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TO: Office of the 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 of the City’s Information Technology services. As part of the
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 of the consolidated department.

Contained in this report are statistics showing the response times to each department, project
updates and examples of the 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 of the Department’s programs and projects.
The information provides insight on current technology environment 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:

e DIT Accomplishments 2007 and 2008 Goals (Attachment A)
Outlines the accomplishments of the 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 ; July —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 1s 50% |
trouble resolution via telephone or internet support). DIT exceeded their goal in all
but two departments.

e DIT Project Status Report; January 2008 (Attachment C)

Listed are all of the 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 of the commitments made to other departments as 1o the
services provided and the user department’s commitments to standards and
procedures.

e 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.

Environmental:

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 2067. 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 refurbishment, 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 of the Department’s goals for 2008. In addition, the redesign of the
www.oaklandnet.com site and the integration of Clty 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,

(B e

Bob Gilaze, Director
Department of Information Technology

APPROVED AND FORWARDED TO THE
FINANCE AND MANAGEMENT COMMITTEE:

Qord Lorey

Office of the City Admﬂdistritor ~

———
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Department of Information Technology 2007-2008
2007 Accomplishments and 2008 Goals

%

Department Head: Bob Glaze

|Mission Statement: ‘
The Department of Information Technology is committed to providing the timely delivery of strategic, .

responsive, cost-effective technology solutions and quahty 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.

12007 Program Name: Program Description: Partners: Budget: Numbers Served:
Internal Personnel Deployment and making enhancements to (Oakland OPD/DIT - OPD Internal staff]
|Assessment System. : Internal Personnel Assessment System.  |Police, City Baseline
' Mandated by court order, a requirement of |[Administrator, .| -
the Riders’' Negotiated Settlement City Attorney

|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
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Paper Publication

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.

Qakland Police

N/A

N/A

In Car Video Management
System (ICVMS)

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.

City
Administrator,
Oakland Police

$1.6M OPD .

GRANT and
CiP

OPD Internal staff]

ltem #

Finance and Management Committee

March 11, 2008
Attachment A
Page 2



TeleStaff

.| 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 of the system, Phone, Web,
Client/Server, and Database are up and
running for 1100 personnel.

- |Oakland Police

$325K OPD
GRANT

OPD Internal staff

Laptops

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

Qakland Police

$2M OPD
GRANT

OPD Internal staff]

License Plate Recogr_litioh

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
Graphicatl Interface System) a patrol-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.

L ' d

Mayor's Office,
Oakland Police

OPD Baséline

OPD Internal staff]
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Shotspotter

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
Qakland 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.

Mayor's Office,
Oakland Police

OPD GRANT|

OPD Interna) staff]

CrimeWatch

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 of the staff's work load, is
a great benefit to the community outreach
as well as staff productivity.

Mayor's Office,
Oakland Police

$45K- DIT
Baseline
savings

‘Entire Oakland
Community
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CityWatch

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 Pdlice,
Fire, Office of Emergency, and
Neighborhood Services. The old legacy
application was hardly utilized and was
running on a desktop workstation with
some dial-up circuits attached to it

WIFi Hotspots

‘The new enterprise alerting and paging  |{Qakiand

Police, City
Administrator,
Qakland Fire

$45K- DIT
Baseline
savings

Enitre Oakland
Community

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
applications.

Mayor's Office,
Oakland
Police,
Oakland Fire

$38K OPD
GRANT

~Police and Fire

Agenda Reporting

Completed the Granicus/Legistar
integration.

City Clerk

Baseline

Entire Oakland
Community|

State Video Franchise

Passage of the State Video Franchise
Ordinance. ' :

|City Attorney

Baseline

Entire Oakland
Community

New RadiolP Server

The new middieware application server
was deployed for public safety
applications. The new middleware client
provides end-to-end encryption and
tunneling for police and fire mobile

applications.

Qakiand Fire

$25K

Fire
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Web Content Management

Completed project ptan 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.

CEDA

CIP Project Entire Oakland
: Community

Permit & Code Enforcement
Tracking System (PCETS)

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 lll (Code
Enforcement) of PCETS project

CEDA

CIP Project Entire Oakiand
Community

Electronic Document
Management System
(EDMS) '

‘{Managed the day-to-day operation of
Electronic Document Management System |

(EDMS). Over 100,000 documents were
scanned, index and verified

CEDA

CIP Project CEDA

GIS Parcel

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.

PWA

Baseline ‘ Enitre Qakland
Community,

Business Tax

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

Treasury

Baseline Finance Internal Staff

]
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Completed contract negotiations for new

Treasury -

Point of Sales Baseline Entire Oakland
Point-of-Sale project for Treasury Division. Community
Implemented POS project in several City
departments inciuding
CrimeView Web This application allows Police personnel to |Police, IT 25K DIT Cost Police Staff]
accomplish detailed mapping and reporting : savings
for Crime Incident data, Arrest records and
Calls for Service records. -
CrimeWatch Subscription Public, Police, Baselinel| Qakland Citizens{ 600
Service Online application that allows the public o (DIT _subscriptions)
sign up for a subscription service that
provides automated email alerts of recent
crime activity for a desired area of interest
Upgrade Oracle Data Base |Migrated the Citywide Enterprise G1S DIT Baseline City Departments
Version to 10G - oracle database from previous version to '
Oracle's 10G version |
Facilities Locator This application should be used for DIT, Public Baseline 20 staff]
' : navigating where there are City facilities: Works '
and displaying information related to the
facilities.
Neighborhood Services This application allows you to locate Police |DIT, City Baseline 35 staff]

Coordinator Police Beat
Locator

Beats by either searching for a specific
Police Beat or by finding the Beat by

Administrator

address

IR
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Sidewalk Inventory Project  |Worked with PWA to provide technical . |DIT, Public $1.2 million City Staff]
- lead on the PWA sidewalk inventory Works CIP
project for data coliection, cataloging and
storing
Monument and Sewer Provides a light EDMS interface for CEDA [DIT, Public Baseline 120 sta
Application and PWA to guery and view their scanned |Works
sewer and monument maps through a web
viewer. ' ‘
Parcel and Building Allows you to simply search for parcels, DIT, CEDA Baseline 120 staff]
Characteristics owner information, and building :
characteristics of properties.
City Wide Liens |Automated the transfer of Mandatory DIT, FMA, Baseline Revenue Division
Garbage invoices to Collections CEDA '
Leona Quarry GIS Maps Created processing for new assessment DIT, FIRE, Baseline Fire Dept, CEDA
: district - Leona Quarry Geologic Hazard  |CEDA

Abatement District
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Oracle Enterprise Business
Suite (EBS) of Applications
Upgrade -

implementation of other 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 maintenance updates. The upgrade
also ensures that the software continues to
perform reliably for the City and permit the

solutions for automation of procurement,

DIT

Baseline|

4900 City Employees

budgeting, and grants accounting.

600 City Employees

Time and Labor Self Service |DIT Continues to support the HR/Payroll  |DIT, OCA, Baseline
' Departments rollout of Timecard entry Seif{CAQ, MAYOR,
Service capabilities for the Public Works  |[COUNCIL,
Agency, City Hall Administration, and City [PWA'
Attorney’s Office. ‘
Accounts Payable Check DIT implemented accaounts payable check |DIT, FMA Baseline FMA Staff

Processing

(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
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Enterprise Reporting and
Distribution (ERD})-

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.

DIT, FMA

Baseline

FMA Staff

-
2008 ProposedProgram :

Program Description:

Partners:

Budget:

Numbers Served:

Procurement Contracts
(Procure-To-Pay Project)

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.

Dept of C&P,
FMA

$400K CIP

All agencies and
departments city wide

Constituent tracking Software

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.

