &
Department Goals
1. Reduce Operating Expense
2. Increase Operational
Efficiencies via technology
1. Reduce turnaroundtime
and increase quality of
delivery on business
development and capital
projects
3. Establish futurercadmap for
Police Public Safety Systems
4. Increase skills and abilities to
analyze and utilizedata to
measure and manage
operations
5. Increase organizational
adoption and effective use of
ERP system
&. Transition of Resource
Recovery Park as approaches
end oflife
7. ExpansionofAirport
8. Construction of new Water
Operations Facility

[T Goals

. Improwve [T Stakehdder

Satisfaction.

. Improve ability to meet

service level goals for core
SETVICES

. Improve procedures for

lifecycle management of
enterprise architecture

. ReviselT / Department

roles in Business Process
Improvement and
associated IT Project
Management

. Improve T Professional

Staff Development

. Improve management,

storage and efficiency in
uze of enterprizse content

Other City Goals

These key findings and goals are not inclusive of all City, Department and IT Goals. They are representative of key findings

and summary goals which were identified as most relevant to the overall future strategy.

BOLD items indicate those which specifically contributed to key proposed IT initiatives further development in the plan.

SOURCES:

o |T Key Stakeholder Vision Survey Results

e Management Team Interviews

o Department Leadership Team Interviews

e City IT Leadership Team Input

e Performance Excellence Business Plan
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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

EMERGING TRENDS ASSESSMENT

An assessment of emerging trends from the broader, external IT environment was conducted as part of the planning
process. Multiple sources of IT trends were reviewed and themes which may be relevant or influential to the organization
specifically and local government in general were evaluated. Note that not every theme was considered in detail and
identification of future trends is a subjective and predictive process; which warrants re-evaluation on a routine basis.

The following trends were identified and given further consideration as they likely should and will influence the future
direction and utilization of technology within the City of Lee’s Summit.

The appendix includes an Emerging Trends Assessment for each. Supporting Industry whitepapers which further explain
the trend and its implications have also been retained within the digital plan contents and are available for IT leadership for
further review.

e  Design for Analytics.

e Hybrid IT: Traditional and Cloud Computing.
e Employee Collaboration technology.

e Data/Decision Velocity.

e Digital Relationships.

Emerging Trend Paotential Applications Overall Aftractiveness

* Huge potential
* Again, requires innovation
in business process

Data/Decision Vel ocity

* Dashboards, Reports, data
drivenworkflows to corvert
decisions pointsto answers
intimely manner

* Mine a data catalogue
(doesn't exist yet)to
determinewhat elements
are relevantto the decision
tree

* Examples may indude
Development cycle,
hiring'staffing d ecisions,
infrastructure maintenance
priorities, etc

thinking' — knowing what
the questions are thatwe
must be ableto answerina
timely manner—then
strivingto optimize to
answer them

Mot justan IT thing, some
elements are not presentin
City ‘data’today. VWil
provide opportunity to ask
‘shouldit be?. Optionsto
gatherwillindude viaa
CRM, intranet, ERP and
point solutionsin
Departments. Butwhowill
look?

Sample of Emerging Trend Assessment Summary (see appendix)

The following themes, while considered, were not identified as a priority for further consideration at this time. Thisis due
to either having already addressed the trend to a degree appropriate to the organization or because the organization likely
has minimal ability to adopt or influence the implication of the larger trend.

Bring Your own Device (trend already addressed)
Virtualization (already a leader in this technology)
Big Data (not applicable at the scale/ cost of mainstream solutions and City lacks ‘big’ volumes of data).

P wnN e

The Internet of Things (loT). (Inability to influence. To early to predict a response to the trend).
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“Every IT department needs to match its maturity level with the needs and wants of the organization, not the

City of Lee’s Summit

2013-2018 Information Technology Strategic Plan

desires and interests of the IT team.”

Assessing the following for the City and for IT allowed us to evaluate alignment between the two. Misalignment
will manifest in gaps between what the business expects of IT and what IT is currently able to deliver.

Business

IT Department

People
[T needs to look at resourcing
levels and the overall corporate
culture.

