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TO: Office ofthe City Administrator 
ATTN: Deborah A. Edgerly 
FROM: Department of Information Technology • 
DATE: March 11,2008 

RE: Status Report from the Department of Information Technology on Programs 
and Projects. 

SUMMARY 

This report outlines the progress of on-going and new technology projects administered by the 
Department of Information Technology (DIT) and program updates. Outlined in this report are 
the service levels being provided to the users, with a breakdown by individual departments; 
progress report of all technology projects; a description of all technology initiatives; and the 
challenges facing technology in Oakland. 

FISCAL IMPACT 

This is a status report which outlines the City's technology environment. While there are 
identified fiscal impacts noted, no funds are requested in this report. 

BACKGROUND 

The new Department of Information Technology was created in July 2007, and was a 
continuation and consolidation ofthe City's Information Technology services. As part ofthe 
initial budget reports, the Department of Information Technology stated that it would provide 
reports to the City Council as to project and program statuses. This report covers the first six 
months ofthe consolidated department. 

Contained in this report are statistics showing the response times to each department, project 
updates and'examples ofthe department's strategic technology initiatives. With this written 
report, attachments and the oral presentation, we will present the department status and future 
goals. 
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KEY ISSUES AND IMPACTS 

Identified in the attached documents are the status ofthe Department's programs and projects. 
The information provides insight on current technology enviroimient and provides background 
on the various initiatives planned, completed or in progress. This report looks at how technology 
is serving and will continue to serve the departments and residents of Oakland. 

PROGRAM AND PROJECT DESCRIPTION 

Contained in this report are attachments that outline the status of programs and projects 
undertaken by DIT. Listed below are the attachments with a description of their documentation: 

• DIT Accomplishments 2007 and 2008 Goals (Attachment A) 
Outlines the accomplishments ofthe Department during 2007 and shows the major 
projects undertaken and completed. Additionally, DIT 2008 Major Goals are listed 
with descriptions of what staff plans to accomplish. 

• DIT Trouble Ticket Resolution Report; Julv -December 2007 (Attachment B) 
Shows performance in trouble ticket resolution. DIT's goal was to respond and 
resolve 50% of all trouble tickets within 24 hours (The national standard is 50% , 
trouble resolution via telephone or internet support). DIT exceeded their goal in all 
but two departments. 

DIT Proiect Status Report: Januarv 2008 (Attachment C) 
Listed are all ofthe projects DIT is involved in and their current status. The list also 
includes requests received that are currently being evaluated. 

DIT Sample Departmental Service Level Agreement (SLA) (Attachment D) 
Provides a representation ofthe commitments made to other departments as to the 
services provided and the user department's commitments to standards and 
procedures. 

DIT PowerPoint presentation outline; February 2008 (Attachment E) 
Outlines the report and provides additional visual presentations. 
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SUSTAINABLE OPPORTUNITIES 

Economic: 

DIT promotes local businesses in the purchase of equipment and services and has provided 
programs to train local students in technology. Our intern program has enhanced the marketable 
skills of high school and college students and has resulted in employment with the City and 
regional businesses. 

En viron mental: 

DIT has promoted the Oakland Technology Exchange West (OTX) and with the donation of over 
300 obsolete, surplus City computers, OTX turned those same computers into working units for' 
Oakland youth in 2007. DIT also launched a program to identify some 25 computers that were 
surplused and, with the use of local interns, provided these refurbished computers to departments 
at a fraction of a new unit cost. In addition, DIT, in cooperation with Microsoft's Refurbishing 
program, has donated 25 refurbished computers to local Oakland charities 

Social Equity: 

Through programs that provide surplus computers for refiarbishment, an added benefit is that 
helps bridge the digital divide. Programs such as those listed above, have provided computers 
and training to families and organizations that could not otherwise afford such a unit. 

DISABILITY AND SENIOR CITIZEN ACCESS 

DIT is actively working to provide greater exposure of technology at Senior Centers and has 
made it one ofthe Department's goals for 2008. In addition, the redesign ofthe 
www.oaklandnet.com site and the integration of City applications to the web, seniors and those 
with disabilities will have greater access to City services. 

RECOMMENDATION(S) AND RATIONALE 

It is recommended that Council accept this informational report and its attachments. 
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ACTION REQUESTED OF THE CITY COUNCIL 

It is requested that Council accept this report and provide policy guidance and comments as 
necessary. 

Respectfully submitted. 

Bob Glaze, Director 
Department of Information Technology 

APPROVED AND FORWARDED TO THE 
FINANCE AND MANAGEMENT COMMITTEE: 

IJo-̂ vJ^ 
Office ofthe City Admiyistrdtor 
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Department of Information Technology 2007-2008 
2007 Accomplishments and 2008 Goals 

Department Head: 

Mission Statement: 

2007 Program Name: 
Intemal Personnel 
Assessment System. 

• 

Bob Glaze 

j ^ 

The Department of Information Technology is committed to providing the timely delivery of strategic, , 
responsive, cost-effective technology solutions and quality services to meet the goals defined by the 
Mayor, City Council and Oakland's citizens. 
We are dedicated to maintaining the highest standards of excellence in our technical skills by 
providing total quality workmanship and expertise; by understanding the needs of the customer to 
facilitate the accomplishment of common objectives: and by always treating customers and staff with 
respect and dignity. 

Program Description: 
Deployment and making enhancements to 
Internal Personnel Assessment System. 
Mandated by court order, a requirement of 
the Riders' Negotiated Settlement 
Agreement, this system performs many 
tasks among them: Assisting OPD in 
identifying at risk police officers and 
provides commanders, managers and 
supen/isors a single source to view 
statistical and detailed information about 
their subordinates; Early intervention; 
Monitoring officer activity and behavior 

Partners: 
Oakland 
Police, City 
Administrator, . 
City Attorney 

Budget: 
OPD / DIT 

Baseline 

Numbers Served: 
OPD Intemal staff 
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Paper Publication 

In Car Video Management 
System (ICVMS) 

The i-PAS is a significant contribution and 
major achievement by DIT for the Police 
Department. It has been recognized as the 
only US award recipient by Project 
Management Institute (PMI) with a 3rd 
Place Project of the Year Award for 
Government technology solutions and by 
the Public Technologies Institute (PTI) with 
an Honorable Mention in the Medium Size 
Public Safety and Emergency 
Management Agency category. 

The ICVMS project was started in the mid 
of 2007. The original scope of this project 
includes, install of a Video Archive Storage 
Area Network, 3 Remote Video uploading 
sites, installation of 101 Cars, and 
backhaul 4.9GHz network. The ICVMS 
project is moving forward with slow pace 
due to a couple of internal challenges as 
well as external dependencies. Currently 
the DVRs and Cameras are installed in 49 
Patrol/SAC cars and waiting for the 
laptops. Only one uploading site (PAB) is 
connected to the main (911) server site. 

Oakland Police 

City 
Administrator, 
Oakland Police 

N/A 

$1.6M0PD 
GRANT and 

CIP 

N/A 

OPD Internal staff 
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TeleStaff 

Laptops 

License Plate Recognition 

The TeleStaff is an innovative, constant 
staffing, overtime management and 
notification software program. The system 
went live in Oct. 07, for testing purposes, 
with the OPD communications division. All 
the modules ofthe system, Phone, Web, 
Client/Server, and Database are up and 
running for 1100 personnel. 

Based on the OPD Chief initiative for 
upgrading the Mobile Technology and 
platforms, Dell laptops are evaluated and 
selected by the City. Currently, we are 
working with Dell in procuring, configuring, 
installing and integrating 400+ laptops for 
all the Patro\ Officers and OPD command 
staff in the patrol vehicles. 

License Plate Recognition system was 
deployed in four cars with the web based 
application for searches and data archival. 
The entire system includes two critical key 
components, PAGIS (Police ALPR 
Graphical Interface System) a patroi-car 
based license plate recognition system 
improving officer safety and effectiveness, 
and BOSS (Back Office System Server) 
which provides administrative and data 
analysis functions for both mobile and 
fixed deployments. 

Oakland Police 

Oakland Police 

Mayor's Office, 
Oakland Police 

$325K OPD 
GRANT 

$2M OPD 
GRANT 

OPD Baselinel 

OPD Internal staff 

OPD Internal staff 

OPD Internal staff 
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Shofspotter 

CrimeWatch 

The new Mobile Clients have been 
deployed in the police cars for faster 
responses and location identification. Gun 
Location System went live in only three 
months covering 1 sq. mile in West 
Oakland and 5 sq. miles in East Oakland. 
Implemented throughout the City's busiest 
crime areas, ShotSpotter sensors detects 
and locates gunshots in seconds, sending 
critical data and enabling the OPD to arrive 
on the scene of a gunshot event far more 
quickly than with any other method. 

The new CrimeWatch website is launched 
to replace the old CrimeWatch application. 
The new CrimeWatch is a browser-based 
community policing application that 
enables community members to access 
crime data in their neighborhoods quickly 
and easily. People want to know what is 
happening in their neighborhoods, 
CrimeWatch provides an important public 
service by giving citizens access to 
information that they may.ordinarily 
request directly from the staff. Creating self 
reliance among community members and 
alleviating some ofthe staffs work load, is 
a great benefit to the community outreach 
as well as staff productivity. 

Mayor's Office, 
Oakland Police 

Mayor's Office, 
Oakland Police 

OPD GRANT 

$45K- DIT 
Baseline 
savings 

OPD Interna) staff 

Entire Oakland 
Community 
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CityWatch 

WiFi Hotspots , 

Agenda Reporting 

State Video Franchise 

New RadiolP Server 

The new enterprise alerting and paging 
system is launched for emergency 
notification and messaging. This 
application integrates the 911 data with 
GIS maps for more precise emergency 
notification. Currently this application is 
being used by various sections of Police, 
Fire, Office of Emergency, and 
Neighborhood Services. The old legacy 
application was hardly utilized and was 
running on a desktop workstation with 
some dial-uD circuits attached to it. 
There are 18 WiFi Hotspots deployed and 
made available in the entire City, currently 
used only for Public Safety applications. 
These WiFi Hotspots allow the officers as 
well as fire fighters to send and receive 
large amount of data by having a high 
speed connection with the backend 
aoolications. 
Completed the Granicus/Legistar 
integration. 
Passage ofthe State Video Franchise 
Ordinance. 
The new middleware application server 
was deployed for public safety 
applications. The new middleware client 
provides end-to-end encryption and 
tunneling for police and fire mobile 
aoDlications. 

Oakland 
Police, City 
Administrator, 
Oakland Fire 

Mayor's Office, 
Oakland 
Police, 
Oakland Fire 

City Clerk 

City Attorney 

Oakland Fire 

$45K- DiT 
Baseline 
savings 

$38KOPD 
GRANT 

Baseline 

Baseline 

$25K 

Enitre Oakland 
Community 

Police and Fire 

Entire Oakland 
Community 

Entire Oakland 
Community 

Fire 
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Web Content Management 

Permit & Code Enforcement 
Tracking System (PCETS) 

Electronic Document 
Management System 
(EDMS) 

GIS Parcel 

Business Tax 

Completed project plan for Web Content 
Management System (WCM). Completed 
the acquisition of hardware and software 
for WCM. Completed the phase one of 
Micro Fiche data conversion to electronic 
images and available in EDMS. 

Completed the contract negotiation and 
infrastructure review by Municipal Software 
for Permit & Code Enforcement Tracking 
System (PCETS). Completed the analysis 
of Detailed Requirements Definition 
Document for phase III (Code 
Enforcement) of PCETS project 

Managed the day-to-day operation of 
Electronic Document Management System 
(EDMS). Over 100,000 documents were 
scanned, index and verified 

Parcel owner and mailings moved to City's 
enterprise GIS instead of third-party paid 
application - information is updated more 
often and no payment is necessary. 

Completed contract negotiations for new 
Business Tax system for the Revenue 
Division 

CEDA 

CEDA 

CEDA 

PWA 

Treasury 

CIP Project 

CIP Project 

OP Project 

Baseline 

Baseline 

Entire Oakland 
Community 

Entire Oakland 
Community 

CEDA 

Enitre Oakland 
Community 

Finance Internal Staff 
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Point of Sales 

CrimeView Web 

CrimeWatch Subscription 
Service 

Upgrade Oracle Data Base 
Version to 10G • 

Facilities Locator 

Neighborhood Services 
Coordinator Police Beat 
Locator 

' 

Completed contract negotiations for new 
Point-of-Sale project for Treasury Division. 
Implemented POS project in several City 
departments includinq 
This application allows Police personnel to 
accomplish detailed mapping and reporting 
for Crime Incident data. Arrest records and 
Calls for Service records. 

Online application that allows the public to 
sign up for a subscription service that 
provides automated email alerts of recent 
crime activity for a desired area of interest 

Migrated the Citywide Enterprise GIS 
oracle database from previous version to 
Oracle's 10G version 

This application should be used for 
navigating where there are City facilities 
and displaying information related to the 
facilities. 

This application allows you to locate Police 
Beats by either searching for a specific 
Police Beat or by finding the Beat by 
address 

Treasury 

Police, IT 

Public, Police, 
DIT 

DIT 

DIT, Public 
Works 

DIT, City 
Administrator 

Baseline 

25K DIT Cost 
savings 

Baseline 

Baseline 

Baseline 

Baseline 

Entire Oakland 
Community 

Police Staff 

Oakland Citizens( 600 
subscriptions) 

City Departments 

20 staff 

35 staff 
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Sidewalk Inventory Project 

Monument and Sewer 
Application 

Parcel and Building 
Characteristics 

City Wide Liens 

Leona Quarry GIS Maps 

Worked with PWA to provide technical 
lead on the PWA sidewalk inventory 
project for data collection, cataloging and 
storing 

Provides a light EDMS interface for CEDA 
arid PWA to query and view their scanned 
sewer and monument maps through a web 
viewer. 

Allows you to simply search for parcels, 
owner information, and building 
characteristics of properties. 

Automated the transfer of Mandatory 
Garbage invoices to Collections 
Created processing for new assessment 
district - Leona Quarry Geologic Hazard 
Abatement District 

DIT, Public 
Works 

^ 

DIT, Public 
Works 

DIT, CEDA 

DIT, FMA, 
CEDA 
DIT. FIRE, 
CEDA 

$1.2 million 
CIP 

Baseline 

Baseline 

Baseline 

Baseline 

City Staff 

120 staff 

120 staff 

Revenue Division 

Fire Dept, CEDA 
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Oracle Enterprise Business 
Suite (EBS) of Applications 
Upgrade 

Time and Labor Self Service 

Accounts Payable Check 
Processing' 

DIT completed the upgrade of the Oracle 
EBS software applications. The EBS 
applications are used to process the City's 
financials and payroll for over 4900 
employees bi-weekly. Periodically, these 
software applications must be upgraded to 
maintain currency with the latest features 
and mairitenance updates. The upgrade 
also ensures that the software continues to 
perform reliably for the City and permit the 
implementation of other processing 
solutions for automation of procurement, 
budgeting, and grants accounting. 

' 

DIT Continues to support the HR/Payroll 
Departments rollout of Timecard entry Self-
Service capabilities for the Public Works 
Agency, City Hall Administration, and City 
Attorney's Office. 