Mayor's Office

150k
{proposed)
$30k in
Maintenance

Entire Oakland
Community

Public Sector Budgeting implement Oracle's Public Sector Budget Dept TBD All City agencies and
(PSB) .|Budgeting apptication for the Budget departments
Department as a replacement for the
existing BRASS budget application.
DOJ Grant for Radio Developed the Regional Interoperability ~ |Oakland Police $1.5M Police and Fire

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 funding.
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Oracle Su-pport (Help Desk)
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.

DIT

Baseline

All City agencies and
departments|

Business Tax

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

Finance

Baseline|.

Finance Internal Staff]

\

Payfoll Mass Change

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
downioading the salary details of the City's

salaried employees, making updates to the| -

rates, and uploading them back to the
Oracle application

FMA

$75K

Payroll Processing Staff]

Broadband Wireless Network
Assessment

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. '

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

$150K

All City agencies and
departments, and
citizens of Oakland

Infrastructure Work
Management System

Council approval for Infrastructure Work
Management System including some AVL

PWA'

$1.2M PWA
Funds

PWA Internal Staff
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CORE

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

"IDIT, Fire

Baseline

Oakland Community|

UPGRADE PRODUCTION
SERVER

Replace existing Production Server and
create new Test Area for GIS

DIT

TBD

DIT GIS Staff

Development '

SIDEWALK INVENTORY
GIS DATA VIEWER

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

DIT, Public
Works

Baseline

120 staff]

GIS /Reprographics
Integration

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

DIT

Baseline

DIT Reprographics Staff|

|SPECIAL ASSESSMENTS
AND CITYWIDE LIENS

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

FMA Revenue
Div. , CEDA,
and PWA

Baseline

FMA, CEDA and PWA
staff]

FIREHOUSE MAPS

Replacement of Current City Maps in the
Firehouses :

OPDFire

Baseline

All Fire Stations
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Technology Refresh

Upgrade the existing and aging Oracle

All City $75K/month All City agencies and
server hardware and systems technology |agencies and over 5 years departments
to accomplish building the infrastructure  departments
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.
OVERHAUL/REVAMP OF Working with Marketing Div, City IT, All City TBD Ali City agencies and
CITY INTERNET/INTRANET |Administrator's Office and eventually all  |Agencies, City departments
the city agencies to revamp their council,
webpages. This includes installation of Mayor's Office, |
Oracle content management system, ETC
setting up firewalls and aquring servers.
CREATE NEW Changing most applications on the web I'T, All city Baseline All City agencies and
APPLICATIONS (internet/ intranet) to use the same Agencies departments
- programming language e.g. city Directory, '
Speaker Card, job classification, Al's, etc.

{ORACLE DISCOVERER . DIT, Finance, Baseline All City agencies and
Continue work with different city agencies |Budget, and departments
that need reports from the Oracle - |progress to all
Finiancial database(E-Business Suite) to other agencies
have the capability of running their own
report using the Discoverer tool. Also train
users on how to use the tool.
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Eastmont Network/VOIP

This project will enabie us to support the -
city standard of Voice Over Internet
Protoco! (VOIP). 1t will permit us to
continue our roll out of this leading edge
technology at the eastmont location.

OiT, PO

Baseline

1350 Palice oficers

Library Public WiFi

This will enable the citizens of Oakland to
use their private laptops to surf the public
internet in 2 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, OPL

$10,000 from City—wide
Library fund
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Park and Recreation wide
area network connectivity

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.

DIT, OPR

Baseline

6 Recreation Sites

|Radio Rebanding Project

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

DIT, PWA,
OPD, OFD

$14,000,000 -

from Sprint
Nextel

Settlement
Agreement

Al City agencies and
departments

Radio Systems
Interoperability

To address federal wireless

‘lcommunications interoperability by

fostering intergovernmental_ cooperation '
and identifying and leveraging common
synergies ' '

OFD, DIT,
OPD

8D

All City agencies and
departments

Call Accounting

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

All City
Agencies and
Departments

$10,000 TBD

All City agencies and
departments
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Department of Information Technology
Trouble Ticket Resolution Report
July - December 2007

Tickets resolved Percentage resolved within
DEPARTMENT/AGENCY Total Tickets within 24 hours 24 hours
Contract and Procurement 14 11 79%
City Clerk 44 - 30 : 68%
City Auditor 74 ‘ 38 51%
Finance & Management 1309 759 58%
Library Services 538 334 62%
Mayor : 105 70 67%
Parks & Recreation . 341 199 58%
City Administrator 211 | 130 . 62%
Information Technology 485 247 ' 51%
Public Works 1272 1054 83%
Human Services 765 ' 378 49%
Cultural Arts & Marketing 21 il 52%
City Council 186 116 62%
City Attorney ' 32 22 69%
Fire Services 8§19 584 . 71%
Police Services 2229 1069 : 48%
CEDA 646 329 51%
Personnel ‘ \ 138 73 53%
Museum 85| 48 56%
[tem:

Finance & Management Committee
' - March 11, 2008
Attachment B



‘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.

. . RN - LT : S o N S Projected” ] - . ~ Numbers™ | S e T
‘No. Project Name “z'. "Project Description . - - - :\--Partners | Start Date } -End'Date-:| ~ Budget =} . Served = |’ Status.: = © ¢
1|Procurement Contracts implement Oracle's Procurement Contracts & 6/25/2007] 6/30/2008 $400K|All City agencies |PLANNING - Functional
(Procure-To-Pay Project) |Contracts and other applications (i.e. Purchasing, CIP|and departments |and Design training
Oracle's Sourcing, Supplier, Internet Finance and all City workshop in progress.
Procurement, Bl Publisher, and Bl Suppliers System setup in
Discoverer) to establish a full life cycle ' progress.
procurement and contract management
and payment solution for the Department
of Contracting and Purchasing.
2| Constituent tracking Installation of a 3-1-1 type tracking system [Mayor's Office TBD TBD $100K|Entire Oakiand '[INITIATION - Developing
Software for the Oaklander's Assistance Cenler. $50K(TBD)| Community requirernents and
This will track citizen inquiries and CIP Council Report.
complaints and aid staff in serving the
Oakland Community.
3{Overhaul of Working with Marketing Div, City City 7/1/2007] 9/30/2008 TBD|All City agencies |PLANNING - Developing

Oaklandnet.com, and

Administrator's Office and eventually all

Administrator

and depariments

content management

QOaknetnews Portal the city agencies to revamp their and Oakland’ requirements for all
WebPages. This includes installation of citizens agencies.
Oracle content management system,
setting up firewalls and acquiring servers.
ltem#
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T o o N e oLt e o it - el oo Projected I o— - [ Nembers T - -
‘NG.:}» -~ Project Name" - - -| . --. - ProjectDescription. . '~ |-.Partnérs " | StartDate | "End.Date | “:Budget; |- -Served - ' | "*.. Status: - .3’
4}Internal Personnel Deployment and making enhancements to | City 5/15/2006; On-going TBD|OPD Internal EXECUTION - On-gaing
Assessment System Internal Personnel Assessment System.  |Administrator, staff maintenance and
(i-PAS) Mandated by court order, a requirement of | City Attorney, enhancements.
the Riders’ Negotiated Settlement Police
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;
Manitoring officer activity and behavior.
5| TeleStaff The TeleStaff is an innovative, constant  |Police 6/30/2006] 6/30/2008 $325K]|OPD Internal EXECUTION -
staffing, overtime management and GRANT|staff Communications
notification software program. 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.
6| TeleStaff/Personnel TeleStafffPDB/Oracle interface will be Police TBD TBD TBD|OPD Internal PROPOSED - In process
Database (PDB)/Oracle  |developed to share the OPD Personnel Staff of establishing project

Integration

data with the TeleStaff application.