» End-user technical skill

= Willingness to learn new
methods and technologies

* Frequency of communication
between IT and the business

= [T staffing levels

= [T staff competency

= Utilization of IT skills available

= Willingness to follow
standardized procedures

Process
[T needs to considerthe level of
process repeatability and attitude
towards investment.

» Willingness and ability to make
financial investments

+ Appetite for risk

+ L evel of formalization of corporate
goals into a long-term strategic plan

+ Level of formalization of policies

* L evel of process standardization

» Willingness to implement and
refresh IT policies and procedures
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Technology
IT needs to consider how the
infrastructure, hardware, and
software support and match the
needs and complexity of the
business.

= Age of technology

= [ evel of customization required

* Degree of standardization
around technology coming in
(end users can't —and don't —
Jjust bring anything in)

* Rate of adoption in relation to
the market

= Reliability and availability of
technology




City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

STEP 1. MATURITY OF IT ORGANIZATION.

Why is this important?

IT’s maturity level should be matched to the organization’s priorities. Not every organization needs the same
things out of their IT department. Examples include:

Level 1: Firefighter

A largely reactive IT environment with a focus on resolving urgent or recurring technology issues to achieve short-
term gains. This environment often involves employee overtime, temporary fixes, and frequent shifts in project
priorities.

Level 2: Housekeeper

The IT department proactively focuses its efforts on operational activities in order to maintain a stable and
controlled business environment. Project Management standards are closely followed and processes are
repeatable.

Level 3: Innovator

The IT environment focuses creatively on achieving business benefits through novel methods (within the context
of the business) and strategic IT investments. The IT department is willing to take risks and participate to improve
existing IT and business processes in the long-term.

A high level of IT success is very difficult to achieve when IT and the organization are failing to:

*  Seek clarification to ensure common goals and potential implications.

» Keep each other informed about requirements, capabilities, and resourcing.

* Leverage existing skills by effectively planning projects and requests in advance.

« Ensure that technology being implemented matches organizational capability and need.

»  Confirm relative project/task priorities
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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

STEP2. INVENTORY CURRENT STATE OF IT MATURITY

Historically, the Office of Information Technology (formerly ITS), has delivered services as an “Innovator”,
recognizing that this maturity level has the strongest potential for a high degree of IT and organizational success.

While this has been attained to a degree, the reality is that many pre-requisites to achieving high success are
loosely adopted or nonexistent. This is particularly evident in the variance observed in the effectiveness of
IT/Department relationships across the City. Some Departments embrace IT as an Innovator while others would
prefer that IT have a limited role to core IT service delivery only.

This gap in expectations and needs, combined with significant turnover of IT personnel and associated loss of
institutional knowledge and standard operations within IT, has reverted the current Office of Information
Technology into a “Firefighter” level of maturity. This creates a significant risk in an ability to meet the true goals
of the organization due to lack of clarity and alignment of what this role should be.

Appendix A includes a detailed assessment of the current state of IT Maturity and a company IT needs analysis.
The results, combined with end user and management surveys and follow-up meetings with each department
validate this current state.

HIGHLIGHTS OF OUR CURRENT INTERNAL AND EXTERNAL IT MATURITY LEVEL:
IT Maturity Level areas of concern (internal to IT):

e IT is not adequately staffed (relative to the services it attempts to offer)
o |T staff need to focus on temporary fixes

o |T staff regularly need to fix urgent issues

o |T staff are often not actively involved in process updates

e |T resourcing is often not done in advance

e |T does have to frequently focus on small requests

e |T is not able to invest in technology training

e Collaborative technology is not used to facilitate communication

IT Maturity Level strengths (internal to IT):

e IT infrastructure is stable

¢ Implemented technology is highly reliable

e |T has the ability to invest in new technology and/or upgrades
e IT is willing to invest in new technology and/or upgrades