DIT implemented accounts payable check 
(AP) processing. This new capability 
permits the finance agency staff to print 
AP checks using the Oracle Financials 
application module. The new checking 
process strengthens security of check 
printing and allows for additional 
automation features to be implemented in 
the future, such as electronic payments of 
invoices 

DIT 

DIT, OCA, 
CAO, MAYOR, 
COUNCIL, 
PWA 

DIT, FMA 

Baseline 

Baseline 

-̂

Baseline 

4900 City Employees 

-

600 City Employees 

FMA Staff 
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Enterprise Reporting and 
Distribution (ERD) 

2008 ProposedProgram: 
Procurement Contracts 
(Procure-To-Pay Project) 

Constituent tracking Software 

Public Sector Budgeting 
(PSB) 

DOJ Grant for Radio 
Interoperability 

We have reached the stage for rolling out 
ERD capabilities to empower Oracle users 
to build their own financial reports and 
develop libraries of most frequently 
requested reports for easy access. Users 
are being trained and progress has been 
made toward moving the reporting solution 
to full production. 
Program Description: 
Implement Oracle's Procurement 
Contracts and other applications (i.e. 
Oracle's Sourcing, Supplier, Internet 
Procurement, Bl Publisher, and Bl 
Discoverer) to establish a full life cycle 
procurement and contract management 
and payment solution for the Department 
of Contracting and Purchasing. 
Installation of a 3-1-1 type tracking system 
for the Oaklander's Assistance Center. 
This will track citizen inquiries and 
complaints and aid staff in serving the 
Oakland Community. 
Implement Oracle's Public Sector 
Budgeting application for the Budget 
Department as a replacement for the 
existing BRASS budget application. 
Developed the Regional Interoperability 
and Data Sharing proposal for DOJ COPS 
Grant, and successfully secured $6m grant 
for the Bay Area regional systems. 
Oakland share will be $1.5m, including 
25% local fundina. 

DIT, FMA 

Partners: 
Dept of C&P, 
FMA 

Mayor's Office 

Budget Dept 

Oakland Police 

Baseline 

Budget: 
$400KC1P 

150k 
(proposed) 

$30k in 
Maintenance 

TBD 

$1.5M 

FMA Staff 

Numbers Served: 
All agencies and 

departments city wide 

Entire Oakland 
Community 

All City agencies and 
departments 

Police and Fire 
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Oracle Support (Help Desk) 
Application 

Business Tax 

Payroll Mass Change 

Broadband Wireless Network 
Assessment 

Infrastructure Work 
Management System 

Implement Oracle's Support (Help Desk) 
application for the Department of 
Information Technology Help Desk. New 
Help Desk solution will be used as a 
replacement for the department's existing 
Help Desk system which is no longer 
supported by the software developer. 

Revenue Division's Business Tax Project 
was started in July 2007 and is currently in 
data conversion/functionality review 
process. 

Apply and make operational the necessary 
functionality within the Oracle Human 
Resources/Payroll application to enable a 
workable solution for processing mass 
salary rates for all City of Oakland 
employees. Facilitate the process of 
downloading the salary details ofthe City's 
salaried employees, making updates to the 
rates, and uploading them back to the 
Oracle application 

Conduct the necessary fact finding to 
support the establishment of a sound 
vision and plan for the deployment of an 
achievable and sustainable wireless 
broadband network. 
Council approval for Infrastructure Work 
Management System including some AVL 

DIT 

Finance 

FMA 

DIT, OPD, 
OFD, CEDA, 
PWA, Citizens 
of Oakland 

PWA' 

Baseline 

Baseline 

$75K 

$150K 

. $1.2MPWA 
Funds 

All City agencies and 
departments 

Finance Internal Staff 

Payroll Processing Staff 

All City agencies and 
departments, and 

citizens of Oakland 

PWA Internal Staff 
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CORE 

UPGRADE PRODUCTION 
SERVER 

SIDEWALK INVENTORY 
GIS DATA VIEWER 

GIS /Reprographics 
Integration 

SPECIAL ASSESSMENTS . 
AND CITYWIDE LIENS 

FIREHOUSE MAPS 

Developing an interface to Spatial and 
Text Information to allow trained teams of 
Local Oakland Citizens to communicate 
and organize during an Emergency in their 
neighborhood 

• 

Replace existing Production Server and 
create new Test Area for GIS 
Development 

Working to create an online application 
that displays sidewalk data from recently 
completed sidewalk inventory. Awaiting 
disk space to incorporate digital photos 

Working with Reprographics to provide 
access to all City employee's access to 
GIS Map Gallery and to allow for plotting 
from internal GIS web applications to large 
plots. 

Processing of all Oakland Special 
Assessments and City Wide Liens to , 
provide better information to the Finance, 
PWA, CEDA Departments and Agencies 
to allow them to better serve the public 

Replacement of Current City Maps in the 
Firehouses 

DIT, Fire 

DIT 

DIT, Public 
Works 

DIT 

FMA Revenue 
Div. , CEDA, 
and PWA '' 

OPDFire 

Baseline 

TBD 

Baseline 

Baseline 

Baseline 

Baseline 

Oakland Community 

DIT GIS Staff 

120 staff 

DIT Reprographics Staff 

FMA. CEDA and PWA 
staff 

All Fire Stations 
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Technology Refresh 

OVERHAUL/REVAMP OF 
CITY INTERNET/INTRANET 

CREATE NEW 
APPLICATIONS 

ORACLE DISCOVERER 

Upgrade the existing and aging Oracle 
server hardware and systems technology 
to accomplish building the infrastructure 
requirements for the implementation of 
Procurement Contracts (i.e. Procure-To-
Pay project) and other Oracle Internet 
enabled applications. Refresh will also 
support the financial, budget and payroll 
processing for the next 3 to 5 years. 

Working with Marketing Div, City 
Administrator's Office arid eventually all 
the city agencies to revamp their 
webpages. This includes installation of 
Oracle content management system, 
setting up firewalls and aquring servers. 

Changing most applications on the web 
(internet/ intranet) to use the same 
programming language e.g. city Directory, 
Speaker Card, job classification, Al's, etc. 

Continue work with different city agencies 
that need reports from the Oracle 
Finiancial database(E-Business Suite) to 
have the capability of running their own 
report using the Discoverer tool. Also train 
users on how to use the tool. 

All City 
agencies and 
departments 

IT, All City 
Agencies, City 
council, 
Mayor's Office,. 
ETC 

IT, All city 
Agencies 

DIT, Finance, 
Budget, and 
progress to all 
other agencies 

$75K/month 
over 5 years 

TBD 

Baseline 

Baseline 

All City agencies and 
departments 

All Cify agencies and 
departments 

All City agencies and 
departments 

All City agencies and 
departments 
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Eastmont Network/VOIP 

Library Public WiFi 

This project wiff enabfe us fo support the 
city standard of Voice Over Internet 
Protocol (VOIP). It will permit us to 
continue our roll out of this leading edge 
technology at the eastmont location. 

This will enable the citizens of Oakland to 
use their private laptops to surf the public 
internet in a more convenient and 
comfortable environment. This also 
reduces the gap in the digital divide by 
providing an internet connection, free of 
charge, therefore eliminating the recurring 
monthly charges for these Citizens. It can 
also reduce the number of public 
machines the city provides and maintains, 
thereby reducing our maintenance costs. 

DiT, OPD 

DIT, OPL 

Baseline 

$10,000 from 
Library fund 

350 Police oficers 

City-wide 
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Park and Recreation wide 
area network connectivity 

• 

Radio Rebanding Project 

Radio Systems 
Interoperability 

Call Accounting 

Provide high speed city access to Park n 
Recreation sites - This enhancement will 
provide internal staff faster and secure 
communication for the existing revenue 
generation Reware Online applications as 
well as other city resources such as email 
and intranet pages. 

This will eliminate interference caused by 
the near-by cellular site's signal 
overwhelming the public safety's radio 
systems. 

To address federal wireless 
communications interoperability by 
fostering intergovernmental cooperation 
and identifying and leveraging common 
synergies 

The replacement ofthe current City of 
Oakland Call accounting system is 
scheduled for eariy 2008. The new system 
will provide enhanced reporting, call 
account, security and compliance tracking. 

DIT, OPR 

DIT, PWA, 
OPD, OFD 

OFD, DIT, 
OPD 

All City 
Agencies and 
Departments 

Baseline 

$14,000,000 
from Sprint 
Nextel 
Settlement 
Agreement 

TBD 

$10,000 TBD 

6 Recreation Sites 

All City agencies and 
departments 

All City agencies and 
departments 

All City agencies and 
departments 
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INFORMATION #TECHNOLOGY 

OAKLAND 

Depar tment of In format ion Technology 
Trouble T i cke t Resolut ion Report 

Ju ly - December 2007 

DEPARTMENT/AGENCY 

Contract and Procurement 

City Clerk 

City Auditor 

Finance & Management 

Library Services 

Mayor 

Parks & Recreation 

City Administrator 

Information Technology 

Public Works 

Human Services 

Cultural Arts & Marketing 

City Council 

City Attomey 

Fire Services 

Police Services 

CEDA 

Personnel 

Museum 

Total Tickets 

14 

44 

74 

1309 

538 

105 

341 

211 

485 

1272 

765 

21 

186 

32 

819 

2229 

646 

138 

85 

Tickets resolved 
within 24 hours 

11 

30 

38 

759 

334 

70 

199 

130 

247 

1054 

378 

11 

116 

22 

584 

1069 

329 

73 

48 

Percentage resolved within 
24 hours 

79% 

68% 

51% 

58% 

62% 

67% 

58% 

62% 

51% 

83% 

49% 

52% 

62% 

69% 

71% 

48% 

51% 

53% 

56% 
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Department of Information Technology 
Projects Status Report - February 2008 

MISSION STATEMENT: The Department of Information Technology is committed to providing the timely delivery of strategic, responsive, cost-effective technology solutions and 
quality services to meet the goals defined by the Mayor, City Council and Oakland's citizens. We are dedicated to maintaining the highest standards of excellence In our 
technical skills by providing total quality workmanship and expertise; by understanding the needs of the customer to facilitate the accomplishment of common objectives: and by 
always treating customers and staff with respect and dignity. 

No. '• Project Name '. T; Project Description . -'-'Partners start Date 
Projected': 
End'Date 2 Budget. i 

Numbers ' 
: Served ~ , •' Status.; y- • /-

1 

2 

3 

Procurement Contracts 
(Procure-To-Pay Project) 

Constituent tracking 
Software 

Overhaul of 
Oaklandnet.com, and 
Oaknetnews Portal 

Implement Oracle's Procurement 
Contracts and other applications (i.e. 
Oracle's Sourcing, Supplier, Internet 
Procurement, Bl Publisher, and Bl 
Discoverer) to establish a full life cycle 
procurement and contract management 
and payment solution for the Department 
of Contracting and Purchasing. 

Installation of a 3-1-1 type tracking system 
for the Oaklander's Assistance Center. 
This will track citizen Inquiries and 
complaints and aid staff In serving the 
Oakland Community. 

Working with Marketing Div, City 
Administrator's Office and eventually all 
the city agencies to revamp their 
WebPages. This Includes Installation of 
Oracle content management system, 
setting up firewalls and acquiring servers. 

Contracts & 
Purchasing, 
Finance 

Mayor's Office 

City 
Administrator 

6/25/2007 

TBD 

7/1/2007 

6/30/2008 

TBD 

9/30/2008 

$400K 
CIP 

$100K 
S50K(TBD) 

CIP 

TBD 

All City agencies 
and departments 
and all City 
Suppliers 

Entire Oakland 
Community 

All city agencies 
and departments 
and Oakland 
citizens 

PLANNING - Functional 
and Design training 
workshop in progress. 
System setup In 
progress. 

INITIATION - Developing 
requirements and 
Council Report. 

PLANNING - Developing 
(xjntent management 
requirements for all 
agencies. 
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N6.-

4 

5 

6 

•^\.- -project Name' • 

Internal Personnel 
Assessment System 
(I-PAS) 

TeleStaff 

TeleStaff/Personnel 
Database (PDB)/Oracle 
Integration 

•-. •• project Description \ -. - / • 

Deployment and making enhancements to 
Internal Personnel Assessment System. 
Mandated by court order, a requirement of 
the Riders' Negotiated Settlement 
Agreement, this system performs many 
tasks among them: Assisting OPD In 
Identifying at risk police officers and 
provides commanders, managers and 
supervisors a single source to view 
statistical and detailed information about 
their subordinates; Early Intervention; 
Monitoring officer activity and behavior. 

The TeleStaff is an innovative, constant 
staffing, overtime management and 
notification software program. 

TeleStaff/PDB/Orade interface will be 
developed to share the OPD Personnel 
data with the TeleStaff application. 

-^Par tners ' \ 

City 
Administrator, 
City Attorney, 
Police 

Police 

Police 

Startbate 

5/15/2006 

6/30/2006 

TBD 

Projected 
'•^Enc/Oite 

On-going 

6/30/2008 

TBD 

t Budget ' 

TBD 

$325K 
GRANT 

TBD 

•,^r Numbers- , 
• ' S e r v e d : 

OPD Internal 
staff 

OPD Internal 
staff 

OPD Internal 
Staff 

' i . V Status; . . : ; : ; 

EXECUTION - On-going 
maintenance and 
enhancements. 

EXECUTION -
Communications 
Division is using the 
application as part of the 
pilot testing. OPD wide 
rollout date will be 
determined later. All the 
modules of the system. 
Phone, Web, 
Client/Server, and 
Database are up and 
running for 1100 
personnel. 

PROPOSED - In process 
of establishing project 
start and end dates. 
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A/o. 

7 

8 

9 

Project Name --^: 

In-CAR Video 
Management System 
(ICVMS) 

Personnel Information 
Management System 
(EVALIS Software) 

EVALIS/I-PAS Integration 

/ProjectDescription - \ " ' ' " 

Install In-Car Video Camera system In 101 
OPD cars. Install a Video Archive Storage 
Area Network (SAN), Install new ICVMS 
network, 3 Remote Video uploading sites, 
and backhaul 4,9GHz network. 

The hardware and software components of 
this system will provide OPD with a 
computerized relational database required 
by the Negotiated Settlement Agreement 
(NSA). The entire solution Is provided by 
Motorola. 

EVALIS/i-PAS Integration will be 
developed to share the Negotiated 
Settlement Agreement (NSA) dimensions 
data between the two applic^ations. 

- Partners •• 

City 
Administrator, 
Police 

City 
Administrator, 
City Attorney, 
Police 

Police 

Start Date 

4/30/2007 

12/15/2005 

TBD 

; Projected 
^'EifdDate 

6/30/2008 

TBD 

TBD 

- Budget ' 

$1.6M 
GRANT 

$325K 
GRANT 

TBD 

, Numbers 
Served 

OPD Internal 
staff 

OPD Internal 
staff 

OPD Internal 
Staff 

. . Status \-

EXECUTION -
Hardware/Software 
Installation Is In 
progress. Currently the 
Digital Video Recorders 
(DVR) and Cameras are 
Installed In 69 
Patrol/SAC cars. Only 
one uploading site (PAB) 
is connected to the main 
(911) sen/ersite. 
Training and Final 
testing Is pending. Roll 
out will occur with the 
new Dell laptops. 

EXECUTION - Due to 
various changes In the 
OPD personnel, project 
requirements, and 
EVALIS versions we are 
In the process of revising 
the project timeline. 

PROPOSED - In process 
of establishing project 
start and end dates. 
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No. 