start and end dates.
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o e I R ¥ R I 17 T Projected|-- . - .7 . Numbers T
No.l* . ProjectName- .~ |.- ... .’'PrdjectDéscription -~ --|- Partners --| Start Date |.'Erid Date | : Budget "| = Served .. Status
7|In-CAR Video Install In-Car Video Camera system in 101 |City 4/30/2007| 6/30/2008 $1.6M|OPD Internal - |EXECUTION -
Management System OPD cars, instzall a Video Archive Storage |Administrator, GRANT|staff Hardware/Software
{(ICVMS) Area Network (SAN), install new ICVMS  |Police installation is in
network, 3 Remote Video uploading sites, pregress. Currently the
and backhaul 4 9GHz network. Digital Video Recorders
(DVR) and Cameras are
installed in 69
PatrolfSAC cars. Only
one uploading site (PAB)
is connected to the main
(911) server site.
Training and Final
testing is pending. Roll
out will occur with the
new Dell laptops.
8(Personnel Information The hardware and software components of|City 12/15/2005 TBD $325K|OPD Internat EXECUTION - Due to
|Management System this system will provide OPD with a Administrator, GRANT|staff various changes in the
(EVALIS Software) computerized relational database required |City Attorney, OPD personnel, project
by the Negotiated Settlement Agreement |Police requirements, and
(NSA). The entire solution is provided by EVALIS versions we are
Motorola. in the process of revising
the project timeline.
9]EVALISA-PAS Integration |EVALIS/A-PAS Integration will be Police TBD, TBD TBDJOPD Internal PROPOSED - In process
developed to share the Negotiated Staff of establishing project
Settlement Agreement (NSA) dimensions start and end dates.
data between the two applications.
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DOJ Network Upgrade

to-end encryption and tunneling for police
and fire applications.

. ST T SO T st | Projectedt T 0 - Numbers .. | = . .t
No.’ .Proje¢tName ' |- - % :Project Description’ . |- Partners ‘| Start.Date | End-Date| "Budget .| . ~Served.: [.: . .Status.. ;.
10|On-Line Crime Reporling |The system is designed to gather Police 8/3/2008 4/30/2008 $50K]Entire Oakland |EXECUTION - System is
for Citizens information on crimes from general public ' GRANT|Community operational. Pending
: (citizen) via secure connection. The Police policies and
application will issue.a temporary report procedures.
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.

-11}Legacy Records Convert the Legacy data into a SQL Police 4/10/2007] 4/30/2008 $15K]OPD Internal EXECUTION - First
Management System database queriable by a variety of fields, OPD| Staff Phase of conversion is
(RMS) Data Conversion |such as name, location of crime, type of completed. End Users

crime (statute or UCR category), etc. testing the data.

.12|Upgrade existing RF Data |RF Data Radio system upgrade and Data {Police TBD TBD $1.3M|Palice INITIATION - In process
Radio Network to a High- |Sharing with other Regional PDs. Replace GRANT/CIP of establishing project
Speed System for Police  [the existing RF DataTac system with the start and end dates.
and Fire High Performance Data (HPD) solution. . '

13 The new Microwave solution provides end-|Police 12/15/2007| 9/12/2008 - TBD|Police EXECUTION -

Evaluating various
solutions
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Administration Building
(PAB} to Eastmont

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.

- A Ce BT T e = oo | Frojecteay - - - 1 | .. Numbers ST LT .
No.|-= ' Project Namie”~. " ‘Project.Description.. .. . | Partners 7| Start Date | End Date’ {* Budget |~ Served ., [-.©.  TStatus .. -’
14l Infrastructure Work improve day-to-day operations of PWA ,CEDA TBD TBD $1.2M|Entire Oakiand [PLANNING - In process
Management System maintaining the City's infrastructure. DCSD- CIP|Community of final contract

Provide better information to field crews for| negotiations. Contract
performing their jobs, allow supervisors to will be ready for
better plan work loads based on available signature in couple of
resources, provide management with weeks.
better and faster tools to calculate
performance 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.

15|Laptops Based on the OPD Chief initiative for Police 6/30/2007] 6/30/2008) $2M|OPD Internal EXECUTION -
upgrading the Mobile Technology and GRANT|staff Installation and
platforms, Dell laptops are evaluated and configuration is in
selected by the City. Currently, we are . progress.
working with Dell in procuring, configuring,
installing and integrating 400+ laptops for
all the Patrol Officers and OPD command
staff in the patrol vehicles.

16/0PD Staff Move - Police |OPD staff will be moving to the Eastmont |Police 12/15/2007| 1/31/2008 Baseline]OPD Internal CLOSING - Project on
Precinct after the first of the year. As such, : staff schedule
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Emergency Operations
Center (EQC)

EOC Data Center. There are 9 servers
identified as production servers that are

- |mission critical to CEDA EDMS project.

Internal Staff

e - L F - - - TR RS T 2
No: | -, “Project Name~_ L |~ 3 Pro_;ect Descnpt.-om i, oo\ e.Partnérs ;| Start Date ) *End:Date- | - 15 " \Status B
17|OPD Staff Mave - Family |We need phone lines and computers Police 1/15/2008( 2/29/2008 $70K OPD Internal CLOSING PrOJect on
Justice Center to PAB moved from the Family Justice Center to OPD|staff schedule
the PAB/4th Floor - a detailed assignment
of phones and works stations has already
been drafied and presented to OPD.
18|Fire Simulator Project This project includes installation of Fire 9/15/2007 4/30/2008 $54K|Fire PLANNING - This is a
computers, overhead project, sound GRANT] Public/Private
system and telecommunication cabling to Partnership
the simulator room, engagement.
19|Permit and Code Municipal Software for Permit & Code CEDA 2/15/2008!  6/30/2008 $750K]|Entire Oakland jPLANNING - Completed
Enforcement Tracking Enforcerment Tracking System (PCETS). CIP|Community the contract negotiation
System (PCETS) Implementation and deployment of phase and infrastructure.
I {Code Enforcement module) for CEDA Project Kick-Off with the
to replace the existing system running on Vendor in early Feb.'08
AS/400 platform.
20|Electronic Document Electronic Document Management System|CEDA 10/1/2005 5/3/2006 $2.82M|CEDA EXECUTION - Over
Management System (EDMS), for scanning, storing and indexing CIP 100,000 documents
(EDMS) all CELA documents were scanned, index and
verified. Day-to-day
operation of documents
scanning, data entry and
validation in progress
21|Enterprise Web Content  |Implement Web Content Management CEDA 211512007 TBD| Budgeted|Entire Oakland [EXECUTICN -
Management (WCM) System and establish network security to part ofl Community process of updating the
System for CEDA share documents with citizens. EDMS project plan.
22|Electronic Document Amend the EDMS contract to allow for |CEDA TBD TED TBD|Entire Oakland |PROPQOSED - In process
Management System outsourcing of the document scanning and Community of establishing project
(EDMS) Operaticn conversion. start and end dates.
23|CEDA server move to Migration of EDMS production serversto |CEDA TBD TBD Baselineg| CEDA DCSD PLANNING - In process

of establishing project
start and end dates.
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24|Business Tax Finance 071207 TBD $617K[Finance Internal {EXECUTION - Data |
' the existing AS400 legacy system, N CIP| Staff Conversion Testing and
providing an open and scalable platform Training in progress.
for interfacing with other applications. Project timeline needs to
‘ be revised.
25|Point of Sales {(Phase ) [Implement POS system for Treasury. No |Treasury 3/26/2007| 11/29/2007| Baseline|Entire Qakland JCLOSING - Testing and
special interfaces required. Community Training. Imptemented
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
26|Point of Sales (Phase Il) |Implement special interfaces to complete |Treasury 11/30/2007 TBD TBD|Entire Cakland |INITIATION - In process
POS implementation for CEDA, Revenue Community of establishing project
Division. Parking and Parks & Recreation starf and end dates.
Department .
27|Auditor's TeamMate Implement a document/work flow system  |Auditor's TBD TBD $45K| Auditor's internal [PROPOSED - In process
System for the use of Auditor's office staff Office Auditor's| staff of establishing project
Office start and end dates.
28| Cracle Grants Accounting |lmplement Oracle Grants Accounting Budget, TBD TBD TBD|City wide PROPQOSED - In process
Module Module Finance & : financial budget |of establishing project
Human & fiscal staff and |start date, end date, and
Services entire Qakland |implementation cost.
community
29| Oracle Project Accounting |Implement Oracle Project Accounting Finance TBD|City wide PROPOSED - In process
Module Module ) financial budget |of establishing project
& fiscal staff, andjstart date, end date, and
project managers|implementation cost.
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E