City IT Maturity Level areas of concern (external to IT):

e End users are not open to process changes

e End-user adoption rate is low or slow

e End-user dissatisfaction with IT is becoming more common

e City Project management processes (not IT) are not up-to-date and standardized

e The business is becoming less able to invest in novel IT methods

o Key stakeholders historically do not meet to ensure organization policies are appropriate and efficient
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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

e |T historically lacks a full view into the goals of the City/Departments (primarily due to a lack of defined
goals to the Department level)

City IT Maturity Level strengths (external to IT):

e End users are willing to follow standardized procedures

e There is strong business stakeholder buy-in for the value of IT to the organization
e The technology in the organization is being used by the business

e The business supports ongoing technological maintenance

e End users rarely experience downtime

e The technology available is able to support business innovation

e The organization understands the need for regular technology refreshing

FIREFIGHTER (Where IT is functioning today)

“Small organizations of high growth are likely often in the firefighter stage due to a multitude of new employees
causing higher help desk support requirements. Medium-sized organizations of high growth are likely often in the
firefighter stage due to rapid expansion or customization of technology. *

HOUSEKEEPER (Where the City has indicated it needs IT to function)

“Understaffed organizations are often not looking to change; they are usually happy with maintaining the status
quo or stabilizing the status quo. These organizations also do not have adequate resources to invest in change or
new processes and technology.”

RECOMMENDATION:

1. IT must acknowledge the reality of this change and accept a reposition from that of an historical
“Innovator” to the current mode of “Firefighter”.

2. The IT organization needs to then grow (via processes, procedures and re-alignment of resources) to a
“Housekeeper”; which is the status the City currently needs the Office of Information Technology perform
within.

3. Innovation will continue to be a desire, and in specific instances, a necessity — but it cannot be done
simply with a ‘blind ambition’. To establish a future environment of innovation and success will demand
the organization grow its capacity and capability to embrace innovation as a strategic approach - with the
requisite support for the investment in time and resources to succeed.
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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

STEP 3. EVALUATE AND ADDRESS BARRIERS TO CHANGE

The following are the specific challenges the City will need to navigate to ensure it is ready to make this change in
its level of IT maturity.

e End users ability to efficiently use the technology available

e Re-establish trust between IT and the business

e End users being more receptive to process changes

e IT willingness to invest in untested methods

o IT ability to invest time in process improvements

e The City’s willingness to be involved in IT priority-setting

e IT resourcing (primarily staffing) being accurately done in advance
e Organizational policies being updated or defined where lacking

e The City being able to continue to invest in IT

e The overall organization increasing its appetite for risk

e Establish and communication of organization/departmental strategic plans

SOURCES:

e |T Key Stakeholder Vision Survey Results

e Management Team Interviews

e |T End User Satisfaction Survey

e IT Maturity Level Diagnostic Internal Assessment tool
(Samples provided on following pages)
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2013-2018 Information Technology Strategic Plan

PwW Adm Water

Parkz Average
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sponse
1 |End users are wiling to follow standardized procedures 3 3 3 3 2 3 3 1 2.87
2 |End users are open to process changes 2 1 1 2 2 3 2 3 2.00
3 |End users are able to learn new policies 2 1 1 1 2 3 3 2 1.86
4 |End-user adoption rate is wery high 2 1 2 1 1 3 3 2 1.86
5 |End users have sufficient technical skill to be efficient 2 2 2 1 2 3 2 2 200
B |There is frequent communication between IT and the business 2 3 2 1 2 3 2 2 214
7 |End-user digsatisfaction with [T is rare 2 2 1 1 2 3 1 3 1.86
2 |The business is willing to invest in IT initiatives 2 3 2 2 2 3 2 1 214
Q9 |End users are informed about IT priorities 2 1 1 3 2 3 3 3 2.29
10 | There is strong business stakeholder buy-in for the value of [T to the organiza 2 3 1 3 2 3 2 2 229
Process Response
1 |Organizational policies are up-to-date 2 3 3 2 2 2 2 2 228
2 |Project management processes are up-to-date and standardized 2 1 1 1 2 2 3 2 1.71
3 |The business iz willing to invest in novel T methods 2 3 2 2 3 3 1 2 229
4 |The business is able to invest in novel IT methods 2 3 1 1 2 3 1 3 2.00
5 |The businesgs has a high appetite for rizk 2 1 1 1 2 3 1 3 1.71
6 |Key busineszs stakeholders meet to ensure organization policies are appropria 2 1 1 3 1 3 3 2 200
T |Key business stakeholders meet to ensure organizational processes are effig 2 2 3 2 1 3 2 2 214
8 |There is a corporate strategic plan in place 2 1 2 3 1 3 2 3 214
9 |IT has a full view into the goals of the organization 2 2 1 1 1 3 3 2 1.86
10 | Key business stakeholders are involved in [T prioritization 2 2 1 2 1 3 3 3 214