10 

11 

,12 

13 

Project Narne 

On-Llne Grime Reporting 
for Citizens 

Legacy Records 
Management System 
(RMS) Data Conversion 

Upgrade existing RF Data 
Radio Network to a High-
Speed System for Police 
and Fire 

DOJ Network Upgrade 

' \ .Project Descript ion' i ' ; : • , 

The system Is designed to gather 
information on crimes from general public 
(citizen) via secure connection. The 
application will Issue a temporary report 
number to the user and place the 
temporary report into an administrative 
holding area for review and modification by 
appropriate administrator. An email Is 
generated to the user that the report has 
been submitted. This application Includes 
an interface to the Law Records 
Management System (LRMS) as part of 
the program. 

Convert the Legacy data into a SQL 
database queriable by a variety of fields, 
such as name, location of crime, type of 
crime (statute or UCR category), etc. 

RF Data Radio system upgrade and Data 
Sharing with other Regional PDs, Replace 
the existing RF DataTac system with the 
High Performance Data (HPD) solution., 

The new Microwave solution provides end-
to-end encryption and tunneling for police 
and fire applications. 

•. Partners ' 

Police 

Police 

Police 

Police 

Start.Date. 

8/3/2006 

4/10/2007 

TBD 

12/15/2007 

Projected' 
End: Date.'i 

4/30/2008 

4/30/2008 

TBD 

9/12/2008 

' B u d g e t . 

$50K 
GRANT 

$15K 
OPD 

$1,3M 
GRANT/CIP 

, TBD 

Numbers ^. 
Served;/1 _ 

Entire Oakland 
Community 

OPD Internal 
Staff 

Police 

Police 

:S(atus - ; r- v̂  
EXECUTION - System Is 
operational. Pending 
Police policies and 
procedures. 

EXECUTION - First 
Phase of conversion Is 
completed. End Users 
testing the data. 

INITIATION - In process 
of establishing project 
start and end dates. 

EXECUTION -
Evaluating various 
solutions 
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N6. 

14 

15 

16 

Project Nanie"-

Infrastructure Work 
Management System 

Laptops 

OPD Staff Move- Police 
Administration Building 
(PAB) to Eastmont 

. Projecipescription-. 

Improve day-to-day operations of 
maintaining the City's Infrastructure. 
Provide better Information to field crews for 
performing their jobs, allow supervisors to 
better plan work loads based on available 
resources, provide management with 
better and faster tools to calculate 
peri'ormance measures, enhance 
customer service through Improved web-
based tools and better tracking of service 
requests, and Increase transparency by 
having up-to-date information and maps 
available to show the cost and work 
associated with maintaining assets 
throughout the City. 

Based on the OPD Chief Initiative for 
upgrading the Mobile Technology and 
platforms, Dell laptops are evaluated and 
selected by the City. Currently, we are 
working with Dell In procuring, configuring. 
Installing and integrating 400+ laptops for 
all the Patrol Officers and OPD command 
staff In the patrol vehicles. 

OPD staff will be moving to the Eastmont 
Precinct after the first of the year. As such, 
computers will need to be connected, 
phone lines updated or moved, and any 
other IT functions required for staff 
transitioning to Eastmont. Also, some 
existing staff at Eastmont will be moving to 
new workstations within that precinct. 

Partners ; . 

PWA ,CEDA 
DCSD 

Polic:e 

Police 

Startbate 

TBD 

6/30/2007 

• 

12/15/2007 

Projected 
.EiidDate 

TBD 

6/30/2008 

1/31/2008 

Budget 

S1.2M 
CIP 

$2M 
GRANT 

Baseline 

-, Numbers^ 
Served ^^ 

Entire Oakland 
Community 

OPD Internal 
staff 

OPD Internal 
staff 

: . Sfaltus V-V J 
PLANNING - In process 
of final contract 
negotiations. Contract 
will be ready for 
signature in couple of 
weeks. 

EXECUTION . 
Installation and 
configuration Is In 
progress. 

CLOSING-Project on 
schedule 
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,N6: 

17 

18 

19 

20 

21 

22 

23 

' . Project N a m e ' \ ' j - : 

OPD Staff Move - Family 
Justice Center to PAB 

Fire Simulator Project 

Permit and Code 
Enforcement Tracking 
System (PCETS) 

Electronic Document 
Management System 
(EDMS) 

Enterprise Web Content 
Management (WCM) 
System for CEDA 
Electronic Document 
Management System 
(EDMS) Operation 

CEDA server move to 
Emergency Operations 
Center (EOC) 

> • ^ . " P r o j e c t Descr ipt ion/ . 7" " 

We need phone lines and computers 
moved from the Family Justice Center to 
the PAB/4th Floor - a detailed assignment 
of phones and works stations has already 
been drafted and presented to OPD. 

This project includes Installation of 
computers, overhead project, sound 
system and telecommunication cabling to 
the simulator room. 

Municipal Software for Permit & Code 
Enforcement Tracking System (PCETS). 
Implementation and deployment of phase 
III (Code Enforcement module) for CEDA 
to replace the existing system running on 
AS/400 platform. 

Electronic Document Management System 
(EDMS), for scanning, storing and Indexing 
all CEDA documents 

Implement Web Content Management 
System and establish network security to 
share documents with citizens. 
Amend the EDMS contract to allow for 
outsourcing of the document scanning and 
conversion. 

Migration of EDMS production servers to 
EOC Data Center. There are 9 servers 
Identified as production servers that are 
mission critical to CEDA EDMS project. 

/^ Parsers ; > 

Police 

Fire 

CEDA 

CEDA 

CEDA 

CEDA 

CEDA 

Start Date, 

1/15/2008 

9/15/2007 

2/15/2008 

10/1/2005 

2/15/2007 

TBD 

TBD 

.'Projected 
EridDate 

2/29/2008 

4/30/2008 

6/30/2008 

5/3/2006 

TBD 

TBD 

TBD 

-'Budget--/ 

$70K 
OPD 

$54K 
GRANT 

$750K 
CIP 

$2.82M 
CIP 

Budgeted 
part of 
EDMS 

TBD 

Baseline 

y/--Numbers 
.. :Served ' ' . 

OPD Internal 
staff 

Fire 

Entire Oakland 
Community 

CEDA 

Entire Oakland 
Community 

Entire Oakland 
Community 

CEDA DCSD 
Internal Staff 

;"..;'• -. -^.Status'/X/j^ 

CLOSING-Project on 
schedule 

PLANNING-This Is a 
Public/Private 
Partnership 
engagement. 

PLANNING - Completed 
the contract negotiation 
and Infrastructure. 
Project Kick-off with the 
Vendor in earty Feb.'08 

EXECUTION- Over 
100,000 documents 
were sc:anned, Index and 
verified. Day-to-day 
operation of documents 
scanning, data entry and 
validation In progress 

EXECUTION - In 
process of updating the 
project plan. 
PROPOSED - In process 
of establishing project 
start and end dates. 

PLANNING - In process 
of establishing project 
start and end dates. 
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No/ 
24 

25 

26 

27 

28 

29 

• i ? l iPfojeciNameJ"±t/ 
Business Tax 

Point of Sales (Phase 1) 

Point of Sales (Phase II) 

Auditor's TeamMate 
System 

Oracle Grants Accounting 
Module 

Oracle Project Accounting 
Module 

^ / ^ ;/fPtvjeci.Descriptipni'- :V ; ^ j i ^ 

The new Business Tax system will replace 
the existing AS400 legacy system, 
providing an open and scalable platform 
for Interi'acing with other applications. 

Implement POS system for Treasury, No 
special interfaces required. 

Implement special Interfaces to complete 
POS Implementation for CEDA, Revenue 
Division, Parking and Parks & Recreation 
Department 
Implement a document/work flow system 
for the use of Auditor's office staff 

Implement Oracle Grants Accounting 
Module 

Implement Oracle Project Accounting 
Module 

•jpartnerky;, 

Finance 

Treasury 

Treasury 

Auditor's 
Office 

Budget, 
Finance & 
Human 
Services 

Finance 

fStartpate;^ 

Qin2Qi 

3/26/2007 

11/30/2007 

TBD 

TBD 

if^rojected: 
lEndJDate\ 

TBD 

11/29/2007 

TBD 

TBD 

TBD 

/ ^ B u d g e U / 

$617K 
CIP 

Baseline 

TBD 

$45K 
Auditor's 

Office 

TBD 

TBD 

-.-^Nu/nbers^; \ 
s^/'Ssr)^9d/-i 
Finance Internal 
Staff 

Entire Oakland 
Community 

Entire Oakland 
Community 

Auditor's Internal 
staff 

City wide 
financial budget 
& fiscal staff and 
entire Oakland 
community 

City wide 
financial budget 
& fiscal staff, and 
project managers 

1^;* ^_;\-iStatUs':_T::^t/i-
EXECUTION - Data 
Conversion Testing and 
Training in progress. 
Project timeline needs to 
be revised. 

CLOSING-Testing and 
Training. Implemented 
POS project in several 
City departments 
Including Treasury, 
Revenue, Contract 
Compliance, Fire Admin, 
Fire Prevention, Police 
Admin, Police Traffic, 
Police Records, and 
Police Animal Control 

INITIATION - In process 
of establishing project 
start and end dates. 

PROPOSED-in process 
of establishing project 
start and end dates. 

PROPOSED - In process 
of establishing project 
start date, end date, and 
Implementation cost. 

PROPOSED - In process 
of establishing project 
start date, end date, and 
implementation cost. 
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"Wo. 

30 

31 

32 

33 

•,•-,- Project Name • 

E-Cltation 

Crime Reporting Portal 

Overhead Paging/Public 
Address System 

Radio Interoperability 

'.Project Descriptiqri^ J,^r;/~./ 

E-Cltation for OPD Traffic - This new 
application will automate the issuing of 
citations by the Police Department sworn 
personnel In order to improve their 
operational efficiency. It will enable 
electronic citations issued in the field to 
interface with City's LRMS; transfer citation 
data to the California Superior Court 
system (CASP and SoftFile); electronically 
capture racial profiling data to help to 
achieve compliance with the Negotiated 
Settlement Agreement for the reporting, 
collection and analysis 

Crime data integration, reporting and 
analysis. This application software will 
organize and rapidly analyze the vast 
quantities of structured and seemingly 
unrelated data, currently housed In various 
Incompatible databases and record 
management systems, over a highly 
secure Intranet-based platform. 

Install over 160 speakers 5 zone system 
through-out Eastmont Precinct 

Developed the Regional Interoperability 
and Data Sharing System based on the 
Department of Homeland Security (DHS) 
and Department of Justice (DOJ) 
Guidelines 

[r^Pahfiers 

Police 

Police 

Police 

Police 

Startbate, 

9/12/2007 

TBD 

TBD 

TBD 

i Projected/ 
, End bate 

TBD 

TBD 

TBD 

TBD 

— Budget ' 

$145K 
GRANT 

$55K 
OPD 

$18K 

$3M 
GRANT/CIP 

%• -^Numbers 
,,^:fServed:^/, 

OPD Internal 
Staff 

OPD Intemal 
Staff-

Police 

Police and Fire 

/ / : ' • Status ' / ] 

PLANNING - Contract 
Negotiation Is almost 
complete. In process of 
establishing project start 
and end dates. 

PROPOSED - In process 
of establishing project 
start and end dates. 

PROPOSED-In process 
of establishing project 
start and end dates. 

PLANNING - In process 
of establishing project 
start and end dates. 
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No. 

34 

35 

36 

37 

38 

39 

. Project Name 

On-Line Policies, 
Publishing, and Tracking 
System 

Fire Inspection 

Loan Servicing System 

Library Servers Move 

Construction & Demolition 
Recycling Database 

AutoCAD Upgrade 

Project Description:- ' • -

Implement a Management Software 
program to allow for the paperless 
distribution, organization and maintenance 
of all written directives; I.e. Negotiated 
Settlement Agreement (NSA) related 
documents and updated Departmental 
policy and procedures. 

Fire Inspection System for OFD - This 
system will enable Fire Department In 
mobile data collection for managing , 
occupancy Inspection Information. 
Implement new Loan Servicing 
Application. This new application will 
replace the existing application for loan 
servicing. 

This project will move Library servers to 
the DIT datacenter. 

Make modifications to existing Access 
Database, 

Upgrade all AutoCAD users to same 
version (2008), for ease of cross training; 
productivity; and ongoing technical 
support. Perform related hardware 
upgrades as predecessor requirement. 
Ensure licensing compliance. 

Partners/^ 

Police 

Fire 

CEDA 

Library 

PWA 

CEDA DCSD, 
PWA 

Startbate' 

TBD 

6/15/2007 

1/19/2007 

11/30/2007 

TBD 

TBD 

^ Projected, 
End Date 

TBD 

5/31/2008 

1/9/2009 

TBD 

TBD 

TBD 

^Budget 

$30K 
OPD 

$25K 
GRANT 

$460K 
CIP 

Baseline 

Baseline 

Baseline 

/Numbers 
Served 

Police 

OFD Internal 
Staff 

Entire Oakland 
Community 

Library 

PWA Internal 
Staff 

CEDA DCSD and 
PWA Internal 
Staff and City's 
contractors 

- /S ta tus ": 

PROPOSED - In process 
of establishing project 
start and end dates. 

EXECUTION - In 
process of establishing 
project start and end 
dates. 

PLANNING-In process 
of refining project scope, 
timeline and 
architecture. 

INITIATION - In process 
of establishing project 
timeline. 

INITIATION - In process 
of establishing project 
start and end dates. 

INITIATION - In process 
of establishing project 
start and end dates. 
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No. 
40 

41 

42 

Project Name • 

Pilot FTP Sen/er 

Davis Street Transfer 
Station Database 

Migrate Project Tracker 
Database to SQL Server 

/ / / : . .ProjectDescription 

Implement File Transfer Protocol (FTP) 
Server to allow the transfer (send/receive) 
large files to outside stakeholders. 

Implement a new database to capture 
monthly waste management tonnages, 
truck numbers, and other Information. This 
new database will allow to create some 
basic queries and reports that would be 
useful to PWA divisions Including Keep 
Oakland Clean and Beautiful, Park 
maintenance, and Environmental Services. 

Migrate Project Tracker Database from 
Microsoft Access to Microsoft SQL Server 
to allow additional functions and features. 

•:'' Partners 

CEDA DCSD. 
PWA, and 
others. 

PWA 

CEDA DCSD 

Start Date 

TBD 

TBD 

TBD 

[Projected 
End Date 

TBD 

TBD 

TBD 

:^Budget \ ' 

Baseline 

Baseline 

Baseline 

" Numbers 
Served--:,': 

Entire Oakland 
Community 

PWA Internal 
Staff 

CEDA DCSD 
Internal Staff 

; / : : . , . s t a t u s / •'•;/. 

PROPOSED-In process 
of establishing project 
start and end dates. 

PROPOSED - In process 
of establishing project 
start and end dates. 

PROPOSED - In process 
of establishing project 
start and end dates. 
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No:' 

43 

44 

45 

46 

47 

48 

49 

' •-, Project Name' - , , 

Pilot Project Web Access 
Sen/er 

Technology Refresh to 
Upgrade Desktops and 
Monitors 

Children's Falrland 
Telecxjmmunlcatlon 
Services 

Overhead Paging/Public 
Address System 

Citywide Wireless 

Payroll Time and Labor 
Self Service 

Enterprise Reporting and 
Distribution (ERD) 
(Discoverer) 

-: • ' ' ^ ;Pro ject Description* / ' / ^S^ -

Set up 180-day trial version of Microsoft 
Office Project Server 2007 for evaluation 
by DIT Program Strategy Office for 
managing projects. Facilitates resource 
(staff) utilization across projects and 
promotes management and staff visibility 
Into project status. 