Department of Homeland Security (DHS)
and Department of Justice (DOJ)
Guidelines

"No.| " - . Project Name = | ... - - Project Description® i-s - :,“'Pgr':thers:v .| StartDate: . End Date |- Budget .| . G k - Status -7
30| E-Citation E-Citation for OPD Traffic — This new Police 9/12/2007 TBD $145K|OPD Internal PLANNING - Contract
application will automate the issuing of ‘ GRANT| Staff Negotiation is almost
citations by the Police Department sworn complete. In process of
personnel in order to improve their establishing project start
operational efficiency. It will enable and end dates.
. electronic citations issued in the field to
interface with City's LRMS; transfer citation
data to the California Superior Court
system (CASP and SofiFile); electronically
capture racial profiling data to help to
achieve compliance with the Negotiated
Settlement Agreement for the reporting,
collection and analysis
31|Crime Reporting Portal Crime data integration, reporting and Police TBD TBD $55K|OPD Internal PROPQSED - In process
analysis. This application software will OPD| Staff- of establishing project
organize and rapidly analyze the vast : start and end dates.
guantities of structured and seemingly
unrelated data, currently housed in various
incompatible databases and record
management systems, over a highly
secure intranet-based platform. . _
32|Overhead Paging/Public  {Install over 160 speakers 5 zone system  |Police TBD TBD $18K]|Police PROPQOSED - In process
Address System through-out Eastmont Precinct ' of establishing project
start and end dates.
33|Radio Interaperability Developed the Regional Interoperability  [Police TBD TBD $3MjFPolice and Fire [PLANNING - In process
and Data Sharing System based on the ‘ GRANT/CIP “iof establishing project

start and end dates. )
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No.- _Project Name " - "-Project Description=- ~ - .-} -Partners’: | Start Date’] EndDate | "Budget | . Served- | .- “Status: I .
34{On-Line Policies, Implement a Management Scftware Police TBD TBD $30K]Police PROPOSED - In process
Publishing, and Tracking |program to allow for the paperless OPD of establishing project
System distribution, organization and maintenance start and end dates.
of all written directives; i.e. Negotiated
Settlement Agreement (NSA) related
documents and updated Departmental
policy and procedures.
35]Fire Inspection Fire Inspection System for OFD — This Fire 6/15/2007] 5/31/2008 $25K]OFD Internal EXECUTION - 1n
system will enable Fire Department in GRANT] Staff process of establishing
mobile data collection for managing . project start and end
occupancy inspection information. dates.
36|Loan Servicing System Implement new Loan Servicing CEDA 1/19/2007 1/9/2009 $460K|Entire Qakland |PLANNING - In process
’ Application. This new application will CIP|Community of refining project scope,
replace the existing application for loan timeline and
servicing. architecture.
37|Library Servers Move This project will move Library servers to  [Library 11/30/2007| TBD Baseline|Library INITIATION - In process
the DIT datacenter. of establishing project
timeline.
38| Construction & Demolition |Make modifications to existing Access PWA, TBD TBD Baseline| PWA Internal INITIATION - In process
Recycling Database Database. Staff of establishing project
. start and end dates.
39]|AutoCAD Upgrade Upgrade all AuteCAD users to same CEDA DCSD, T8D TBD Baselinel CEDA DCSD and|INITIATION - In process
version (2008}, for ease of cross training; |PWA PWA Internal of establishing project
productivity; and ongoing technical Staff and City's |start and end dates.
support. Perform related hardware contractors
upgrades as predecessor requirement.
Ensure licensing compliance.
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Database to SQL Server

Microsoft Access to Microsoft SQL Server
to allow additional functions and features.

Internal Staff

R T R T - S | [ S A E—4 Numbers- I~ = .. 7777
No.| .° “ProjectName- : |’ I " .ProjectDescription . *. - . |- Pértners | StartDate |, End Date |..Bidget' | = Seérved.: | -..: .Status- 7.
40iPilot FTP Server Implement File Transfer Protocol (FTP) CEDA DCSD, TBD TBD Baseline|Entire Oakland [PROPOQSED - In process
Server to allow the transfer (send/receive) |PWA, and Community of establishing project
large files to outside stakeholders. others, start and end dates.
41|Davis Street Transfer Implement a new database to capture PWA TBD TBD Baselinel PWA Internal PROPOSED - In process
Station Database monthly waste management tonnages, Staff of establishing project
truck numbers, and other information. This start and end dates.
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.
42|Migrate Project Tracker  |Migrate Project Tracker Database from CEDA DCSD TBD TBD Baseline| CEDA DCSD PROPQOSED - In process

of establishing project
start and end dates.
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Distribution (ERD)
(Discoverer)

own financial reports and develop libraries
of most frequently requested reports for
gasy access.

Administrator,
Finance

.. i B I d SRS oy o | Projected I e, .- _~|=:*Numbers . e n g
No’| "% Project Name"..-_ | . . "= " Préject Description* ||". Paitners : | StartDate |- End Date | Budget |-~ Served- . "{"~:'2 Status-~ "
43|Pilot Project Web Access |Set up 180-day trial version of Microsoft  |DIT 1BD TBD| . Baseline Cit-y Internal Staff|PROPOSED - In process
Server Office Project Server 2007 for evaluation of establishing preject
by DIT Program Strategy Office for start and end dates.
managing projects. Facilitates resource
(staff) utilization across projects and
‘|promotes management and staff visibility
into project status.
44]Technology Refresh to Implement Desktop Technology refresh for| CEDA DCSD TBD TBD Baseline] CEDA DCSD PROPOSED - In process
Upgrade BDesktops and CEDA DCSD ' Internal Staff of establishing project
Monitors start and end dates.
45|Children's Fairland Work with service provider to instal! Parks and TBD TBD TBD|Parks and INITIATION - In process
Telecommunication approximately 250 liner feet of new conduit|Recreation Recreation of establishing project
Services and two new manholes, Pull new cable in start and end dates.
. |new conduit and existing conduit. Estimate
) cost is $40,000.00.
46|Overhead Paging/Public  jinstall speakers with a zone system CEDA TBD TBD $20K|CEDA INITIATION - In process
Address System " |through-out 250 Frank Ogawa Plaza. ’ of establishing project
start and end dates.
47|Citywide Wireless Finalize a wireless broadband assessment|Mayor's Office| 11/9/2007] 6/27/2008 $150K]Entire Qakland |PLANNING - Project
for the City of Oakland. Our mission is to ' CIP|Community Plan is developed.
define the most financially viable and . |Technical Survey is :
sustainable municipal high speed wireless distributed. Stakeholders
network option to increase digital inclusion Analysis will be
and the economic advancement of R conducted soon.
Qakland’s various constituencies.
48|Payroll Time and Labor Provide support for the rollout of self Finance 1/3/2008 6/3/2008 BaselinejAll City agencies |[CLOSING - Rollout in
Self Service ' service timecard to all agencies and and departments |progress.
departments. :
49|Enterprise Reporting and | To empower Oracle users to build their City 6/12/2007] 3/29/2008 Baseline|FMA Staff EXECUTION - Training