[Technology e
1 Th&tecﬁnulug}r in the organization i= being used by the buziness 3 3 3 3 3 3 2.86
2 |The technology matches the complexity of the organization 2 3 3 3 2 2 243
3 [The busziness i able to inwest in new technology and upgrades 2 3 1 1 3 3 2.29
4 |The business iz willing to invest in new technology and upgrades 2 1 2 3 3 1 2.29
B |The business supports ongoing technological maintenance 3 3 3 3 3 3 3.00
6 |End users rarely experience downtime 3 3 3 3 3 3 3.00
T |End users are rarely dissatisfied with the technology available 2 2 1 1 3 2 171
8 |The technology available is able to support business innowvation 2 2 2 3 3 2 243
9 |End users are capable of using the technelogy in the ocrganization 2 2 1 2 2 2 171
410 | The organization understands the need for regular technology refreshing 3 2 2 B

217 7190 1.93 200 287 2 227
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Readiness Checklist

Thizs checklist is intendsd © help T deermine whather the organization is resdy to support 3 changs in [T matwrity
lewel. Waork on each section indivdualhy, if necessany based on readiness.

People

End users are competent encugh with Echnolo gy o eficientyuse the technology aailable N
End users are willing o communicate with [T on a regular basis Yes
IT =&ff ar= willing to be transparent with the business Yes
Trust is established betwesn [T and the business N
End users are willing o follow sEndardized procedures Yes
End users are open to process changes ]
End users are able to leam new policies es
The business is willing & inwest in IT initizt ws es
There is strong business s lkeholder bunein or the value of T B fhe organzstion Yes
IT is adeguatehystafzd or able to make necessany sdjustments Yes
IT s&ff are willing to comphy with stEndardized procedures Yes
The business is willing & include [T in process update de cision-making Yes
Process

Formalized IT policies arein place s
Sndardized processes are followed Mo
IT is willing to invest in uniested methods Mo
IT is able to inwest in process improvements ]
IT is activelyin wlved in cornporate strategy planning es
IT has a high appefite for risk Mo
IT resouwrcing is done in Sdvanoe N
The business is willing & be invelvwed in [T priorit-setting N
Oirganizationa| polices are up-to-date N
P roject management processes are up-b-date and standardized Yes
The business is able toinwestin T N
The business has 3 high appetie for risk No
Keybusiness stakeholders are willing o mest to ensure organizafon polices and prooesses are appropriate Yes
There is 3 conporate siraegic plan in place Mo
The business is willing & give IT a il view into the gosls of the onganization es
Technoloogy

End users are competent encugh with Echnol gy b eficient yuse the technology asilable Na
IT infrastructire is stable Yes
Implemented technology is highlhy reliable Yes
IT has the ability & inwest in new technology and for upgrades Yes
IT iz willing to inwest in new Echnology andior upgrades Yes
IT iz able to invest in &= chnol ogy training No
Stend ards have been established in IT archiecture es
The technologyin the organizaton is being used by the business Yes
The business is able toinvest in new & chnology and upgrades ]
The business is willing & inwest innew Echnology and wpgrades es
The business supports ongoing &£ chnological maintenance es
End users are rarehydissatisfied with the echnologya wilsble Na
The technology awilable is sble © support business innovation Yes
End users are capable of using the technologyin the organizaton N
The organization understands the need or regular technology reffeshes Yes
The organization is able B inwvest in regular tech nology refreshes Yes
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City of Lee’s Summit
2013-2018 Information Technology Strategic Plan

The following graphic represents the top 5 challenges and changes IT is facing in the next 3-5 years. These are
further detailed in the remainder of this section; which identifies how these relate to specific initiatives and how
these are derived from the current organization goals and needs.