Implement Desktop Technology refresh for 
CEDA DCSD 

Work with service provider to Install 
approximately 250 liner feet of new conduit 
and two new manholes. Pull new cable In 
new c^onduit and existing cxinduit. Estimate 
cost Is $40,000.00. 

Install speakers with a zone system 
through-out 250 Frank Ogawa Plaza. 

Finalize a wireless broadband assessment 
for the City of Oakland, Our mission Is to 
define the most financially viable and 
sustainable municipal high speed wireless 
network option to increase digital inclusion 
and the economic advancement of 
Oakland's various constituencies. 

Provide support for the rollout of self 
sen/ice timecard to all agencies and 
departments. 
To empower Oracle users to build their 
own financial reports and develop libraries 
of most frequently requested reports for 
easy access. 

_̂ Partners : 

DIT 

CEDA DCSD 

Parks and 
Recreation 

CEDA 

Mayor's Office 

Finance 

City 
Administrator, 
Financ^e 

Start Date. 

TBD 

TBD 

TBD 

TBD 

11/9/2007 

1/3/2008 

6/12/2007 

Projected 
-End Date 

TBD 

TBD 

TBD 

TBD 

6/27/2008 

6/3/2008 

3/29/2008 

Budge t / 

Baseline 

Baseline 

TBD 

$20K 

$150K 
CIP 

Baseline 

Baseline 

^/Nurnbers^ 
/-^ 'Served • . 

City Intemal Staff 

CEDA DCSD 
Internal Staff 

Parks and 
Recreation 

CEDA 

Entire Oakland 
Community 

All City agencies 
and departments 

FMA Staff 

' " / : - / .Status : ' ^ ' / 

PROPOSED - In process 
of establishing project 
start and end dates. 

PROPOSED-In process 
of establishing project 
start and end dates. 

INITIATION - In process 
of establishing project 
start and end dates. 

INITIATION - In process 
of establishing project 
start and end dates. 

PLANNING - Project 
Plan Is developed. 
Technical Survey is 
distributed. Stakeholders 
Analysis will be 
conducted soon. 

CLOSING - Rollout in 
progress. 

EXECUTION - Training 
phase will start 
2/11/2008 
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.Nb:-

50 

51 

52 

53 

54 

55 

. Project Name 

Public Sector Budgeting 
(PSB) 

Oracle Support (Help 
Desk) Application 

Payroll Mass Change 
(Grade Step Progression) 

CORE 

Sidewalk Inventory 
GIS Data Viewer 

GIS/Reprographics 
Integration 

Project Description ' . ' ' " ' - > 

Implement Oracle's Public Sector 
Budgeting application for the Budget 
Department as a replacement for the 
existing BRASS budget application. 
Implement Oracle's Support (Help Desk) 
application for the Department of 
Information Technology Help Desk, New 
Help Desk solution will be used as a 
replacement for the department's existing 
Help Desk system which is no longer 
supported by the software developer. 

Apply and make operational the necessary 
functionality within the Oracle Human 
Resources/Payroll application to enable a 
workable solution for processing mass 
salary rates for all City of Oakland 
employees. Facilitate the process of 
downloading the salary details ofthe City's 
salaried employees, making updates to 
the rates, and uploading them back to the 
Oracle application 

Develop interface to Spatial and Text 
Information to allow trained teams of Local 
Oakland Citizens to communicate and 
organize during an Emergency in their 
neighborhood 

Create an online application that displays 
sidewalk data from recently completed 
sidewalk Inventory. 

Provide City employees access to GIS 
Map Gallery to allow for plotting of large 
plots. 

/farfners, •-. 

City 
Administrator 

DIT 

FMA 

Fire 

PWA 

DIT 

, Start bate/ 

8/1/2007 

11/12/2007 

3/15/2007 

2/1/2008 

TBD 

TBD 

Projected-
• Endha te / 

8/30/2008 

5/30/2008 

TBD 

6/30/2008 

TBD 

TBD 

^Budget: 

TBD 

TBD 

$75K 

Baseline 

Baseline 

Baseline 

Numbers • 
' , .Served ' • ^ 

All City agencies 
and departments 

All City agencies 
and departments 

All City agencies 
and departments 

Oakland Citizens 

All City agencies 
and departments 

DIT 
Reprographics 
Staff 

; .V ' Status ,^; , 

PROPOSED -
Developing staff report 
for Council approval. 

INITIATION -
Development of 
technic:al requirements in 
progress. 

EXECUTION - Project 
was placed on-hold due 
to lack of Payroll staff 
resources. Payroll will 
assess allocating staff 
and priority for restarting 
the project after the 
completion of year-end 
processing. 

PLANNING-Awaiting 
OFD cleanup of Access 
Database records before 
loading data into GIS 
Oracle database. 

INITIATION - In process 
of establishing project 
start and end dates. 

PLANNING-In process 
of establishing project 
start and end dates. 
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No.-

56 

57 

58 

59 

60 

Project N a m e / . :" 

FIrehouse Maps 

Technology Refresh 

Develop WEB-Based 
Application Standards 

AP Invoices and 
Statements 

Purchase Orders 

>', Project Description' > ''".''. V 

Replace current City Maps In the 
Firehouses 

Upgrade the existing and aging Oracle 
server hardware and systems technology 
to accomplish building the Infrastructure 
requirements for the Implementation of 
Procurement Contracts (i.e. Procure-To-
Pay project) and other Oracle Internet 
enabled applications. Refresh will also 
support the financial, budget and payroll 
processing for the next 3 to 5 years. 

Standardize application on the web to use 
the same programming language e.g. city 
Directory, Speaker Card, job classification, 
Al's, etc. • 
Implement AP Invoices and Statement 
processing. The new capability permits 
the finance agency staff to print invoices 
and statements using the Oracle Finance 
application module. 

Implement Purchase Order processing. 
The capability will permit the finance 
agency staff to print purchase orders. 

"Partners'. 

OFD 

AllClty 
agencies and 
departments 

All city 
Agencies 

FMA 

FMA 

Startbate 

TBD 

5/14/2007 

7/1/2007 

5/1/2007 

5/1/2007 

^Projected 
\ EndDatel 

TBD 

5/5/2008 

9/30/2008 

2/29/2008 

2/29/2008 

Budget ' 

Baseline 

TBD 

TBD 

Baseline 

Baseline 

•^"VNumbers-- . 

All Fire Stations 

All City agencies 
and departments 

All City agencies 
and departments 

All City agencies 
and departments 

All City agencies 
and departments 

-:--^>-Stett /s •; '̂  

PLANNING - In process 
of establishing project 
start and end dates. 

PLANNING - Preparing 
staff report for Council 
approval. 

EXECUTION - Testing In 
progress. 

CLOSING. User training 
In progress. 

CLOSING-User training 
In progress. 
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No., 

61 

62 

63 

- ' P r o j e c t Name • • ' " . 

Payroll Checks and 
Deposit Advices 

Electronic Invoice 
Payments 

Advanced Benefits 

- / ' ' / projectDescripiiqri • ., 

Implement payroll checks and deposit 
advice processing. The new capability will 
permit the finance agency staff to print 
payroll checks and deposit advices. The 
new process strengthens security for 
check printing and allows for additional 
automation features to be implemented In 
the future, such as printing of W2's and 
1099R's, 

Implement capability to pay vendor 
Invoices electronically and establish 
electronic workflow to insure timely invoice 
payments In compliance with the City 
Council's "prompt payment" policy. 

Implement a flexible, rules-based benefits 
administration application that enables 
Improved benefits support and analysis 
through easy setup and process 
automation. 

':' Partners 

FMA 

Contracting 
and 
Purchasing 
Department, 
FMA 

Personnel 
Dept. 

Startbate' 

TBD 

, TBD 

TBD 

':Projected'. 
; End Date. 

TBD 

TBD 

TBD 

. 'Budget : 

TBD 

Software In 
Baseline, 

Professional 
Services 

TBD 

Software in 
Baseline, 

Professional 
Services 

TBD 

Nurpbers 
' \ Served 

All City agencies 
and departments 

All City agencies 
and departments 

All City agencies 
and departments 

. ..^Status. -; . 

INITIATION - Payroll to 
determine priority for this 
project. DIT will work 
with Payroll to establish 
project plan and 
schedule and determine 
the priority ofthe project. 

PROPOSED - Approval 
of this project Is pending 

PROPOSED - Approval 
of this project Is pending 
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.No. 

64 

65 

66 

67 

y Project Name ' • 

Learning Management 
(OLM) 

Oakland/San Leandro 
Joint Web Sites 

New cable service 
connection to the Police 
Administration building 

New cable service 
connection to the Animal 
Shelter 

Project Description . \ / . 

Implement OLM to enable the 
HR/Personnel Department organization to 
manage, deliver, and track training 
participation in online or classroom-based 
environments. This project will automate 
processing for training delivery; from 
performance appraisals to training 
assessments - and keep tabs on learning 
and development. Personnel will be able 
to manage their own schedules, classes, 
and rosters and measure the effectiveness 
of learning activities and ensure alignment 
with the City's hiring, training, and skills 
improvement objectives. Personnel 
administrators can efficiently manage all 
learning catalog and related resources 
from a centralized system. 

Working with the City of San Leandro to 
develop joint web sites. 

The project will consist of Installation of a 
new cable service connection to the police 
administration building. Install newc^ble 
to the demarcation point ofthe building 
and to all floors. 

Project will consist of Installation of new 
cable sen/ice connection at the animal 
shelter (1101 29th aver). 

Partners ̂ -

HR/Payroll, 
FMA, 
Personnel 
Dept 

City Council 

Police 

Police 

Start Date 

TBD 

12/1/2007 

1/15/2008 

1/15/2008 

: Projected \ 
''• End Date ' 

TBD 

2/21/2008 

3/31/2008 

3/15/2008 

: Budget 

Software In 
Baseline, 

Professional 
Servic:es 

TBD 

Baseline 

$38K 
OPD 

$10K 
OPD 

. Numbers ' 
" : Served .' 

All City agencies 
and departments 

Oakland and 
San Leandro 
Citizens 
Police 

Police 

.- Status \ , 

PROPOSED - Approval 
of this project is pending 

EXECUTION - Testing of 
prototype In progress. 

PLANNING - Waiting for 
an estimate 

PLANNING-Waiting for 
an estimate 

DEFINITIONS: 
Project - A timebound IT activity to create a unique product, service or result. It requires various IT resources and has a 
minimum budget of $50K. Any project having a budget smaller than $50K Is considered as a Small Project 
Start Date - Contract Signing, PO Issue, KIck-Off Meeting 
End Date - Beginning of Maintenance and Support 
Proposed - Not approved and in the process of conceptual planning. Funds are not identified 

ltem# 
Finance and Management Committee 

March 11, 2008 
Attachment C 

Page 15 



Wo;' Project Name^^^^ 
/ • f^ r ' •r^/^:^-.-- ]- /^r%fJ/ ' : ' ' / . 
' uy Project Description f ,^X:[^ Partriers .̂ ."', iStart bate. 

-ffrojected^ 
iEndibaie Budget0i 

\Numb ers 'r-. y-i- /Served^i^i 
? ; / /A •'.HM-M'̂ fM' v-*4t&^ 
'/i^//>Siatusp!^^;} 

Initiation - RFP Development, Vendors Evaluation, Council Report and Approval 
Planning - Scope development, Project, Resources and Timeline Planning of various phases ofa project 
Execution - Implementation, Integration, Testing, Training, Monitoring Performance 
Closing - Final Acceptance Testing, Knowledge Transfer to Support, Fiscal Closing 

ltem# 
Finance and Management Committee 

March 11,2008 
Attachment C 

Page 16 

file:///Numb


Department of Information Technology (DIT) 
Desktop and Liaison Support - Service Level Agreement August 2,2QQ7 

INFORMATION ^TECHNOLOGY 

OAKLAND 

Definition: 

Desktop and Liaison Support Services 
For Oakland Public Libngtfy ,-, 

' J \ A W 

This Service Level Agreement covers the support of the "standard" desktop'eriyironm'en't, which covers the 
"standard" and "technical" PC configurations. The agreement is organized in tv(/6".rri'ain parts: "DlX",i 
Commitments" and "Customer Commitments". "'"'Ii:b«.. ,.i;iB''''" 

. i r i ' i l ' l T ' j I ' t i i i , 

CONliENfl 
.ijiiiii([ii'' 

..,'•!':''?" 

Introduction 2 , 
• ,<S!X. 

DIT Commitments 4 X F I S , . 
A, Hardware Maintenance 4 'i;j'i!''B 

• B, Cycle Replacement Program 4 '%i.' 
C, Core and Specialized Desklop„Software 5 ''ii'i 

D, DIT's Support of Specialized'Software 6 '"•', 

E, Asset Management 6 '"^ '̂Z;'":̂ '̂ '̂ :h':\̂ .̂ 
F, "Help Desk" Services 6 ''''"ii'«'i ''"•"'''1'; 

(F,l) Staffing 8 ,., "'^'^k 
(F.2) Calls to the Help'Desk 8 "^'^ki: 
(F,3) Priority aassmcaiionEpA. "'̂ 't 
(F,4) Target Response'Times 9"';^rr^/u-^ 
(F.5) Measurements lOp-̂ -, ^i'vr' '•""'''••|il,t: 
(F,6) Escalation 10 ' ' E I J I P ' "''"'' 
(F.7)THandHng of Service'Galls 10 

G, irDepartmental.Liaison SeiT îces 11 
H, feallTeam<SerVi(^si!2'''^^ 
I, Eiectrpnic'SoWare''Distrilj^ 13 
J, Network Infrastructure'-(Equipment and 
Connections) 14 ,of.'.;i'' 
K. Server Semces;;li5')ffi'' 
L, < Desktop Standards'Team 16 
M, Customer Participation 16 

Customer Commitments 17 
N, Team Membership 17 
O, Acquisition Processes 17 

'i.''iiii/ti., i.fei*-" 

••"'.y,'i., 

P,|,f,!:Standards ^7'••/;•F' 
C !̂iij. Ownership" and Usage 17 

'•',i'R', Equipment Relocation 17 
'4'S, Software Installation via ESD 18 

'T'Ji,;^Software Installation by non-DIT Staff 18 
U, '^Inventory 18 

1,','firV. Hardware Maintenance 18 
''''?';;W. Support and Training 18 

X, Use of the Help Desk 18 

Y. Partnership with DIT 19 
Z, Data Communications Infrastructure 19 
AA. Computer Room Security 19 

Limitations and Exclusions 20 

Cost Allocation Methodology 22 

Measurements 23 
Breakdown of Goods and Services Costs 24 
Breakdown of Human Resources 24 

Appendix A - Software and Support Summary 25 

Appendix B - Goods and Services N/A 

Appendix C - About Equipment Relocation 27 
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Department of Inrormation Technology 

Desktop & Liaison Support ~ Service Level Agreement 
Introduction August 2, 20Q7 

introduction 

I N F O R M A T I O N ^ T E C H N O L O G Y 

OAKLAND 
,m;' 

Benefits to Customers ''";,!i''i\ •'i'!fH.\'ii"' 

Desktop Support is based on the concept of StandardizatronfljThe staridardization.iprogram creates a 
common computing environment that facilitates employee commuhicatiori.and sharirig' information among 
City staff, enhances employee productivity, effectively uses computing suppo'rt'staff;"and meets technology 
requirements. iX^::r 

The one number, one contact. Help Desk proviijes a sirJgieJiipint of contact for the City's technology 
requests and repairs. The "238-2000" number;tan;be acces'sed^during normal working hours and also 
available via voicemail, fax: 238-3555 and emailjiheipcJesktaio'Eiklandnet.com . Quarterly reports will be 
provided to the department identifying the numbe'r,-pf cails.and the;;response periods provided. 