phase will start
2/11/2008
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No:| * . ProjectName _Project Description . * " 2| ‘Partners. .| Start Date |* End.Date-|.~Budget | . "Served.'. | i, .- Status .. .
50| Public Sector Budgeting |Implement Oracle's Public Sector City 8/1/2007| 8/30/2008 TBD|All City agencies |[PROPOSED -
(PSB) Budgeting application for the Budget Administrator and departments | Developing staff report
: Department as a replacement for the for Council approval.
existing BRASS budget application.
51|Oracle Support (Help Implement Oracle's Support {Help Desk} [DIT 11/M12/2007| 5/30/2008 TBD|AIl City agencies |INITIATION -
Desk) Application application for the Department of and departments | Development of
- Information Technology Help Desk. New technical requirements in
Help Desk solution will be used as a progress.
replacement for the department'’s existing
Help Desk system which is no longer
supported by the software developer.
52{Payroll Mass Change Apply and make operational the necessary|FMA 3/15/2007, TBD $75K{All City agencies [EXECUTION - Project
(Grade Step Progression) [functionality within the Oracle Human ‘ and departments |was placed on-hold due
. Resources/Payroll application to enable a to lack of Payroll staff
workable solution for processing mass resources. Payroll will
salary rates for all City of Qakland assess allocating staff
employees. Facilitate the process of and priority for restarting
downloading the salary details of the City's the project after the
salaried employees, making updates to completion of year-end
the rates, and uploading them back to the processing.
Oracle application
53|CORE Develop interface to Spatial and Text Fire 2/1/2008] 6/30/2008 Baseline|Oakland Citizens |PLANNING - Awaiting
Information to allow trained teams of Local OFD cleanup of Access
Qakland Citizens to communicate and Database records before
organize during an Emergency in their loading data into GIS
neighborhood Oracle database.
54|Sidewalk Inventory Create an online application that displays |PWA TBD TBD Baseline|All City agencies [INITIATION - In process
GIS Data Viewer sidewalk data from recently completed and departments |of establishing project
sidewalk inventory. start and end dates.
55|GIS /Reprographics Provide City employees access to GIS DIT TBD TBD Baseling|DIT PLANNING - In process
Integration Map Gallery to allow for plotting of large Reprographics  |of establishing proiect
plots. . Staff start and end dates.
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The capability will permit the finance
agency staff to print purchase orders,

5172007

and departments

‘No.\  Project Name - ¢|- " .."" Project Description ., . V|7 Partners' - | siart.Date |\ End Date'|. Budget " Served: -l | tE Statasff RN
56]Firehouse Maps Replace current City Maps in the OFD ‘ TBD TBD Baseline]All Fire Stations |PLANNING - In process
Firehouses of establishing project
start and end dates.
57| Technology Refresh Upgrade the existing and aging Oracle All City 5/14/2007 5/6/2008 TBDJAll City agencies |PLANNING - Preparing
‘ server hardware and systems technology |agencies and and departments | staff report for Council
to accomplish building the infrastructure  |departments approval.
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.
58| Develop WEB-Based Standardize application on the web to use |All city 7142007 9/30/2008 TBD|AH City agencies |[EXECUTION - Testing in
Application Standards the same programming language e.g. city |Agencies and departments |progress.
Directory, Speaker Card, job classification,
Al's, etc.
59|AP invoices and Implement AP Invoices and Statement FMA 5M120071 2/29/2008 Baseline|All City agencies |CLOSING - User training
Statements processing. The new capability permits and departments |in progress.
the finance agency staff to print invoices
and statements using the Oracle Finance
application module.
60|Purchase Orders Implement Purchase Order processing. FMA 2/28/2008 Baseline|All City agencies |CLOSING - User training

in progress.
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No.| .. “Project Name - .| - " Project Description - .. :"Partiérs | Start Date'|-End Date.}|.-Budget.” |. . Served .| ' ~. Status, .
61|Payroll Checks and Implement payroll checks and deposit FMA TBD TBD TBDJAll City agencies |INITIATION - Payroll to
Deposit Advices advice processing. The new capability will ' and departments |determine priority for this
permit the finance agency staff to print project. DIT will work
payroll checks and deposit advices. The with Payroll to establish
new process strengthens security for project plan and
check printing and allows for additional schedule and determine
automation features to be implemented in the priority of the project.
the future, such as printing of W2's and :
1099R’s,
62|Electronic Invoice Implement capability to pay vendor Contracting TBD TBD| Software inJAll City agencies [PROPOSED - Approval
Payments invoices electronically and establish and Baseline,|and departments |of this project is pending
electronic workflow to insure timely invoice |Purchasing Professional
payments in compliance with the City Department, Services
Council's “prompt payment” policy. FMA TBD
63|Advanced Benefits Implement a flexible, rules-based benefits |Personnel TBD TBD| Software in|All City agencies |PROPOSED - Approval
administration application that enables Dept. Baseline jand departments |of this project is pending
improved benefits support and analysis Professional
through easy setup and process Services
automation. TBD
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‘Partners ;.
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~Projectedzy” .- |
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.Numbers -
Served

e Status

64

Learning Management
(OLM)

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 catatog and related resources
from a centralized system.

HR/Payroll,
FMA,
Personnel
Dept

TBD

TBD,

Software in
Baseline,
Professional
Services
TBD

All City agencies
and departments

PROPOSED Approval
of this project is pending

65

Qakland/San Leandro
Joint Web Sites

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

City Council

12/1/20071 |

212112008

Baseling

Qakland and
San Leandro
Citizens

EXECUTION - Testing of
prototype in progress.

66

New cable service
connection to the Police
Administration building

The project will consist of installation of a
new cable service connection to the police
administration building. install new cable
to the demarcation point of the building
and to all floors.

Police

1/45/2008

3/31/2008

$38K
OPD

Police

PLANNING - Waiting for
an estimate

67

New cable service
connection to the Animal
Shelter

Project will consist of installation of new
cable service connection at the animal
shelter (1101 29th aver).

Police

1/15/2008

31512008

$10K
OPD

Police

PLANNING - Waiting for
an eslimate

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 1ssue, Kick-Off Meeting
End Date - Beginning of Maintenance and Support

Proposed Not approved and in the process of conceptual planmng Funds are not identified
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Initiation - RFP Development, Vendors Evaluation, Council Report and Approval
Planning - Scope development, Project, Resources and Timeline Planning of various phases of a project
Execution - Implementation, Integration, Testing, Training, Monitoring Performance

Closing - Final Acceptance Testing, Knowledge Transfer to Support, Fiscal Closing
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Department of Information Technology {DIT)

Desktop and Liaison Support - Service Level Agreement August 2, 2007

INFORMATION & TECHNOLOGY

OAKLAND o

Desktop and Liaison Support Services
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Commitments” and "Customer Commltments
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2 ) Department of Inlormation Technology
Desktop & Liaison Support -- Service Level Agreement

Introduction , August 2, 2007

introduction

Benefits io Customers

Desktop Support is based on the concept of Standard zatlonl" lr’l' he standardlzatlon program creates a
common computing eavironment that facilitates employee commumcatlon and shanng information among
City staff, enhances employee productivity, effectlv Iy uses cornputlng suppoﬂ staff "and meets technology
requirements.

The one number, one contact, Help Desk pqu\f!d"ee_ a single fnt of contact for the City's technology
requests and repairs, The “238-2000" number,can be accéssed during normal working hours and also
“available via voicemail, fax: 238-3555 and eman helpdesk@oak|andnet com . Quanerly reports will be

provided to the department |dent|fy‘

S i,
e p:r'owded by lhe Department of Information Technology

. erlp“rlilgs"lg servrces
. Telephone repair
Computer repair

LA

o “Software! mstallatlon (éify standard)

. C’d’ﬁibl’.lter soﬂware and peripheral procurement (funds provided by user department)
s Computer |nsta|lat|on (non-project or major installs) '

o GIS serwces ;,‘ "
- Burglar alarm 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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Department of [nformation Technology
Desktop & Liaison Support - Service Level Agreement

DIT Commitments August 2, 2007

DIT Commitments . . . R
A. Hardware Maintenance

Background: Providing maintenance of standard, DIT-supportedr, desktop-related hardware (including
servers and some network equipment) is currently handied through internal DIT stafi. Service is based on
Monday through Friday business hours, providing: :

« 15 minute customer contact via the Help Desk (238-2000)
+ Next business day onsite response
s 24 hour fix or replacement with comparable equlpment

Non-standard equipment repairs will be on a time and materials basis, and m

. . i 13:{\-OUt5ide
contractor. No time commitments gre implied. Lt

Commitment: DIT will ensure a PC hardware maintenance cor‘\' racts are purchased
ordered and ensure they are a minimum of 3 years in ieng Further, DIT will ..
H.