Citizen/Customer IT Core Services
Relationship Management Redefined and Delivered

Intranet & Employee
Collaboration Solutions

Analytics, Reporting and Information and Data
Business Intelligence Organization and Access
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Intranet and Employee Collaboration

Who Benefits? How We’ll Do It m

* All Departments Expand Intranet Functionality (IT) Q1-Q2

Educate Staff (Both) Q2
Promote Collaboration (City) Q2-Q4+
Promote ‘Design for Analytics’ Q4+
* Internal information sharing (Both)
* Ease access to information/answers Advance staff skills in project Q3-Q4

Educated and informed employees

Improved team/workforce productivity managementand requirements

* Greater employee engagement definition (City)
* Increased efficiencies in routine work Communicate expectations, Year 2
define standards (Both)

5 Coordinate electronic resources  Year2-3
WhatAre The Costs? effectively (Intranet, shared
* |IT and Dept Staff time in creating, drives, Imaging system, etc)

building, sharing content Considervalue added point Year 2-3
* Investment in collaboration tools solutions/cloud solutions to

I e promote |

One of the pre-requisites of a high performing organizations of today is an ability to communicate in a timely,
effective and colloborative manner. As a City, the organization is challenged to attain this due to the reality of
diverse Departmental missions and goals. Efforts such as Performance Exellence and feedback derived from
Citizen and Business client surveys continue to emphasize the need for aggressive improvments in
communication and colloboration.

Technology provides an efficient, cost effective and available solution to aid in moving forward in this regard. The
City has a vast set of informaton, data and skilled personal; but most elements are not coordinated via a
structured process nor managed at an enterprise level. Individual employees, business unit and departments
define the standards and approaches utilized; which creates inconsistency and lack of sharing of these
knowledge based resources.

A key foundational element of this approach will be to utilize existing resources including the shared drives,
imaging system and the intranet to increase colloboration. A framework is necessary, which must be clearly
defined, communicated and adhered to. Upon this framework, additional opportunities for progress can then be
provided in the form of project specific coordination/communiation, structured data/information cataloques and
process specific tools such as employee interaction via chat applications, on demand virtual meetings to imrove
effeciency, electronic workflow processing for routine tasks (employee onboarding, employee review processing,
preparing budget documents, etc). Many of these are further defined in subsequent initiatives, which are
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2013-2018 Information Technology Strategic Plan

designed to build on the foundation of the Intranet as the base for improving information sharing and
colloboration.
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Citizen/Customer Relationship Management

Who Benefits? mTERT m

* All Departments who directly Inventory existing
service Citizen Inquiries Customer/Citizen systems

The Pavoff Evaluate CRM alternatives Q1
€ Fayo (including expansion of existing

» More holistic view of client/citizen = Solutions — such as Cityworks)

* Improved customer service CRM Needs Assessment Q1-Q2
* Increased consistency in service CRM Selection/Award Q3-04
* Promote employee :
collaboration/engagement CRM Implementation Year2
* Data to know customers wants, CRMAdoption & Enhancement  Year 3+

needs
More efficient delivery of service

What Are The Costs?

= CRM System investment (or expansion of _ |
existing systems if viable) -

Productivity and effeciency gains will continue to be a mandatory expectation as a result of increasing customer
expectations for service and decreasing capital and employee resources.

Redundant responses to customer requests and highly manual approaches to fulfilling repetitve requests are a
source of ineffeciency.

Many departments have adopted systems in the past 10 years which allow them to track/record these
engagements. These initial steps has improved the information and service delivery, and reduced the potential
for a request or service to be overlooked or under-delivered.