•t-rf); • '" . ra . . 
The Departmental Liaison prograrn'"prpvidesjajproject^ manager that wilt work with your department to 
coordinate your projects and help to develop ybu;technplogy plans. This resource will work with the other 
liaisons in preparing pia'hs.that universaily'/address'tifejtechnology needs across all departments. 

' 'u:"i:'.'."'-'i'iiu'-,,- ^ i p ^ k . " '• 

The following services'are provided by thevDepartment of Information Technology: 

Help desk service's'̂ . ,46'- ' " ^ ^ ^ ' ' 
.-Telephone repair ''v|'ii'tT 

.''.Computer repair ''|}:J,̂  
-;'̂ Software|lhst'ailatlon (city standard) 

Computer, software and peripheral procurement (funds provided by user department) 

Computer installation (non-project or major installs) 

GIS services.,,.;."-;;!':'" 
Burglar ala'rm'system repairs 
Fire house systems repair 

Replacement of computers and telephones under warranty 
Network maintenance 

Cell phone procurement 
General information technology equipment procurement 
Information technology project management 
Server back-up at main computer center (150 Frank H. Ogawa) 
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Departmenl of Information Technology 

Desktop & Liaison Support ~ Service Level Agreement 

I n t r o d u c t i o n August 2, 2007 

„(I1H-|. 
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/ ! ! ! ; : L 
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, UP! •inn >iii|"ii 

iiijiffin'' iinii' 

,ri|m. '•'•il'Jr.i . ; " ; " ! ' ! 

Mini, ••u:li(i ''''Wl''''' 

,.ri,l,M|.TM,. lll.li. *li lJ||. 
ii..[,-ilnniTj(iii.. -.1,11, •iir;i.ini. 
••>r|r[-riii.;i'iii|ii-Fi|, iM i '•il'ir^'. 

"''•'̂ '̂ u''ii i f ^'t I,. °!"f,',', '--t'-cK 
•i.jii, • I.iinjj^'iL, >•„;,., 

' •"] f ; t i , •" •'ii|i-i'i-|, i,,';Mii|ii 
J:L.,, MWCIH. -•-m.i.F.-ii-s 

iu„i,i,i..„,, ^ t ip i ' . , -nniMftilj. 

'tr^'^'V^f " « ' - - , 

T,"-'; "'"';r!?ri. ""''"i'J' 

i:nVi.u..a|:ul.i|.»i«l«, W ' l i , 

, IIIJVU'I' 

I'tH^ll-' 
I I IK. 
-Mi' in<. 

»rw'i::iii. 

'li'i'i'.ii. 

>]!!;l'ir"' 

"•'lill'lii'iu. 
• Bil,III . 

,;4if' 
.;i;;:^" 

Hlu'n^n 

161 .,1k. ^•u['>,A|t,ri . '-m.iuu,, 'iLIii 
''S;jjH(K;:lilUlili.ti:ii"' 'KHI ';'• 

Desktop & Liaison Support SLA page 3 of 27 

l tem# 

Finance and Management Committee 

February 26. 2008 

Attachment D 



Department of information Technology 

Desktop & Liaison Support - Service Level Agreement 
DIT Commitments August 2,2007 

DIT Commitments . _ . 

A. Hardware Maintenance 

Background: Providing maintenance of standard, DlT-supported, desktop-related hardware (including 
servers and some network equiprnent) is currently handled through internal DIT staff. Service is based on 
Monday through Friday business hours, providing: 

• 15 minute customer contact via the Help Desk (238-2000) , ,;';;r3''''' 
• Next business day onsite response ..î r̂ P" 
• 24 hour fix or replacement with comparable equipment -^jilu. .::^i^r" 

••'!||iiMi, / i m ' ' 
iiilfl^'ii , .IL rJI-ifi' 

Non-standard equipment repairs will be on a time and materials basis, and ma'i*;'i'be}prdvided via anVputside 
contractor. No time commitments are implied, '//'ii ..M '̂H'" 

. i i i i . "••',',•'!',!'•,•, .i.'.^Iin"-*" 

Commitment: DIT will ensure a PC hardware maintenance cdhtfacts are purchased attthe.'time PCs are 
ordered and ensure they are a minimum of 3 years in length, Furtliei;, DIT wil 

• monitor compliance of the software purchases.,,;;;£'••'' 
• communicate with customers In the event there.'afe changesiih service'leveiS'-.'' 
• act as liaison between customer and vendor when necessary''" " îSlî ''' 

/ / • / ' ' : / / . , / j / ' ' 
"•('r"'i''.''i.'Mi ' • ' • , • ; ? " ; " ' 

B. Cycle Replacement Proorarn ^4 "'̂ i-m. "'̂ e'lli, 
' ' •'•' '11 '''•''" i'l'i ' ' ' i ' f.t[.' 

Background: The City's PC strategy inctudes"i(ie repiacemeht^of aging computers on a replacement 
program that meets the needs of.your.departmenB DIT staff .will work with you to inventory and identify a 
standard replacement program ariarideritifj^jlhe funcls neecJecUannuaDy to accomplish this program. 

•nulil i.,, '•••",.r'Ji-'ini,,. i in. . | 
i | , , ' j i i „ j '•• rAi.i.iiih ij.. 't 

Commitment: As a key„part of mana'ging,the "tdtal'cost of ownership" of desktop Desktops, DIT will 
manage and impiement-the^ReplacemenVPrpgram'' for desktop computer, such that no desktop computer 
(either standard or technical)'is'0|der than 5 -̂'years. DIT will handle all budgetary estimates, contractual 
agreements, machine rei3lacennent;?ahd.dispo^ for this program. 

'';<-;|' ri|i'jfii'-''' • ' / i ' M . i r 

.,iti!i;"il'[Si'f,i;ifi«. ' ^ i H l - H p / ' ""'"'•'" 
. - ' . ; • ; • " • ' " " " ' ' ' " ' i i ' ' -^v/ ' 

'v3v.,i'i^;'HT''" '"v-"!;,-- ^ / 
.'iiiii.,p, 

.iiiiiinii 

I ' - t . ,.iip'i.iii,ii"--

.i^;r.j™rii'iiii|iifiiiiiiVii.'nr 
V.^i,ra.1iNiiiir|ii|il-
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beparimcnl of Information Technology 
Desktop & Liaison Support ~ Service Level Agreement 

^ DIT Commi tments August 2.2007 

C. Core and Specialized Desktop Software 

Background: The standard desktop pcs in the City have the following "Core" software licensed for every 
PC: 
• fi/licrosoft Windows operating system 
• Microsoft Office 
• Adobe Acrobat Reader 
• Microsoftlnternet Explorer ..̂ jjiS"'' 
• Norton Antivirus -.iCH'''' 

I'll I'lir-

'•I ^ i iw i .'ii,|i 1 . 

Commitment; DIT wjii acquire licenses for both Core and SpecJaJized desktop.software via CiJy-approved 
purchasing procedures to obtain the best bulk price, considering both the softwarejltself and options for its 
distribution. Decisions about distribution of upgrades to such software will be balariced with the;c'dsts of 
user training and support when compared with the benefits provided by the software''improvements and 
interoperability. ••':^. ' ;": i .. ' ' 'C , | ' .WXV' ' 

" ' • % h . ' " 
Only Approved software is to be installed on City compuiers-(ll|egaior;?software that.has not been 
specifically ordered for Oakland equipment is not to^Be'lhstalfeB'^pn any'^City Computef. Yearly Audits will 
be performed on all City computer software. Any.departmentwiio'.'can not yerify'-the licensing of any 
software used on a computer must remove the software within Sibusiness days-'or commit to pay for the 
addftional licensing and make payment within,60 days / _,d'-̂  '̂' 

''''If-y-y'tfi';,,,. ""t'+'j^t"!''*" 
NOTE: By Executive Order 13103, ^ny computer that is; found without fully licensed and legal 
software, that was purchased usin^ Federaligrant f u n d r " ' " ' ' " ' ' " — 
federal funding. ,..;i,^,_^ ''̂ .̂̂ .̂  "''̂ |̂ ,̂̂ ^ 
software, that was purchased us/ncr Federalidrant fundsl'can cause that agency to loose its current 

^ ' ' ^ i ' ' t , --ifl 111-* rail, iliiip 'Br, 

ro u I, v^Oitiir - . . i i . i i , 
= r ^ i ' t i - , - i^ l . iU , 

' - i i i L n . j t - . ••aini-ii.. 

••"i';i^; 
'^;:?i, j : : ! ^ : : : ! : ; ; : : : : : ; . , , . . 

,-i|i'p'ii'iiiii"i'(:., ^ ' A ,>&-•' "'•'•'*'" 
n' t.,.ii[ :.. i-l,,r|j-,|ii(i' 

' t oE! - -
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Departmenl of Information Technology 
Desktop & Liaison Support ~ Service Level Agreement 

DIT Commi tments August 2,2007 

D. DIT's Support of Specialized Software 
Background: There is desktop software used (beyond the "Core" software supplied for each desktop PC) 
that serves a variety of business requirements. In this Service Level Agreement, such software is 
Collectively termed "Specialized Desktop Software", and is supported by DIT on a contract basis. ShoreTel 
and Microsoft product software included in the standard or professional versions and inclusive of Visio and 
Microsoft project are not considered Specialized Software. 

A key component of standardization is that our specialized software stays at the;'same version level 
across the City to permit sharing of files plus consistency of training and support,"'How software 
upgrades are funded depends on when the software was acquired, Cv,̂ '"'' 

• If the Customer has obtained specialized desktop software applications through.a.'contract 
as part of a project, the department should include funding for futufe'i'upgradesia'nd 
maintenance, ""C'̂ 'niii'̂ 'iJ','" „„'i,,i,, 

• ' If the Customer has purchased licenses during the year and an upgrade is;,released that.'-Zr" 
DIT has deemed desirable to implement, the funding for that upgrade is ndiinc[uded-;i[n7'' 
DIT's fiscal budget, and must be funded by the deparlrrient. Note: with recently'purchased 
software, often the vendor provides a "free" upgrade windbwjujotherwlse, funding'wiS'Lild be 
required from the department, ..r;;-!,'f''̂ ''(i!'i "••'Bi:,,, ,,;;,•,, 

..xr"- % . "̂ E.,. '4f-
/::^"" "\p. '".;':,;;:;. ...£.tl' 

E. Asset Management ""'r'^l, ; |£- ' ' ' 'S j? ' ' ' 
, . . 1 . , ''l';l'fllil;,j ,i|!l1l'(l'll'' 

Background: DIT will provide detailed asse|;tracking'ofideslj'top-related equipment, software, sen/er, and 
network components. Benefits: ''i'l.'-ilCilu 'Mmi. 
* Provides information to augment the City's';ln'ventpry system 
* Tracks licensing information to.insure legality,, of'"City's desktop software 
* Calculates equipment countsj^formaintenaniie'liabilityi;. 
* Reference for Help Desk us i ^ ^ f .''••it^i':;,.., '''t"„ '''''fe'iv 
* Provides information ford(agnostic'use.''''''{'|;;;,-, "'•;:!;._ 
Commitment: DIT wfill-manage the City's"desktop assets by ... 
* providing barcode tags fora!||DIX-suppoi4ed,_equipment, 
* properly recording all-desklop^related hardwa software, and related equipment into the Asset 

Management system, y;^ ^̂ _f// •"'ni^^;" 
* monitb'ririgito'iensure tha't'th'e City is in compliance with all software licensing agreements for software 

purcjiased tti'fough DIT.'IJNI^^ 
il'ni'l . . ,,.. ' . J " | * 

F. "Help,pesk" Services,;.- ^̂  

Background: DIT maintajn's, as part of its Desktop Services Team, a Help Desk, staffed 8 hours per day, 
Monday - Friday:,;j'Supp6rt is via phone, email and Fax, 
Since the inceptioirbf the Help Desk, about 58% of the calls to the Help Desk are resolved over the 
phone. 

DIT's goal is to increase the percentage of calls that can be handled over the phone, because it results in 
better service from faster problem resolution, eliminates the DIT specialists travel time and expense, and 
is a more effective use of skilled resources. 

To that end, DIT has implementing a "remote control" software tool. This tool will allow an DIT Help Desk 
staff to remotely - across the network - view the PC user's screen and control the keyboard and mouse for 
the purpose of performing diagnosis and repair - reducing "fix" time and completely eliminating the need to 
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Department or Information Technology 
Desktop & Liaison Support — Service Level Agreement 

DIT Commi tments August 2.200? 

travel. It is expected that the Help Desk and user are in telephone communication during the time the PC 
is being controlled remotely. 

Note that there may be some PCs that, because of issues of privacy or sensitivity, may either be omitted 
from this program, or the user will be given the ability to enable or disable remote control. 

.,jv;Zi;.: 

r • ' •*" ' " 

••'V ;;"^, 

'i|;HlMi.. 

:.,. 'v:^/ 
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•'W 
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,i,",vi;t." 
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i.iriiqii, ' • ' , . • ( l i i l l f 

'li-'i^';, ..•ly'pniri^i'oiiii.,, miiipji 
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-•.f'*"J - , . . r r j r t . j u h i - r ',";,"'Fi! -m|p' 

. I t i i i i n n i T n i 
-•i.|i'fir,ii-a'.v,* a j v 

Desktop & Liaison Support SLA page 7 of 27 

ltem# 
Finance and Management Committee 

February 26, 2008 
Attachment D 



Depar tment of Information Technology 

Desktop & Liaison Support - Service Level Agreement 
DIT Commi tments August 2.2007 

Commitment _ . 

(F.1) Staffing 

Staffing levels for the Help Desk may vary during training or special quarterly meetings. 

PRIME SHIFT 
0900-1700, 

Monday -, Friday 
(except holidays) 

After-hours 

Phone Support Staff 
(anawors Help Doak line) 

Minimum 
3 staff 

None 

Field Support Staff 
(available foron.aite visits) 

5 specialists |i,Vm 

none 

Escalation (Senior) 
.Support Staff 

2 senior,)specialists 

ii.'|d-'ki'ii^Tii-.iivi ,.:i'..i). 

Supervisor list prbyided 

{F.2) Calls to the Help Desk 
•'.il' 

Each call to the Help Desk staff answering the Helpi,besk tine wiUlbe classifled.by-the DIT staff member, In 
consultation with the caller, according to the guidelines in the table Priority'Classifications below. Based 
on the assigned phority, DIT has establishediitargetsifor response times, listed'in the table Target 
Response Times below, ftfofe.- all after hourcall-back'iaricihvertime costs are the responsibility of 
the requesting department. 'l'^'''^^„„ 

• i ^ » a . 

••'iiiiiiiiii-'i!iti:riiis. 
•imciii., •./.hy.i.,. 

nli.iiill- •••ililiim.,. 

• - / -

tl^:, 
,„iiiii";i'!ii'ffii,,| 

• :™I , . ;RJ |F 

w 
m 

• • ^ a . 
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(F.3) Priority Classifications 

Classifying Help Desk calls by priohty sets expectation levels for the Customer on expected time of 
resolution (see Targe/ Response Times below) and assists DIT in effectively allocating resources. 

Classification Criteria 

Routine 

Urgent 

Critical 

• Problem does not affect caller's ability to perform duties, 
" There is a "workaround". ,.".i"„''"' 
• Caller classifies as "annoyance". ..|,v':',V" ,,.. 