+ monitor compliance of the software purchases, ’ i,
« communicate with customers in the event theré changes i service! &
» act as liaison between customer and Vendor when necessary "

ik
e

B. Cycle Replacement Program

Background: The City's PC strategy includes the replgﬂgemen .of.aging computers on a replacement
program that meets the needs of,yo department lJD[T staff wnII work with you to inventory and |dent|fy a

D ‘RE.‘placement Program ToF desktop computer, such that no desktop computer
(either standard or tec nlcal i 0 syéars. DIT wil handle ali budgetary estimates, contractual
‘matters for this program.
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Depurtment of Information Technology
Desktop & Liaison Support -- Service Level Agreement

DIT Commitments 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:

« Microsoft Windows operat:ng system
Microsoft Office

Adobe Acrobat Reader

Microsoft internet Explorer

Norton Antivirus

purchasing procedures to obtain the best bulk price, considering both the softwareufse!f and optlons for its
distribution. Decisions about distribution of upgrades to such software will be balanced with the/costs of
user training and support when compared with the benefits provnded by ihe software! |mprovements and
interoperability.

--1 w‘ | .-

bl

LRiF,
Only Approved software is ‘o be instalied on City computers"llllegal Lr*soﬂware that fias not been
specifically crdered for Oakland equipment is not to.5¢ instaliéd;on any-City Computer. Yearly Audits will
be performed on all City computer sofware. Any,départment who can not verrfy the licensing of any
software used on a computer must remove the software within5'business days'or commit to pay for the
additional licensing and make payment w:thln 60 da‘ysﬂ '

I

I;fml

”I\l“p
i
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Department of Information Technology
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DIT Commitments 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 Sofiware.

A key component of standardization is that our specialized software stays at lhe 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. g
= If the Customer has obtained specialized desktop software apphcatlons through, a contract
as part of a project, the department should include funding for future upgrades;and
mainténance.
» [f the Customer has purchased licenses during the year and an upgrade is eleased that
DIT has deemed desirable to implement, the funding for that upgrade is not- mcluded A
DIT's fiscal budget, and must be funded by the department Note: with recently purchased
software, often the vendor provides a “free” upgrade wmdowjlothenmse funding’ wéuld be
required from the department. AN

E. Asset Management

i A l.ii:.--
G'e d ]ktlz)p related equipment, software server, and

» Provides |nformat|on to augmem the City'8}1n\ ntory syst Cly
Tracks licensing |nformat|0n to msure Iegahty of Clty s desktop software

Caiculates equipment counts ce liability,

Reference for Help Desk usa

>, &£ & »

. Managemen:system . ‘fﬂ
. monltonngzto ensure that the Ctty is in comphance with aII software licensing agreements for software
purchased through DIT, .‘-.

e

F. "Help Desk- Semces«'.

Background: DIT mainiains, as past of its Desktop Serwces Team, a Help Desk, staffed 8 hours per day,
Monday - Frlday"""Suppod is via phone, email and Fax.

Since the mceptlon of the Help Desk, about 58% of the calls to the Help Desk are resolved over the
phone.

DIT's goa! 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 toel. This tool will atow 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 of Information Technology
Desktop & Liaison Support - Service Level Agreement

DIT Commitments Augus 2, 2007

travel. Itis 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.

.n | h’ls“
...

i
o1
.

B
Vi
hl

R
[
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Department of Information Technology
Desktop & Liaison Support -- Service Level Agreement

DIT Commitments . August 2, 2007

Commitment
(F.1) Staffing
Statfing levels for the Help Desk may vary during training or special quarterly meetings.

Phone Support Staff Field Support Staff Escalation (Senior) .

(answera Holp Desk lins} {available for on-aite visits) ~ ..Support Staff
PRIME SHIFT
0900-1700, Minimum
Monday - Friday 3 staff
{except hojidays)
After-hours " None

(F.2) Calls to the Help Desk

Each call to the Help Desk staff answering the Help; Desk line w}lll ‘be classﬁ"ed by‘,the DIT staff member, in
consultation with the caller, according to the guidelines in the table Priority CIaSS|f|cat|ons below. Based
on the assigned priority, DIT has established. targets for response times, listed 'in the table Target
Response Times below. Note: all after hour‘ al I-backiand overtime costs are the responsibility of
the requesting department. K

-Desktop & Liaison Support SLA - ‘ page 8 of 27
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(F.3) Priority Classifications

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

Classification

Criteria

Routine

There is a "workaround”,
« Caller classifies as "annoyance”.

s Impedes ability of caller to perform duties.
There § Is no "workaround"

Urgent

» Entire workgroup |s affected ,,r

« City staff members identified" as “esseft

+« Prevents, or severely limits Pub||c Safety st
Critical performing duties:. ..r|.l.

Aﬁects p rsonal safety (publlc or employee}

(F.4) Target Response Times

LA

"non-prime”. The response times l:sted are DrTs targets Although the times cannot be guaranteed, DIT
measures response tlmes to m%mtor comphance with the target times. {See Measurements below).

e

f'Prlme Shift

_  After-hours
0700 - 1730, business days plus holidays and weekends
g T elephonery B I:‘ On-site Telephone On-site
[t 'Respohse to':" * Response Response fo Response
Customer (if required) Customer {if required) Priority
Routine 2 your 24 hours next business day naxtbusinessday | Routinhe
Urgent {"hour 2 hours 1 haur ,;‘;f‘ﬁ:‘ﬁ‘ﬂi:;f’;;v Urgent
Critical 15 minutes 30 minutes 30 minutes 1 hour Critical
Deskiop & Liaison Support SLA page 9 of 27
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DIT Commitments August 2, 2007

(F.5} Measurements

To ensure compliance with the target respanse times, DIT will measure its response times and will
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 (DFT} "

Call Priority Notification ] Subsequem Updares

Immadiate for
Critical DIT Director and S
Desktop Services Supervisor *

Urgent i
’ Deskiop Services' Superwsor f
notified if unresolved after. hours

o 'I‘I '{--
Note: Routine calls that are not resolved wsth.m fivi busme‘és:.‘;days will be escalated to the appropriate

DIT Project Manager and), Sectlon Supervi [""'r'J
| Hiy,

"Protracted"
Service Time

« The RC. wrll be replaced with a like unit, subject to Customer acceptance and
: avallablllty of a like Unit.

Nc 5|gn|fcant" means that the problem with the PC has a major impact on the
u"s'é'r'é',"' bmty to perform job duties.

Feedback to Followmg each service call visit to the customer's site, the DIT Specialist will leave

Customer s, N o W'é'ls here® card, indicating the name of the Specialist, and a brief description of

Feedback to  DIT will supply a response mechanism for customers {o report on service quality via
Infermation 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 Customer'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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Department of Information Technology
Desktop & Liaison Support - Service Level Agreement

DIT Commitments August 2, 2007

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. !