Additional opportunities exist to further streamline and initiate proactive measures to managing customers needs.
Adoption of a enterprise CRM solution will be necessary to fully capitalize on these opportunities. A CRM would
allow for employees across departments to have insight into related dialoque with individual customers, to
minimize duplication of effort and to analyzie holistic trends related to service delivery. A CRM also forces
employee interaction and engagement; when employees are held accountable to the defined processes
necessary to ensure the interactions are recorded and the system is utilized to manage the organizational
response.
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IT Core Services Redefined and Delivered

Who Benefits? HowWe’ll Do It m

Clarity IT services/roles (IT) Q1-Q2
Help Desk processes and staffing (IT) Q2-Q3

Clarify role of Application Q4
The Payoff Administrator and Dept relationship
* Improve core || service delivery (Both)

* |T Customers

* Clarify roles in Business Process

Development Dept Project Year 2+
Improvement Management/Business Analyst SKills
* Increase Department skills in (Both)
projectmanagement Redesign IT Project Management Year 1

* Improve IT relationship with Dept = Approach (IT)

* Reduce IT tumover )
o Shore up ERP Systems Analyst Skills  Now
* Position IT for future needs and (1T) P Y Y

othergoals in plan Address Pentaho/Business Year 2

What Are The Costs? Intelligence Resource GAP

* Internal Staff Time and Existing
project/maintenance funds

The ITS Division has encountered an extended period of growth in services in response to the rapid progression
of technology in the past 10 years. In response to new service demands (audio/visual, building security,
iPads/smartphones) coupled with major increases in supported applications (ERP, Imaging, etc); IT has
emphasized flexibilty and adaptability over standards and processes. Additionaly, a signifcant portion of labor
was invested in supportting new IT projects; often at the expense of standard IT operations.

Recently IT had experienced a notable increase in staff turnover resulting in the loss of an extensive amount of
historical project and operational knowledge and skill. In resposne to this issue, IT has restructured to better
align resources, improve internal equity and to re-establish career paths and long term opportunities for IT
professionals in the organization.

The financial challenges which will continue to limit the amount of available funds for major new or expansion
projects, coupled with the major changes in current personnel; dictate that the IT group focus on ensuring the
continued delivery of core IT Services. There are simply not enough qualified and experienced personnel
remaining to both meet routine IT services and fulfill a major workload for projects long term.

A significant factor impacting this balance is the lack of formal project management skills within the broader
organization. The City has become accustomed to IT ‘managing the project’; to the extent that IT is often fulfulling
the roles of project manager, business analyst, subject matter expert and project sponsor. This relationship
places a signficant burden on IT personnel and severly limits the ownership in the outcome of the project by the
customer whom the project is being done for.
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IT is encouraged to distance itself from the ‘drivers seat’ on non-technical/non-IT projects and demand that
department and City business process owners provide project oversight and day to day project management.
This change will likely require development of these skills within the broader organization; and the organization
should consider embracing a program to proactively develop a project management methodology and associated
standards.

Meanwhile, IT has a pressing need to improve its core service delivery; which was identified as an area of
concern in Mangement and End User surveys. Management of existing infrastructure (servers, network, disk
space), improving service levels and time to resolve issues at the service desk and create clear procedures for
routine IT Services are all examples of approaches to better delivery core IT services.

There is a risk that the organization may not adequately own a larger responsibility in effective project
management; and projects may encounter extended delays or diminished results. The organization may also be
inclined to increase dependancy on 3" party vendors/providers to include project managmenet services as part of
the scope of project delivery; which will result in increased project cost.
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Information & Data: Organization and Access

Who Benefits? HowWe’ll Do It m

o All Departmen% Complete SAN Disk Storage Re- Q1-Q3
=] o alignment Project

The Payoff ¢ Inventory Information Stores Q4

* Standard solutions for storage

I ' Inventory Data Stores Q4

I L] 1 1 :

| * Gataloge of City Information and || Catalogue of Information/Data Year 2
| Data resourcels l

| | Stores

JI_ |

0

* Appropriate retention of information

4 Clarify/Define retention standards Year2
| * Efficient access to data |
|+ Elmination of duplicate storage of | Educate staff on catalogue and Year 2
| information n-::
| * Awareness of data sharing options | FreshenIT imaging Year 2
J . skills/resources
| " Define Imaging Service Year 3
Delivery Imaging service Year3
* Stafftime Maintain Information/Data Year 2+