..Vj,.,i, ., . . . I . 

'|'ii!!;ii„ .iiiiivi.' 

• Impedes ability of caller to perform duties, ' "V.',,',',;,,,,:;,'',',";''' 
• There is no "workaround". " " / ' u 
' There is a mandated deadlinei(e,g,, failure o fa PC'which is 

to be used in support of an election) '•":''':;v' -̂'̂  

• Entire wo rkg roup is•a"ffe'cted:i'„hi, '•'•'*';'',"•;•. •.r ' lV" 
• City staff membera''icJent(fied'asj',','essefitlar;are affected, 
- Prevents, or severely limits Public Safety staff.frpm 

performing duties'.'-, |„|.i';," '":,;;" 
• Affects personal safety {public'or employee), 
• Affects''a|City,,revenij'efgeneV^ activity, 
• Prevenlslemplbyee from'performing duties, 
• Resolutioh'iwiir'ifiv'olve 1^-2n, and 3"^ level DIT support, 

•||:M. 'ra.'l,F, ' ' { f r . . 

••H|;ii=iii-='i;ii'"Li„ ' l lHii. 

i-'i.i^ 
-ifjiij'-. 

(F.4) Target Response Times 
1 Htr.i, 

".•.." . I . , ! , ' 
The response times listedftjelow are for calls that cari'hbt be resolved by the Help Desk staff during the 
initial phone call. The times listed-depend^bn|.';shift", i.e., "prime shift" response times are faster than 
"non-prime". The response times^listed.are DIT's (arge(s. Although the times cannot be guaranteed, DIT 
measures response times'fo monitor co'mpliance with the target times. (See Measurements below), 

„irii',i-i'firi|j;,, ' vl"!' AVI'" "'"•" 
-"l-rni • ' I ' D r l m n C K i f t Attn 'F>fime Shift 

I'l',,'.'' ,0700 -1730, business days 
Tvi''i'!.. ..^!/X/!l.^'.9P.^.°"^}.M, On-site 
''-r!!::":.}:^^^^'"^^^P°f}^ * ° ' ^ ' ' Response 
Priority^' Custorner (if required) 

After-hours 
plus holidays and weekends 
Telephone 

Response to 
Customer 

On-site 
Response 

(if required) Priority 

Routine . 

Urgent 

Critical 

2 hours 

'^"'.'•./'ri'f'hDur 

15 minutes 

24 hours 

2 hours 

30 minutes 

next business day 

1 hour 

30 minutes 

next business day 

next business day, 
call out if necessary 

1 hour 

Routine 

Urgent 

Critical 
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(F.5) Measurements 

To ensure compliance with the tai-get response times, DIT will measure its response times and wil 
produce data comparing actual response times with the targets. 

{F.6) Escalation 
. • • • • » • • 

To help ensure that sufficient resources are addressing Critical and Urgent callSi«DIT will use this 
escalation procedure within the Department of Information Technology (DIT)r..;'r""* 

Call Priority Notification Subsequent Updates 

Critical 

Urgent 

Immediate for 
DIT Director and ,;i", 

Desktop Sen/ices Supervisor "'l*i 

.vC^'iHt'-i. 
Immediate for,,');'' •-̂ ";̂  

Help DeskTeam:Leader 

Desktop Services'Supervisor j ' ' 
notified if unresolved after, 6 hours '' 

'rn""-'.'. ••:>if('". 

•(.'mimi lii'tiiii 
.•ifr,|jii|ira>i 

occur every'hour -p;:" 

•;; occljf|i'evefy'2 hours 

'tii-''::i^.,, •••i^'lt, 
Note: Routine calls that are not resolved within five; bus in ess id ays will be escalated to the appropriate 

DIT Project Manager and/or Section SupervisprVv ' ' ' |-^ 

•"(|iliii 'i.- 'i!li.i |iii;i,, 'H!iii, i|li!(l(ii, 

(F.7) Handling of Service Calls ^'''rb<./''^:i:^:.••''':'••'. 
t l . l V ' iiii'i.ir,..,^!! 

„S-'V'-'.i - ' i 'h ' '"•'-"";''V 

"Protracted" If ajj-sigliificant" (see npte.below) PC problem is unable to be resolved after two (2) 
Service Time on-site caHs}bya.,Specia[ist:, 

• The DesktoplSeryices'team leader will be notified, 
• The;F^C,will'be replaced with a like unit, subject to Customer acceptance and 

,;.,y™[l'S ;̂lV. availability of a like unit, 
.•.'i. ' i ' i '. ' i '"' xii", 

•::!;:::. .,,iNote: "significant" means that the problem with the PC has a major impact on the 
''!'H",r '̂'̂ n'J '̂uVer's'ability'rlo perform job duties. 

Feedback to Follow/irig each service call visit to the customer's site, the DIT Specialist will leave 
,M,. 3ri„"!.'i!!y3s here" card, 
''i.7;^iwbrk-t'tiatwas done. 

Customer ^̂ , anj;i;was here" card, indicating the name of the Specialist, and a brief description of 

Feedback to DIT w'lll supply a response mechanism for customers to report on service quality via 
Information an email survey when a trouble ticket is completed. 

Services 

Customer's On-site service work will be performed on a Customer's PC in the CiJstomer's 
Absence during absence unless, when the call is logged by the Help Desk, the Customer notifies 

Service Work the Help Desk that his/her presence is required during service work. 
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G. Departmental Liaison Services 

Background: Departmental Liaisons provide coordination and leadership of projects involving the 
installation and/or movement of Technological equipment or systems. The Departmental Liaisons 
facilitate the establishment of technology goals for the user department, as well as processes to provide 
quality project management. Departmental Liaisons-may coordinate projects that involve multiple 
functions within DIT or that involve multiple City departments. They facilitate the project management 
coordination meetings for the user department .LFME"' 

,.«.,i ir i i i ' 
. i i r i i . i i i -

^ipTl'inH-

Provides a single point of contact for departmental projects. Coordinates thorough the appropriate DIT 
Supervisor, mulfiple functions within DIT as related to specific approved projects. Insures'ithat user 
department equipment inventories are created and updated, strategic department tecHKoiogy plans are 
created and departmental projects are coordinated. "ijl̂ ,,,,'.!',':;';;"' ,«'.-i™„ 

•"'.•ii.i'.i. I 1,'utiV-

Commitment: DIT will maintain a staff of "Departmental Liaisons ", Typical among;their activities are: 
• Receive project requests,. '̂"̂ 'H':,,,. ' '''".'.i'l.i.ii'.''.'' 
• Prepare a departmental strategic plan for customer sign-off, '''fjRfk ''^''p"' 
• Determine annual hardware/software needs. Coprdihatef|bfder with appropriate DIT Supervisor. 
• Ensure that issues related to security, servers, p!;-''h"etwork'access are-addressedand resolved in each 

project and coordinated with appropriate DIT„SiJpervisor. 'r,',;, '"z::!,.,.. ..;i:::i!V 
• Follow DIT's processes for all projects and services. 4'';;'' ''i^'p 
-• Schedule the project briefings, .ai.. ^'''^b.. ,m<^' ' • 
• Coordinate activities with Customer to ensure botH-DIT's'''and the Customer's responsibilities are being 

achieved, ' W ' ^ : . ' " | k . 
• Formally close projects with a "post-implementation" rep'drt!> 

,..i:niiilii{iiiuli!i)^|.. 
•••' • • " • • ! • » ' • * V ' 

In" 
H I . , . n . | i -n-. ;mirp:, . , y , f , j n 
i l i l ^ ,;ii|iiii>n,in-oi-™iMi.nHii \ M m l 

! " ' ! • ! ,,4pii.,i,i."nii»i, ' t i s i L 

™V.,' ..^!!!^jrs:T."'.f.':-iL. ''•^w. 

•'C^'' ':hi;;i„,„ 
'"% ''"*'?; 

'Wa. 
T 

•'•lulitll 

^•fc.. 

. # ' 
i l l - • 

:^l'^ri, 
'mill II. 

J 

'.-'Jill 

jl'll'.'... 

•'.If 11 ll j l . 

t^p' 

iil'i:i;iir 

,.jis mi l , 

. i i iV» i i - i i i | iT i . i ' i , i ^ . i ' . " 
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H. Install Team Services 

Background: As part of Ihe coordinating the best overall services for Departments, a Installation team 
has been created 

Commitment: DIT will maintain an "install Team", who will, with guidance from the Desktop Supervisor, 
install "standard" and "technical" PC's, software, and peripheral devices (e.g., printers, scanners). 

Install Team Activity Services ySZ"' 

Equipment preparaf ion Receive vendor-suppl ied equipment, unpack, jtest, load operating system, 
Core and/or Special ized software. VNIV.. ...Tl'-" 

•')li!i |,ii. .(ii ':lliii" 

Transportation and setup Transport new (or replacement) equipment to Customer's site, setupv'fand test 

of new equipment for proper functioning, '•'^•;'),;;. i,F.'ru"̂ '''' 

Equipment relocation 'Tear down" prior to relocation; "setijp",,foliowing relocafio'n''i'i',l?hysical 
transport of the equipment tO'^the "ne'w|^'^|location will not be done by the Install 
Team. For a detailed discuss ion; see Appendix C - Abou lEqu ipmen t 
Relocation on page 27.".£:'-'' '•'•T'"'; '^•^;-- ,-'4*"' 

I, 11 ..i.u.Fi - i i i t i i i i i . ' iMi ' 

Equipment asset Provide installation br.'relocationjhformation for'updating DlTs asset 
recording management system, '''"'""'ii.. . : ; :&' 

i i^i[-i.„,i,. ii,.,i|'i.i 

Tech-checks (technical Perfomi technical.assessments'iOf existing PCs prior to deployment of new or 
assessment ofa PC's replacement sys'tem's;'','Tech-cfie]c^^^^ include not only an assessment of a 

hardware and software) machines hardware;and'sbftware;'''bijt its access to network resources. 
'•.':,^,';.'-',:',i':::,'",v.„ "'•n'.i» ' ' • - ' . ' " • " • 

General troubleshooting Perforifi'd'iagnpstic and resoiutjbn acfivifies related to newly installed 
during installation equipmetit or'soMware'.'vNote: the "Help Desk" is the resource to be used for 

iimm,, installed equipment'-'.''.'.,'.,';,!. 
v - I m - . r , l „ H , i l . , I , , . . . , • . 

'•'tV' '''1^1^-,,, "S, . 

Note; The Install Team'does nof do^on-site traiiii'ing. The team's funcfion is limited to the installation and 
verification pf.the proper functioning of tiafdware and/or software. The Customer is encouraged to obtain 
hardware.'o'r.'software trainirTgjiDefore installation. Training on products' use is, in many cases, available 
from Citywide training. ' i ; ; ^ 

••|>""'i ..•r'l pivViuni ' " ( • K 

(See a\soEquiprrienff^elpcati6n^^^^^^^ page 17.) 

.-"lUilii' 

.•;;,'i'i-.K.ii.,i.Fi.;;' 
•'•'tej;;;'; •,•••:,:•', 
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I. Electronic Software Distribution 

Background: Electronic Software Distribufion (ESD) is a software tool that resides on a central server. 
Under authorized conditions. ESD allows updates to software installed on the PC to be transmitted to the 
PC over the network, obviating a visit by a technician. The update occurs automatically, taking from a few 
seconds.to occasionally a few minutes during the user's next "log on". 

The most frequent use of ESD has been to update anti-virus files on each PC, although ESD has been 
used to update the Microsoft Office Suite. Internet Explorer. ShoreTel Call Manager as well as the 
Windows operating system ,;::f"'" ^ 

-rfr' .'#• 
IMPORTANT: There are limitations to the use of ESD. ESD is not availablefor a PCiJfianv of the 
following applies: . "'''';;i!)i;:,i;'.£-'' ..J'.., 

•^qi|f? 
• the PC is not a part of the City's security domains, ,,4;, 
• the PC is not connected to the City's nelworit. '''''Ta-, 
• the PC's operating system is not Windows 2000 or higher ''•%;•, 

Commitment ,.;.'CT" "^ip. '••*.:.i'-.;„. .aU-

• DIT will use (whenever technically feasible) Electronic Software Dislributiqn''(ESD) to install software or 
apply maintenance to Core software oastandaiT^loMechnicai desktop Desktops whose operafing 
meets the current standards. tf..;',;-';.',.. •-','i',',';!,'.f.ivf'* 

•'V,' 

DIT will evaluate requests for installation ofnohrCpre applications to determine the feasibility of using 
ESD. Note that, for a variety of technical reasons'''not allspftware installations or upgrades will be 
suitable for ESD use. •i-;-̂ HB:Vii.. '•;';, '•'I,']');,),, '"'" 

' ^ F ^ ^ ^ % . . 

iw 

. i i 'H, .-tFiur-'i 
xirt"iro:Finii»t [FT* 

'•ii'liri:::;:'!::::^''" 

a,""''"'^'%',-

' - ••%r' i- : i i i , ; i , i f . . 
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J. Network Infrastructure (Equipment and Connections) 

Background: Network support of desktop PCs requires a well-designed network to connect servers, 
standard desktops, and peripherals (e.g. printers), with a variety of interconnecfion media. The design 
activifies required to provide a reliable, secure, functional network are listed below. 

Commitment: DIT will install and maintain network services to meet documented customer business 
requirements. Activities include ... „|,",̂ -' 

Install and maintain network infrastructure equipment, ,„|,;n;";"'' j„ 
Provide timely response to identified problems and support issues, 4'|'"j^ ,;i'.'rr"' 
Review priorities, problems, reports, scopes, and technical alternatives with,.CustpiTi'er representatives. 
Define, review, and communicate network project plans as appropriate, ''''"'r';-:;;!!̂ ;::"'' ,.,".;;;, 
Perform disaster recovery planning and support, '''!'•:;•.;•;,,, .,,:,''::''• 
Provide a description of services for: ; ; t . '"":Ii;,;'.. ,.f£r" 
• Availability for Critical Periods ""i.':„ld„ '̂ ,̂i'|t;i!'!''' 
• Availability for Normal Periods „i;,:„-';,"„i„, ''iTb.. '̂ '" 
• Availability for Peak Periods ...;d;r-^^^h:i., ''%-;• ,i';4f 
• Critical Dependencies ...:^s!" 
,• Priorities, .',?.:„•;.•' 
• Reliability Analysis ^̂^ " ' "^^^ .^^„ 
• Security ,̂ ;î ;̂û ^ • • % ' r f f F ' 

• Communicate scheduled outage times'for'changesancljmaintenance as mutually agreed with the 
customer, ''''|i', "''ESi. '''-iin.. 

• Develop, with Customer input, service leveimeasuremeht'a"hd reporting criteria. 
• ,;ri'?>.„., "'§:. ' '•^:\ 'V" 

Radio System: Only those itemsj,cpii'tairied in Ihe'ilisted'maintenance schedule of the radio system are 
maintained by DIT as a covered sei^i'ce!'tKbseJtems outside the schedule are the Police Mobile Data 
system, OES Video system. City Hall'video seryicesi'.'.yideo surveillance systems and systems maintained 
by KTOP. Repairs to syslerns not contaifiedjn the'maintenance schedule are on a time and materia) 
basis. Replacements bfequipment that is ldst,;Stolen, vandalized or misused are the responsibility of the 
user department. ';;6. '''̂ '̂ 'fc-.M... "•"•'̂ 'i'̂ 'iv 

ni 
i i i i i ,,lal^r(,|Hl,^ 

.iirii|ii|. 