Provides a single point of contact for deparimental projects. Coordinates through the appropriate DIT
Supervisor, multiple functions within DIT as related to specific approved prolects lnsures {fhat user
depanmenl equipmen] inventories are created and updated, sirategic department technclogy plans are
created and departmental projects are coordinated.
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Ensure that issues related to security, servers,

project and coordinated with appropriate DIT,Si
« Follow DIT's processes for all projects and s'é'rv" es.
» Schedule the project briefings. ok :
+ Coordinate activities with Customer to én

achieved. ‘

Desktop & Liaison Support SLA page 11 of 27

ltem # .
Finance and Management Committee
February 26, 2008
Attachment D



Department of Information Technology
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DIT Commitments August 2, 2007

H. Install Team Services

Background: As part of the 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., prlnters scanners)

Install Team Activity Serwces
Eguipment preparalion

Transportation and setup
of new equipment

for proper functioning.

Equipment relocation "Tear down" prior to relocation; "setup" following relocatlor;“
transport of the eqmpmentitg th:ar "new"'!ocatron will not be done by the Install
Team. For a detajled dnscussmn see dix C - Abour Equipment
Relocation on page - i i

B wliuip (30
Equipment asset Provide mstallatron ar.relocation jfformation for'updating DIT's asset
recording management system i, ; ti

Tech-checks (technical  Perform techmca assessmants of existing PCs prior to deployment of.new or
assessment of a PC's  replacement systelrns Tc—;ch cheqks include not only an assessment of a
hardware and soffware) machlnes hardware and sofhmare but its access to network resources.

General troubleshooting
during installation equrpment or soﬁware Note: ‘the "Help Desk" is the resource to be used for
installed qur&ment

Note: The Install Team'does no -site trammg The team's function is limited to the instaliation and
venﬂcatlon of ihe proper functlonmg of hardware and/or software. The Customer is encouraged to obtain
hardware or software tralmng before installation. Training on products' use is, in many cases, available
from Crtywrde training. p
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DIT Commitments August 2, 2007

I. Electronic Software Distribution

Background: Electronic Software Distribution (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 o 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, althéhgh ESD has been

used to update the Microsoft Office Suite, Internet Explorer, ShoreTel Calt Mangger as well as the
Windows operating system

following applzes

« the PCis not a part of the City's security domains,
+ the PC is not connected to the City's network.
« the PC's operating sysiem is not Windows 2000 or hlgher

Commitment

(ESD) te install software or

e DIT will use (whenever technically feambie)
technlcal desktop Desktops whose operating

apply maintenance to Core software on, standard\
meets the current standards. Apine g

e DIT will evaluate requests for msta!latlonuof noniCore appllcatlons to determine the feastblllty of using
ESD. Note that, for a variety of technical reasonS“’not all soﬂware installations or upgrades will be
suitable for ESD use. T

wll\:ll‘H "
IFE T g
P ey
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DIT Commitments August 2, 2007

J. Network Infrastructure (Equipment and Connectionsr}

Background: Network support of desktop PCs requires a well-designed network to connect servers,
standard desktops, and peripherals (¢ g. printers), with a variety of interconnection media. The design
activities required fo 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 ...

+ Instalt and maintain network infrastfucture equipment.
. Pro\nde 'ume'uy 1esponse 1o identified problems and suppor‘l issues.

L i

e Define, review, and communlcate network pro;ect plans as appropriate.
« Perform disaster recovery planning and support.
s Provide a description of services for:

+ Availability for Critical Periods

+ Availability for Normal Periods

+ Availability for Peak Periods

+ Critical Dependencies

» Priorities. . P
» Reliability Analysis . b
¢ Security o AR L,f_r}’

» Communicate scheduled cutage times 'fo aqqmamlenance as mutually agreed with the
customer, h L-r
+ Develop, with Customer mput serwce Ievel.measurement' 'f’nd‘reportlng criteria.

Isted mamtenance schedule of the radio system are

Radio System: Only those |tem5r ]
itefms ou!sv:ie the schedule are the Police Mobile Data

maintained by DIT as a covered st
system, QOES Video system, City Ha

s
[Ufkr eI [BK

i

apudinnbintt
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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 ...~

Install and maintain server hardware and operating systems

customer
» Participate in disasier recovery plannlng and support
+ Provide a description of services for:

« Availability for Critical Periods

o Availability for Normal Periods
« Auvailability for Peak Periods
L]

Critical Dependencies
» Priorities e
+ Reliability Analysis "“i’“::"ln
e Security L
« Communicate scheduled outage times for changes and malntenance as mutually agreed upen with the
customer. ET! 3

The 2007-09 budget do s ot fund this replacement program Cost for replacement servers and operatmg
software is the respon5|blllty of the" er depariment. DIT will continue to maintain these servers but does

T

“h
malntenance To minimize customer downtime, DIT will develop a process by
which a* serve 'm ce wrndow of (generally) after-hours tirmne will be scheduled. The process will
include tlmely ‘advance notlfcaﬂon for those affected. .

xl I\ll

tNote that, in many cases scheduled server maintenance "downtime" will affect either a limited number of
City staff, or a limifed Blimber of services.
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L. Desktop Standards Team

Background: The City's Desktop stralegy to reduce the total cost of PC ownership comprises::
» Use of standard Desklops with a common operating system and desktop environment
» Use of a standard set of applications {identical versions), acquired with (where possible)
volume-discount City-wide software licenses

Key Benefits:

« Standard hardware configurations reduce the costs of procurement, mamtenance and upgrades.

« Standard software configurations facilitate exchange of data, reduces sup port costs and increases
AL sy

« Scheduled software upgrades eliminate having obsolete, unsupported versions. ,..J.“.“.’.?:'”

anm e -
Sswnniniae
6. prg i ,u'lﬂ.rll

Commitment: DIT will staff a "standing team" (Desktop Standards Team) whose:purpose |s tcumalntaln
(and extend, as business needs dictate) standards for desktop:related hardware and’ 0f

M.
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Customer Commitments
N. Team Membership

Customers agree to identify a Department Representative to:
« Participate in Deskiop Standards Team.
« 1o help establish priorities and schedules,
» to assist in coordinating installations and changes related to standard o techmcal PCs, projects or
other technology matters within the department.
« to participate in evaluations and recommendations about DIT servis:

0. Acquisition Processes

LT

5 recommended by the Desktop
Standards Team.

Q. "Ownership” and Usage

property of the City of Oakland, afid'are; governed by Admlr}lstratwe Instructions governing their use. The
departmenl representatlve ] respcms:ble to" |nfo m ‘Ris or her management of cases where the use of the

R. Equipment Re:oca‘tic‘in
Any relogation;of: PC eqmﬁ’““ o penpherals will be coordinated by DIT's Departmental Liaisons and
completed by the'install Te i."(See also Install Team Services on page 12 and Appendix C - About
Equlpment Reiocatlon on pag .27

In some ase ’ DIT may determu{';e that software re-installation is a more efficient relocation technigue. In
such casé,'the Customer Wwill suppart DIT's recommendation. Customer agrees to make requests for
equipment relocation to the'DIT Help Desk — 238-2000 or helpdesk@oaklandnet.com, documenting the
asset(s) to be rellocale_d the "from™ and "to" locations, and funding codes if applicable. The Customer's
department representatwe must approve the request.
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§. Software Installation via ESD
Customer agrees to ensure that workgroup members are allowing ESD (Electronic Software Distribution)’
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 Instaltation by non-DIT Staff
Generally, all software installations are dane by DIT.

Insuch a case the software installed {or uninstalled) will be limited to (1) software ngmally as igned to
the PC andlor (2} software formally requested through DIT. . .

[Note: circumventing this requirement precludes DIT fro bemg ab[e to sustaln |ts respon5|b|llt|es to the
City to maintain accurale software asset information. ] L )

U. Inventory

Customer agrees to adhere to the' terms of'the current hardware maintenance and not request service for
items outsrde the contract unless addltlonal fund:ng’ varlable Customer agrees to cooperate with the

Customer agrees 1o use theiDIT Help Desk to request services. This allows for the tracking of all service
requests and progress of open t|ckets Departments should utilize the services of Citywide training
whenever posmble and(encourage staff to avail themselves of the technology training.