I, C-talogue

Empowering the knowledge based workers of today and tomorrow is a primary challenge of all organizations.
The City will continue to observe information access, collection and utilization as an ever increasing part of a
broader number of employees. The Police Officer of 20 years ago required little more than a radio and a notepad
as compared to the wealth of data and information not only available to but required of the officer today to
complete the daily functios of the job. This trend will continue as employees of all levels incresae in a
dependancy on information and maturing processes in the City dictate information and data use be done in a
consistent, efficient and appropriate manner.

The City has vast collection of information, primarily organized at the Departmental and Divisional levels. An
effort to cataloque and standardize this information; making it both identifiable and accessible; is necessary to
prepare for further advances in sharing, colloboration and analytics.

Resources such as shared drives, the intranet, SQL databases, GIS data, application specific data, electronic and
even hard copy documents should be organized for use at an organizational level. This concept of treating
information as an organizational and not a departmental asset is also necessary to the long term success of
endeavors such as a true centralized Citizen Relationship Management System.

Providing structure to unstructured information and identification of random data sources also provides a
warehouse of resources where measures, answers and relevant history can be referenced by employees when
necessary — without the extensive time required today to relocate or recreate the information.
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Analytics, Reporting & Business Intelligence

Who Benefits? | How We’ll Do It m

Inventory Reporting Tools/Skills Year 1

The Payoff Define Analytics Standards Year 1

Defi . Address shortage of IT/Staff Year 2
* Defined measurements at solution L ; .
design phase Skills in Reporting/Analytics

* Known standards for measures . Employee Education Plan Year?2
* Standards for reporting and analytics

collecting/access Skill specific training Year 2+
* Capitalize on existing resource Target Dashboards and Year 3
(Pentaho, Other) automated reporting/delivery

* Utilization of IT and Dept data
reporting skill sets

What Are The Costs?

* Staff, Consulting, Bl and Reporting
Licensing, Data stores?

Page 21 of 27




City of Lee’s Summit

2013-2018 Information Technology Strategic Plan

Additional IT Initiatives

What We'll Do

IT Staff Development

Development Restructuring

Other Org Structure
Changes

One-5Stop Development
Center

New Water Facility

Performance Excellence
Support

0
0
@
0
o
|

o

PD Systems Roadmap
ERP Empowerment
ERP Upgrade

Technology

Other Application
Upgrades

Ongoing Service Delivery
15t Quarter Service Alignment

Varies Service Alignment

15t Quarter Improve Delivery

Unknown

0On Going

Key Benefits Key Costs

3rd party training
Stafftime
Staff time
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SAMPLE ROADMAP

The following page represents a high level timeline of how the proposed initiatives could be addressed within the
City of Lee’s Summit.

Specific effort would be required to confirm the priority of the recommendations, identify the associated resources
to be assigned to the effort and prepare a valid plan to determine the actual timeline and scope of effort required.

The Roadmap further emphasizes the need for the IT of tomorrow to return to a focus on core IT services. The
initiatives that have been outlined and described herein are all directly dependent upon or related to traditional IT
services; such as providing the Help Desk, managing disk space, assisting with reports/analytics, etc.

As stated previously, IT cannot both focus on strenghening and expanding the quality and scope of these ‘ core
services’ while also juggling the role as project owner in a wide variety of department specific initiaties unless a
significant addition is made to existing IT skills and resources.
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The following tools reflect an assessment process which evaluated key goals and macro trends to identify both
the related business capability associated with the goal/trend and the current status of viable programs and
solutions that could be pursued at the City. These were ultimately included in the recommendations for the top 5
IT initiatives.

Deptor City Business Capabilities Solutions & Programs ~ Status

[ City ] . = | Intranet |—>.
—)[ Employee Collaboration | Info Access/Sharing .