TiilIiTp^i. 
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K. Server Services 

Background; A key part of the network is the file, print, and application services that reside on servers. 

• Commitment: DIT will install and maintain file, print, and application servers to meet customers' 
business requirements. 

Activities include ... ,,-,|',uT 
-I II. 

Install and maintain sen/er hardware and operating systems J:T."" ,,., 
Perform data recovery using City standard backup and recovery tools'arid procedures'-'" 
Provide timely response to identified problems and support issues. ' \1 .%: , .K,';.'.'".','' 
Review priorities, problems, reports, scopes, and technical alternatives wifh")'cysto'mer representatives. 
Monitor resource utilization; develop plans for increases in capacity as required:;:.,,, . , " : T ' 
Define, review, and communicate project plans and progress as mutually agreed-upon wlth'the 
customer. '"• : :"L. '"'•I'l'.'.tJtii'i'" 
Participate in disaster recovery planning and supporf,processes:'?N.^^ _ "1' 

Provide a description of services for; .."iliV'''''''!.]';!',',. ''̂ 'I'rk\. (i''i'lî i''' 
Availability for Critical Periods • ,,,,,£:r' "'|'-f', '"-"z}:: ';':'''!''"" 
Availability for Normal Periods ':!';;^!;'l, ,k;; "'••miuli^^' 
Availability for Peak Periods '"/'•'''•'•:• Ms r ' "'"'-'" 
Critical Dependencies ,|.',ffii','.'„ •'•,•,','.;;;,.,ii;i'.'.iw 
P r i o r i t i e s " jy^^^ ^^ .̂gr 
Reliability Analysis ".̂ '̂,', '"-'i';;;;,,. ''-ni;^ 
Security _̂  "irk ''"̂ '̂ î ^ '''^%-i 

• Communicate scheduled outage',fimes for changes'and mairitenance as mutually agreed upon with the 
customer. ""•™r'''w';i!!!ii.i. ^ ""%;;, '"^,h,.. 

• Develop service level measurement arid'ireporting criteria as mutually agreed upon with the customer, 

"%-U '"'"'"'''̂ '̂ ir'S' 
Server re placement:; Servers were previously furi'decl'by the Council on a 3 year replacement program. 
The 2007-09 budget does n'otfund.this replacement program. Cost for replacement servers and operating 
software is the responsitiijity of tti'eiuser^depart'ffient, DIT will continue to maintain these sen/ers but does 

•not warrant their performartce, ,.;i';;.;.'' ' -Ot f i , , 

Preventiye'Maihtenance fbrServers 

Serversirequire^penodJD^ To minimize customer downtime, DIT will develop a process by 
which a'seiver:"mairitenance wfridow" of (generally) after-hours time will be scheduled. The process will 
include fimely"advance notification for those affected. 

Note that, in many,case's'"'scheduled server maintenance "downfime" will affect either a limited number of 
City staff, or a limited "in urn ber of services. 
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L. Desktop Standards Team 

Background: The City's Desktop strategy to reduce the total cost of PC ownership comprises:: 
• Use of standard Desktops with a common operating system and desktop environment 
• Use of a standard set of applicafions (identical versions), acquired with (where possible) 

volume-discount City-wide software licenses 

Key Benefits: ,i;,S;'" 
• Standard hardware configurations reduce the costs of procurement, maintenance, and upgrades. 
• Standard software configurations facilitate exchange of data, reduces suppoH'costs and,increases 

support staffs skill levels. '(tlj"'! .i.i'ji';'/!''''" 
• Scheduled software upgrades eliminate having obsolete, unsupported vereions, , . £ y 

- m i 111 11(1 mill- , W -
->l.|irTI|-i|in j t l fU ' lJ ' 

Commitment: DIT will staff a "standing team" (Desktop Standards Team) whose;purpose is.:toyrhaintain 
(and extend, as business needs dictate) standards for desktoprrelated hardware and'softwareriiThe team 
will be comprised of members from DIT and from its customers.'ij'The team will address'|:'V--4''' 

•i;:L-ifii, >•" ' • • 
" 'Vr^li''' , ' • " ' ' ' 

• Developing policies and procedures on desktop-related'Standards"'r.ni ..j"!!'-
• Ensuring that standards are documented and comrfiunicated;i|; ''•""" "'"'"'" 

, :i-::;'('' • Monitoring and measuring standardization, documenting itsjtjenefits, n|,|.i,,)|,,|, 

M. Customer Participation 

DIT agrees to participate with its customers iri'ithe''cpnduct of fHis SLA in accordance with the items listed 
under Customer Commitments on;page 17. ';:;;;;. ''"d?t;.,. '%™ 

'(illillll... .,.|lfii!i ' ' 

_̂,̂ jpage ^̂̂^ 
'',iti.iiii. ' " i i i i . t i . , ''HiHii ''iiii;ii|ii|, 

-.iv.tiF". '-,Fi|Nii.ii., -iL.Li • " > ! ' ' • 
m u n , , " . i - p l ' i f . . ir.ini ••IP' 

•., i i-=i,, - . i i h i i . ra i , . „ - . . 

- r i . ' i '•";;'|','!;i "!-,•. 

I ' l iu . - • f . j , J i . | . r . . ' i?Tn-i., 

••• ' ' ; " ] - - . ' W r ' - ' " • • ' : n - | i i i l i ; r 

E " ..i...,̂ ,;.,F ' '5 i 
'.J.'l'.i'i .-,..'.'vi'i'F'l'V';i''-.'.W'lIli:. I,|i!l.|i 
' i i " i | i ffrV"!"!""'"' "^' ' ' I ' t i ' ]" ! 

'••.ilJljllnlfF,!- 3l..'im 

.FIJII;J;I-

'''''i'i|!"n'̂ '̂'̂ '̂'''' 
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Customer Commitments 

N. Team Membership 

Customers agree to identify a Department Representative to: 

• Participate in Desktop Standards Team. 
• to help establish priorities and schedules. 
• to assist in coordinafing installations and changes related to standard or technical PCs, projects or 

other technology matters within the department, ' ,,,;':;•?'' 
• to participate in evaluations and recommendafions about DIT services'/" 

••iiiiict.. . . ' W 

0. Acquisition Processes "'""!';'C",','":"I"''' ..'i'.̂ ''';';''" 

Customers agree to follow DIT's processes for the purchase and, installation of all Desktop Core software 
and not to purchase or install Core software on any City-standarddesktop PC. '"' '•''•"•" 

•.T',i,:t," 
•'•Vi'i''i',. V 

. „ , i B , ! „ , . | , „i„, 

p . S t a n d a r d s - - V - " "'^"i'^lv., •'••'.;•:•.. . , : , ' i l ' i ' ' 

. i;v.m,i. 

Customers agree to support changes to the desi(tbp'Standards.!|as recommencie'd by the Desktop 
Standards Team, 

I.Fl.F,M./|.|li, ' " l l l l ' i l l l ln 

.).i.,i\F'ii;i,.i„ 

Q. "Ownership" and Usage ",",',:, ''Co"̂ , 
'(Mill "••m 

.̂ 10 

Customers agree that PCs and'sbftware purchased tfi'rough Dlt'for use in the City of Oakland are the 
property of the City of Oakland, ahd'afe,'goyerned.',by Adifilriistrative Instructions governing their use. The 
department representative is responsiWe'tb"'iri_fqrm''Hi_s or her management of cases where the use of the 
City's PCs or software^ is. in violation of City poiicy:V;;;;'Jv^ 

-i.mWi'.iV,, •••'.'i«i«i, "X . i . t 
""" '•"••^. '1 • " " ! " , ' • I " - ' . •'• 

R. Equipment Relocation '' '••^i;-^;-;,,,. """̂ b-' 
" j n . ^ • (i.iv ' I ' Pi il|^il-rii 

Any relocationl'OfPC equipment'ibr peripherals will be coordinated by DIT's Departmental Liaisons and 
completed 'by tiie Install Team;,'{See also Install Team Services on page 12 and Appendix C - About 
Equipment Relocatipn,.on page}27 

In some'cases',°.DIT may'deternii'ne that software re-installafion is a more efficient relocation technique. In 
such case','''tHe Customer vyilj support DIT's recommendation. Customer agrees to make requests for 
equipment relocafion toJhe^'blT Help Desk - 238-2000 or helpdesk@oaklandnet,com, documenfing the 
asset(s) to be re located "li the "from" and "to" locations, and funding codes if applicable. The Customer's 
departmenl representative must approve the request. 
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Departmenl of Information Technology 

Desktop & Liaison Support - Service Level Agreement 
^ Customer Commi tments August 2,2007 

S. Software Installation via ESD 

Customer agrees lo ensure that workgroup members are allowing ESD (Electronic Software Distribufion) 
to properly function. This is particularly important with anti-virus update files (which constitute the most 
frequent use of ESD). since outdated anti-virus files can put both the user's PC as well as networked 
resources at risk. 

" 
T. Software Installation by non-DIT Staff ' ' '^ ' i ' '- ' 

Generally, all software installations are done by DIT. •."IV ..|,;*,i;'' 
•(])l!|lii. rl'IMllr 

In some cases, department representatives may be given authority by DIT to (nstaII,:'(o'r uninstall) software. 
In such a case, the software installed (or uninstalled) will be limited to (1) softwaî e.; origin ally assigned to 
the PC and/or (2) software formally requested through DIT, ^̂ ii;.̂ ^ ''''™'iV ,,',:•:':;'••''''' 

[Note: circumvenfing this requirement precludes DIT from being "ab[e to sustain its resp'orislbilities to the 
City to maintain accurate software asset informafion,] ,.,;-i;̂ f̂ §'i:;;j;f '"x^.... 

.1.1.1.1 

U. Inventory '̂v;:,!::,, ^ ^ " '^™^ 

; ; " • 

llilllil'ljl'.l' 

'(ClIlllC, .,f('!l"'' 

The Customers' department or workgrouprep,resentafives;agr'ee to participate in an annual inventory of all 
desktop-related hardware and software, •'''.t,'J,',"S',,,,. "••;!;ifik, 

' % i i ! ''"^Fir.'m " - A W X A . 
• ViiM ' • i | . : i ' . - . i l V.I. 

V. Hardware Maintenance „,:,;',',;,';";'i'i;i.. """', "'-.'liiji'̂ .. 

Customer agrees to adhere to the'terrTis''bf,'the.curi'ent hardware maintenance and not request service for 
items outside the contract unless additional fiJndihgjs.available. Customer agrees to cooperate with the 
hardware maintenance^and support DlT's-corrective'^actions, 

",",L':. ' " ; * f , t i , , ^TijHiiii 
'U J. * ' H I I A U I J I ^ ^ . '- |I I . ' II , 
•Wl. . T O . - i , - i u . . la.iiiii,, 
,,„.,M •..fuii i i. i l.t it. • i ; l ,H | i 

W. Support and Trainingj^^ U!t'f'"'-'''B',",',',',',,i,, 
...ii'niiii>]ii'i.., ''''^WiiT''' '"'•' 

CustomeP''agree"s to use the'l'DIT Help Desk to request services. This allows for the tracking of all.service 
reques'ts'and progress of openltickets. Departments should ufilize the sen/ices of Citywide training 
whenever possible'i'ah'd.'encourage staff to avail themselves of the technology training. 

X. Use of the Help Desgi!' 
.,]'i'f*i,i..ii.,iV',Vi;';;'i'." 

Customer agreesi'to'.use the 
document in "Help Desk" Services on page 6, 

.,]'i'f*i,i.-ii.,iV',Vi;'F';'i'." 

Customer agrees!'to''.use"the established Help Desk in accordance with the procedures described in this 
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Department of Information Technology 
Desktop & Liaison Support - Service Level Agreement 

_ Customer Commitments August 2.2007 

Y. Partnership with DIT 

Customer agrees to assist DIT in fulfilling its responsibilities under this SLA. Assistance can be of many 
types; typical activities include (but not limited to) assistance in: 

Projecting capacity growth in network and/or server usage 
Tesfing new software releases 
Testing backup and recovery processes 
Planning projects ,̂;£.'•'•' 
Managing projects ,1:".',"'.''"' 
Planning budgets .i'l'lt'''' ,;,t„i„.• 
Resolving support issues '%':.'U.. • ,& • " 
Reviewing technical alternative and proposals ' ''•'••;['̂ . ^ ,.,",';•;,"'"'' 
Providing onsite secure storage location for spare parts and units, ."'.'.Xw^C'' _.n'.";p. 

Z. Data Communications Infrastructure "1';}.- '''I'lVlhVi','' 
' ' - ' n - i ' ' , " • * ' * 

Customer agrees to assist DIT in its responsibil it ies to:rnaintairi,inetwdi"k',and server,,services. In particular, 
• Customers agree that DIT will per form all installation, ope.i'ationsViarid mai^ntenance to network 

infrastructure components (e.g., hubs, switches, routersI-.etc), recognizing that unauthorized 
changes to the such equipment can negatively affect local or Citywide.services. 

• Customers agree not to attempt to .operate orsen/i,ce;'such components. 
• Customers agree to support the specifications fb rda ta communicat ions equipment rooms as 

described in the DIT-published Te lecpmmumcat ionVstandards and Data room standards, 
• recognizing that facilities that do not nneet specificafibnslcan adversely affect reliability, 

performance, and cost. -•̂ v;,'.,„.. "'i'L "'•'•y'̂ ,';, '''"-•"" 
' i ' i;i:iiii."''ii«;Kii,. ';i'iii. • • l i k i i , 

AA. • Compu te r Room Secur i ty " " ' ' t r ™-''!r';"' '•'"] 

Customers agree to "T:-"'''''''-'':];-.;-;,, "•'ifi'y'iu., ' • 

• Submit for background checks- 'any and all employees needing access to any o f the City Computer 
rooms,and the specific^need. •""'•":-!-.•'• 

• Rrohibifnon-approveb|Staff from access to computer and/or data communicat ions equipment 
• ' fobms without prior approval from DIT and escorted by an approved representative. 

• iH'Prohibit the';u'se,of,datai,cpmmunications equipment rooms for uses such as an "office suppl ies" or 
'''•'•storage'l''rbom'''''T^'Vi, ']:̂ .p 

•••::::£x'" :-i':, "" 

Note: All server rooms in the City of Oakland are under the control o f the Department of 
Information Tschnolpgy; No storage or other uses of these rooms are allowed without express 
written permission'pf DIT.. 
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Depar tment of Information Technology 

Desktop & Liaison Support ~ Service Level Agreement 
L imi ta t ions and Exclus ions August 2,2007 

Limitations and Exclusions 

This secfion lists items which are .,, 
* outside the scope of this SLA, or 
* beyond the control of either DIT or its customers, or 
* possible inhibitors to one or more parts of this agreement. 

1. Unplanned Equipment or Projects: Any requests for unplanned equipmerit"b'r projects must be 
coordinated with DIT through your Departmental Liaison, DIT and Customers must mutually agree on 
proceeding with the Project and/or installation of unplanned equipmentivlf necessaryi'ltliey must also 
idenfify any planned work that will be delayed or cancelled to allow for tiie,;ynplanned work. 

2. The "install pace" (e.g. number of PCs per day that can be instatled) wil l depend upon available 
resources. Therefore, if an increased pace were important;,additional funds fof.'more staffiand/or 
overtime would be required, " " - ' • ! > ] - • '''''.';i',';i,,',','i',C'' 

3. The success of the Departmental Liaison role has.ledito.ihcrease'a'.'demand for project management 
services. The scope of responsibility of this DlX^iposition w'as;recentiy..iiicreasedito 
coordination of desktop-related infrastructure,projects, DIT has not yet'!determihed if the staffing 
levels are adequate to meet the increased scope. „"•:. '.•." " • . " , ' ' ' i ' ' , ' i ' " ' ' 

, . i . - - i L m - ..•iiiii.jii'i'' 

4. Factors beyond DIT's control in deployjhg'PCs are:.'>;,'0"'' 
• vendor delays In product shipment ';;̂ ;" 'v-v '"''''ijji;" 
• PCs that arrive at DIT "DOA" (i,e. non-?urictioning) '"-ffe, 
• Large numbers of equipment being deployed'('More than'3 per day) 
• Availability of vehicles to'.transport personnel ahd.equipment to site: 

5. The funding supporting this SLA'does'nbt'provi'de for evaluation and testing of new equipment 
and software. Experience has stiown.that making,a product selection decision based on ' 
vendor-provided sajes'infqrmation aricf'published'a'rticles do not guarantee that the product will 
funcfion properly iri'fhe City!s'e,nyironment:'.',,Note: some vendors (notably Microsoft) now have' 
"fee-based" beta testbrograms;"rather thah"""free evaluation downloads", 

'hi , # : '"'wj^i'^.. 
6. Some,'City,;dwned coriiputer hardware or software is not supported by DIT. and therefore, is not 

coyeî ed by this agreeme'nt"(Mac's, Gateway computers, web cams etc). Where there is limited 
support from DIT., the details., of the support can be detailed in other Service Level Agreements. 

- - • .L l ' i .,, „ ' l , i . . , ' , l | ' , ' , | ,M'. ' . . | . l „ , . (1 111(1 

'•"I'l'.'.ii.i, . . , . I I F ' I ^ . V - V V ' 'I'.'.'I.'FC '. ' I ' , ' ' ." ; 

7. Support levels for Specialized Software products vary. The level of support available for 
Specialized software products varies by extent of their use in the City, For example, more widely-used 
products such as Micmsoft Word or Excel will have a higher level of support when compared to less 
frequenfiy us'ed,:pr6cJucts such as Microsoft Project or Visio, Increased support levels for Specialized 
software productsis not covered in this SLA, 

B. Unplanned Cabling Activities 
Equipment relocation may require new or addifional network cable "drops". Minor changes that can be 
accomplished in 20 minutes or less may be included. All other cabling additions and changes, the 
Customer will have to fund any unplanned cabling costs. 
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Department of Information Technology 

Desktop & Liaison Support — Service Level Agreement 
Limitat ions and Exclus ions August 2,2007 

9, Unplanned Activities that Affect the Network or Servers 

New projects or activities that are not pre-planned and funded will need to be approved and a project 
plan developed. Funds to cover such activities will have to come from a source outside DIT. 

•""J^T.i 

ivC'.'i'.'.i""' 
I l i i i f f i 

' ' ' % ' , i i 

"M"I I" I 

III'; 
.<iiii.i 

. •|.|''.l(r'.'' 

.. iiiH'l. 

„i..riv...,,, ' % i 

!"• ' • M f l ' •..ll.C... ..fAlJllI 
"•• 4l.|l.> 1. | l . . „ l , , ' " t l ' 

•r.Miiii!.. jiujiijii!' 

. i4^!: i„ ••";^ji^,„^;;iH 

W-̂ ĥ . '''̂ 'tH' 
.nil, '.....K,, Jill;)'*, 

-<SiS. •'K'^I.K, ^ j ] ' -

' ' i i f i ' : , "iiinlbliMii:, ' ' i ; ! ! ; ! . ' ' i t i i ' s . 

i'lfeii.,, hi;- ' - ' ^ ' i . 
.i!iin.-nTn(,iiT,„ ••iifi.l.ii, 

.11., •.j4lifH.|.... ^|.Mli.|. 

,,. ' i .ii 'i.i, ' • ' - . ; \m\v 

Wi'ii '"ii'i",.''i"T"Nv"j;''ii'.'i,. '''••''"' 

^,;;ll|i;i 

:̂ .m.U, 
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Department of information Technology 

Desktop & Liaison Support - Service Level Agreement 
Cost Al locat ion and Budget Methodology August 2, 2007 

Project Cost Allocation 

Project Plans will be used to assist in tracking the costs of various portions of this component. All Projects 
will need funding allocated and in place prior to the commencement of work. 

Any Personal Services hours or Goods and Services funds that can be attributed to^a specific Project will 
be charged to the appropriate coded project number. ...j,';,";'" 

Replacement Equipment Budget 
•mwx 

,:;Ui''-

Departments are responsible for the budgefing of replacement equipment, Eacti';year,"'DIT will workr,with 
the department to identify equipment to be replace and coordinate the purchasirig'pf all technology''' 
equipment .".- "''p'"",- ..'.;'̂ ''"' 

.II--I.I-. .",.",',^, . I . ' " , . " , ' 

The budget for the replacement equipment will be based on City'siandard equipment, DlT-wil! work with 
the department to idenfify.any addifional funding sourcesi'pTh, ""M''');,,., ,;.,,, 

,„;;';;:;"•"''"r'K'W'i, ••i'ri'i,, ^ îVr;-
, „ „ „ „^ l -i,,;,«,i •i:,..~.p. ,.'.I,.y-

• ' I ' - ' l ' l ' • / " ! ' ! " ' 
- . I f i u . . . , . ,F1^ . .1 | |1 

.II-.I..IIF 
wr: 

. l . | . . -.111.1,, J i | j | , L.J. 

.'•'.'(fiFl ' iWlJl i , 
11. ^',..|i|i>, - I t k A 

•i[i|ii. .mmii. -'i-l'-M' 

'(11(11. ' t o l i j i l , , 
„'.,., •i.r.,[-,|„ 

,M,''',"'."""i; I, " , " i ' , " . "''..'•.*'•, 

'v:'.'l;''.',!.;';v.. '-'w "-'ii'l-V. 
•'•|iiiii:i„"'il'!llSlii., Mi.ii, ''i|i;lii 

l|>l|l|l||>: 

.,ii;tiiiiiiV[iiiil[[li!i. 

f 

•v::r;' 

"rtiiTi rf i i : i i i rrn'- ••nvt>'\ 
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Department of Information Technology 
Desktop & Liaison Support - Service Level Agreement 

Measurements August 2.2QQ7 

Measurements 

The following measurement will be used to monitor the conduct of this SLA, 

• Each desktop-related project and installation that occurs each quarter will be reported by Desktop 
supervisor, 

• Data gathered from the Help Desk software will be used to provide quarterly reports of equipment 
failure(s) of network components, e,g., DSL, , routers, and switches: ..̂ ;,'FV'"' 

A list of the equipment failure(s), . ; i . , ' ; ; \ ' " 
The total downtime andcustomers affected by each failure .,iVi''"' • .̂;-.,, 
Adherence to service objectives - was each of the following'̂ '̂ targets achieye'B. , 
Elapsed time between actual failure and response by DIT staffij',''',.,. .,i-,|i!'n'.'.''' 
Processes tracked quarterly: ' "vbx' ' ' ' „-;;,'('.'',"• 

Comment [ D l } : Defines the metrics 
end deliverables tliat will be tracked 
to determine the etlectiveness of this 
component. 

Installation Requests 
Networit Infrastructure Outages 
Telephone services 
Project Work Requests 
Server Incidents 
Number of Service requests 

'iii(i">.. 

•'l:IH);!i:, ,.)fl|(ii' • 

I. niFiii.i, '•iai^t,, 

'Ulfli ' " « ( • , '• ' 

' - • • 1 4 : 

:i;,';iTi'iT" 

„|W'JiH|K|llin!,„ 

'•.••1 -'inTi1«-n;.. ^ 

Hill.. ' - . l t j i | . |^ , . 
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Department of Information Technology 
Desktop & Liaison Support ~ Service Level Agreement 

Measurements Augus[2.2007 

Breakdown of Goods and Services Costs 

Breakdown of Human Resources 

Escalation Supervisors 

Desktop Specialists 

Help Desk 

Telephone Services 

Network Support Staff 

Server Support Staff 

TOTAL 

FTE Positions 

3.0 

11,0 

, 3.0 

5,0 

• 2,0 

4,0 

28.0 ..S(i 
.11̂ 01 ui|. 

„ • ' : : 

af:i. 
-hi;-, 

•£>, 
•r' 

li:. 

! • ] " !•! 

; | i ' i i i . 

' • ; 

„. ,' i. 1,'. 

;"." 
.,;i',i;;,. 

, . i ; . .v ' 

;,',,','j.'^.i' ^ 

'"^'•^h. .A 
i • i 

,„r,|;':. 
.±V.'" 

DIT Supervisor List 
;„t±!'' 

Name 
Bob Glaze 
Esther Frazier 
Damaris Sambajon 
Chuck Harlins 
Terry Allen 
Ken Gordon ..li.n,. 
Ahsan Baiq ••.'.',?;.•' 
Jane Postiqlione V-'--' 
Ifeoma Olike "i 
Sam Thomas--
Che rely n'^Gafciaf'' 
Abdullah-'Ahmed-Falol 

Section '.i,i|,i;î nirr„ 
Director :'"'i'n.„ '"''iM.';'i-.i, 
Administration '''ntii. ''''-'n't, 
Help', Desk'';,,. •".',',',1'.. \ 
Desktop'Suppbrti •'"-.'.. 
Network'Services •f;'.";';Fii,. "I'V.. 
Applicafions'and Databases 
'.Department Liaisons 
TelecbmmunJcafibris, 

,:lnternet/lntranet 
'I'GIS-r;^!'- "-̂ A'-V-" 
Radio Sen/ices 
Public Safety Support 

'iOffice Phone 
238^2930 
238-2:i86 

•,'i238-6545 
'236-6534 
238-6458 
238-2023 
238-3010 
238-2996 
238-7980 
238-6741 
615-5776 
238-2024 

Cell 
612-1212 
530-9781 
207-9737 
701-6218 
589-4306 
541-2856 
604-2724 
708-7269 
508-9459. 
701-0141 
219-4921 
708-7423 

"wiiV 

3;;;3'J'"'" 
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Department of Information Technology 

D e s k t o p & L i a i s o n S u p p o r t ~ S e r v i c e L e v e l A g r e e m e n t 

Appendix A - Software and Suppor t Summary August 2, 2007 

Appendix A - Software and Support Summary 

Core Desktop Software 

Microsoft Windows 2000 and higher 
Attachmale Extra Personal Client 
Microsoft Office including Outlook 
Norton Antivirus 
Adobe Acrotjat Reader 
Microsoft Internet Explorer 

S p e c i a l i z e d D e s k t o p S o f t w a r e 

• Adobe Acrobat Pro 

• Microsoft Project - Project Management software 

• Microsoft Visio - flowchart/diagram software 
• V^nzip - decoding and compression software 

,ii:ii.»''., . i . 

•^^^L . ; 4 ^ ' 
"•"?,'••"'; • ' "?, ' ; , ' "" 

•nin 'Tnir i r r rT' 

' S t a n d a r d " a n d " T e c h n i c a l " D e s k t o p s •'^U.T' 

Standard PC (Desktop) 

Used by the majority of City staff. 

See: DIT Intranet page fo r current 

s tandards 

• ni l ' i 1- l i ' l ' l i ' 'v-|''rr.ii . i \ : . 

Capable 9f;runTiing "Core",;Software';;;;',''-^, „',',t;t;T 

Connected.tb City's network, "•l'i"'i^,.,KuS^'' 

May rJn'ohe or more "Specialized" software'prog rams. 

Is not u5ed:toioperateiai!!process", i,e,, is riot a "Control PC" 

.;MX;, -"\;± '.ri'f' 

Technical PC (Desktop) 

Same capabilities as "Stahcfard", plus one or more of 
Used in unique situations where identified _ , '• :;J;,-,',-, 

,. »L.;ui, ' Faster processor, T,'.. 
(documented) business needs sliowtheiiiiiiii,, . , • ' > K » . . V 
^ ' -i„,.,u,;„i.i„,,, More memory (RAM) 

"Standard" PC to be insufficient (e,g„ for.a^'-''!iii«liiJh, , „ „ ^ ''ij-iL, H V . J ' ' , ; ' ' / ! 
^ ' 1 • • (ilLarger hard dnve •ii'Hi' 

computer-aided-design application), "''.i,'','/'*. ''''r;'ii(~r un""'-"' 
n . . . 1 . ^ . * 'IJJ1I*I ras ter i i /u ,,h i 
See: DIT In t ranet page for current "i jVi „ "'•V.y.,,::..',... 

Standards'F''>'-"i'ii.,-., "•^••^U "'•'."I'.'.i-

..|lT|iUiJ:r!it,v 

7;;!. 

T l ' . ' : . "'•''ii ' i.Ui'"'.,i.. ''.'[i,„."-H 

" i : . ' . ' . . , .liifTH'i:.,,,^.. '•'"••' 

• f ^ ' M ' ^ ' 
•ililfllfJ' 
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in7r.u".ni|„ ••H-k'i 

" '"• ' '™, '•"iii 
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DEPARTMENTOF 
INFORMATION TECHNOLOGY 

INFORMATION * TECHNOLOGY 

OAKLAND 
MISSION STATEMENT 

The Department of Information Technology is committed to 
providing the timely delivery of strategic, responsive, cost-effective 

technology solutions and quality services to meet the 
goals defined by the Mayor, City Council and Oakland's 

citizens. We are dedicated to maintaining the highest standards 
of excellence in our technical skills by providing total quality 

workmanship and expertise; by understanding the needs ofthe 
customer to facilitate the accomplishment of common 

objectives: and by always treating customers and staff with 
respect and dignity. 
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Goals 

CONSOLIDATING SERVICES 

COORDINATED SERVICE DELIVERY 

MAXIMIZING RESOURCES 

COORDINATION WITH AGENCY/DEPARTMENT 
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Results 

•Centralized help desk-238-2000; helpdesk@oaklandnet.Com 

•Standardized service delivery with specific goals and measures (50 % of all trouble 
calls resolved in 48 hours) 

•Standardized licensing and shared licensing between departments ( Content 
management, Microsoft, Oracle, Citywatch) 

•Standardized equipment, tracking and ordering; online ordering 

•Consolidated service delivery and aligned staff with expertise 
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Results 

•Providing greater advancement opportunities through standardized training, cross 
training and advancement opportunities. 

•Align positions with technology needs. Constant re-evaluation of positions and 
needs. 

•Implementation ofthe existing technology projects have continued, with addition of 
staffing coordination 

•Technology liaisons have assigned to coordinate departmental needs and projects. 

•Centralized project submission, planning and coordination have been established 
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Challenges 

'Technology Resources 

'Technology obsolescence - Software, servers 5 years, 

Desktops 4 years 

'Increased maintenance costs, Internal and external 

'Technology Training, $1,000 - $2,000 per employee minimum 

'Needs for programming to implement existing data. 

'Data Security. 

'Increase in technology projects and coordination. 
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Sunnmary 

The consolidation has centralize the capabilities, organizational 
structure and management processes of information technology to 
ensure productivity and efficiency. 

The original 2 year goals have been implemented and providing positive 
results as outlined in the report attachments. 

The Information Technology Department will continue to coordinate the 
information technology needs of all City departments and identify 
opportunities to operate in the most beneficial and cost-effective 
manner. 

We hope that these reports have been informative and will provide 
Council with the information needed to identify challenges and 
efficiencies while identifying the total cost of providing Technology 
services. 
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