Goal/Macro Trend J = —
—)| Effective Coordination |—>| |

N CRM system —’.
—)[ Common Customer Info |==|__Information Catalogue —>.
" L{ common Systems/Data }={ ]
Increase #  Defined Skills/Ability
Operational . | | —
Efficiencies via —)[ Employee Proficiency | Training PFrograms
Technology *| Change Readiness |—>.

. {Financial & Budgetary }{"]

——>[ Lawson Transactional
[ Dashboards & Reports

Dept Specific Apps

,[ Operational Data
ACCess

|

—)[ Other Tools/Resources [+ Infrastructure Capacity
R Geo Spatial
Deptor City Business Capabilities Solutions & Programs ~ Status

[ =om ] Bl (Pentaho
Infrastructure / "__

_)[ Technology ) [ Storage / Databases || |
Reporting Tools

[ Requirements Gathering ]—>D

—)[ Defined Targets —= Defined Measures/Goals
Data Driven Decisions

| IT Infrastructure Support ﬁ I
Design T or —)[ IT Resources H IT mini i
Analytics mining/analytics
->| IT Geospatial |—>| |

.l Outcomes Focused

’[ Organization Readiness [ Trend focus ||:)>l

—>[ Skills & Abilities

Goal/Macro Trend
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Deptor City Business Capabilities Solutions & Programs  Status

ITS ] . = IT Lead Projects |—>| |

B a[ Project Management 4 Deét_ Lead Projects |—>.
Goal/Macro Trend J ,
—>| City PM Value |—>.

Storage Management
Infrastructure 1 “ﬁ %

—)[ Management ‘ Server Management
—>| Metwork Management |—>| |
IT Core Service Defined Services [ ]

Delivery —)[ Service Desk/Help Desk ]~ Meeting Service Levels
Improvement [ﬁ(:onsistency .
X —>| Capacity |—>.

-)[ Staff Adaptability > Innovation
Cross Training

%'l Information Collected? |—>| I

—)[ Decision Support 3| Information Requested?
sl Information Utilized?

Deptor City Business Capabilities Solutions & Programs ~ Status

City ] & Unstructured ()

capacty o o° o Database s Geo}-{i
Store ‘ Database & Geo
[ OtherApplications |—>| |

[ nonpDEmai J-{)

Retention Policies 5| PD Emalil

" Not Email =

GoalMacro Trend

Enterprise Data & : i Defined?
Content Information Storage —
Management Polices / Procedures

Document Imagin
Access to storage ]_ _

technology _Shared Drives
App Data Stores

—:'l Intranet a Solution? |—>| I

Other Considerations ]~ SharePoint an option?
—>[ Organization Readiness

Page 26 of 27

—3| Automated? |—>.

Y e




Deptor City

City

Goal/Macro Trend

Continued
adoption of ERP
and realization of

Benefits

Deptor City

City of Lee’s Summit

Business Capabilities

2013-2018 Information Technology Strategic Plan

Solutions & Programs  Status

—)I Technicalcagacitz |—>||
4 Technicalﬁ.biliti |—>| |

a[ IT Staff Capability

5[ wilingness / Change |—>| |

[ Technicaiapity (]

a[ End User Capability

sl Wilingness / Change

<[ Budget/AdminDept  }—{ ]

Finance Department
Furchasing Department

4)[ Functional Lead
Capability

Human Resources
L Fayroll

| ERP Configuration & |

Department

GoalMacro Trend

Roadmap for
future of Police
Department
Technology

End User Knowledge & |

Skill

Clarify What's Missin
Future Funding Plan
Identified Gaps?
Mear Term Training

Business Capabilities

Continuous Training

Solutions & Programs ~ Status

%‘I Pentaho I—)l I

a[ FD Analytics/Statistics

4 MoDEX |—>| I
S Organization Capability |—>| |

NE CAD system =0

Operational

s[  Video Security Tools

Effeciency/Efffectivenss |

4)[ Quality & Value of
Information

eTicketing

Records System
Property Management
Alarm Billing

"[WDFKfDFCE Collaboration

Intranet
’ Inter-Departmental

Integration / Data &
Process de-duplication

FProperty Management
| Court Integration

Cloud Solutions Integrat.
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