S " .
Customer agreé{c;i‘té he established Help Desk in accordance with the procedures described in this
document in “Help Desk” Services on page 6.
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Y. Partnership with DIT

Customer agrees 1o assist MY 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 andfor server usage

» Testing new software releases
Testing backup and recovery processes
Planning projects ‘
Managing projects
Planning budgets
Resolving support issues
Reviewing technical alternative and proposals
Providing onsite secure storage location for spare parts and units.

Z. Data Communications Infrastructure

Customer agrees to assist DIT in its responsibilities to, mam aln;network and server §FW|ces In particular,

« Customers agree that DIT will perform ail instéllation, operanons and malntenance to network
infrastructure components {e.g., hubs, 5WItC” es, routers) etc.}, recogmz:ng *fhat unautherized
changes to the such equipment can negat|ve'ly[aﬁect‘logal or C|tyW|de Services,

« Customers agree not to attempt to | ‘

+ Customers agree to support the spe i
described in the DIT-published Telecommumcatlons Standards and Data room Standards,

- recognizing that facifities that do not meet speuﬂcanons'can adversely affect renabnllty

performance, and cost. [

AA. . Computer Room Security
Customers agree fo ’

» Submit for backgrounG checks"any and aII employees needing access to any of the City Computer

rooms:and the speCIftc need e
. Prohlblt non-approved Istaff from access to computer and/or data communications equipment
joms without pnor a‘pproval from DIT and escorted by an approved representative.

. ohibit the use,of data(.commumcatmns equipment rooms for uses such as an "office supplies” or

written permnssuon of: DlT
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Limitations and Exclusions

This section lists items which are ...

L]
[
.

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.

- b
Unplanned Equipment or Projects: Any requests for unplanned equipment or projects must be
coordinated with DIT thraugh your Departmental Liaison. DIT and Customérs must mutually agree on
proceeding with the Project and/or installation of unplanned equipment:;{f necessary;ithey must also
identify any planned work that wiil be delayed or cancelled to allow for the, nplanned work.

The "install pace” {e.g. number of PCs per day that can be instailed) will depend upon avauaﬁle
resources, Therefore, if an increased pace were |mportant additional funds for.more staﬁ andfor
overtime would be required. s

The success of the Departmental Liaison role has Ie|d to lqc[easéd‘demand for pro;ect management
services. The scope of responsibility of this DIT.position waslrecenﬂy mcreased t8 include
coordination of desktop-related infrastructure prOJects DIT has not yet ‘determined if the stafflng
levels are adequate to meet the increased scope. i

wH b

Factors beyond DIT's control in deploylng PCs a
» vendor delays in product shipment "W,

« PCsthat arrive at DIT "DOA”" (i.e. non-fun
« large numbers of equipment being dep1oyed ( More than 3 per day)

s Availability of vehicles to, transport‘ personnel and eqmpment to site:

fen l | l ';\X'.tt

The funding supporting this SLA does hot: prowde for evaluation and testing of new equnpment
and software. Experlence has shown that makmg a product selection decision based on
vendor-provided sales*mformat:on and’ publlshed drticles do not guarantee that the product will
function properly in'the Cltyé er\wronmemm Note: some vendors (notably Microsoft) now have’
“fee-based” beta test prograrn : afi-'free evaluation downloads”.

m\
By 4
Some’Crty wned computer hardware or software is not supported by DIT, and thergfore, is not
covered by this agreement (Mac s, Gateway computers, web cams etfc). Where there is limited
su portfrom DlT the detadﬁs of the support can be detailed in other Service Level Agreements,

Suppg_ﬁ_,levels for Spggaaltzed Software products vary. The level of support availabie for
Specialized software pfoducts varies by extent of their use in the City. For example, more widely-used
products such as Mlcrosoﬂ Word or Excel will have a higher level of support when compared to less
frequently used products such as Microsoft Project or Visio. Increased support levels for Specialized
software products is not covered in this SLA.

Unpianned Cabling Activities

Equipment relacation may require new or additional network cable "drops”. Minar 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 & Lialson Support -- Service Level Agraoment
Limitations and Exclusions 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.
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Department of Information Technology
Desktop & Liaison Support -- Service Level Agreement

Cost Allocation 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 1o a specific Project will
be charged to the appropriate coded project number,

Replacement Equipment Budget
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Department of Information Technology
Desktop & Liaison Support - Service Level Agreement

Measurements August 2, 2007
Measurements . ) ‘ . . -| comment [D13: Defines the metrics
N ) and dslivarables that will be tracked
. . . . . . . 1o detarmine the effacti f this
The following measurement wiil be used te monitor the conduct of this SLA. component eciivenass o

+ 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 repons of equipment
failure(s) of network components, e.g., DSL, , routers, and switches:
+ Alist of the equipment failure(s) .
+ The total downtime and-customers affected by each failure

» Adherence to service objectives - was each of the followmg‘ltargets achleved .

] e
:.

+ Elapsed time between actual failure and response by DIT Staff.“’.;.l
» Processes tracked quarteriy: i
+ Installation Requests

* Network Infrastructure Qutages
+ Telephone services

*  Project Work Requests

¢ Server Incidents

¢ Number of Service requests

ullﬂ’:ﬂ” ln‘n Jiae By,

St
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Desktop & Liaison Support - Service Level Agreement

Department of Information Technology

Measurements

Aupust 2, 2007

Breakdown of Goods and Services Costs

Breakdown of Human Resources

Escalation Supervisors
Desktop Specialists

FTE Positions
3.0
1.0

Help Desk . 3.0

Telephone Services 5.0

Network Support Staff " 2.0

Server Support Staff 4.0

TOTAL 28.0
o b
DIT Supervisor List g
. 2

Name Section "@ffice Phone Cell
Bob Glaze Director 238:2930 612-1212
Esther Frazier Administration 2382186 530-9781
Damaris Sambajon Help:Desk'. T MiN23B-6545 207-8737
Chuck Harling Deskt&b'fstibbbrt. i "238-6534 701-8218
Terry Allen Network'Servicestim, . | 238-8458 589-4306
Ken Gordon win| Applicationsiand Databases | 238-2023 541-2856
Ahsan Baig s fiiDepartment Liaisons t 1 238-3010 604-2724
Jane Posliglione Telecommunicalithis. 238-2996 708-7269
Ifeoma Qlike [:Internet/Intranet "™ 238-7580 508-9459.
Sam Thomas..- . TGS ek T 238-6741 701-0141
Cherelyn'Garciat+ Radio Services 615-5776 219-4921
Abdulldh*Ahmed-Falol Public Safety Support 238-2024 708-7423

“’"1‘

e
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Department of Infermation Technelogy
Desktop & Liaison Support -- Service Level Agreement

Appendix A - Software and Support Summary

August 2, 2007

Appendix A — Software and Support Summary

Core Desktop Software Specialized Desktop Software

Adobe Acrobat Pro
Mlcrusoft PfDJECl - Project Management software

Microseft Windows 2000 and higher .
Attachmate Extra Personal Client -
Microsoft Office including Outlook
Norton Antivirus

Adobe Acrobat Reader

Microsoft Internet Explorer

« s 9 2 »

"Standard” and "Technical” Desktops

Standard PC (Desktop) .

Used by the majority of City staff.
See: DIT Intranet page for current
Standards

0 Clty s network :
8 or rore "Speclallzed" soﬁu’f'él‘%’ﬁrograms
iall ,i8 nct a "Centrol PC*.

Technical PC (Desktop}

Used in unique situations where identified
(documented) business needs show. 1he;-.|‘~|1~;w e
"Standard” PC to be insufficient (e.g., forw"
computer-aided-design application}. ™,
See; DIT Intranet page for current

_‘mqs "Standard" plus one or more of
+  Faster, processor
More mémory (R

m”“Large W, drive “'I

I
LA
LY

i |
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~ DEPARTMENT OF
INFORMATION TECHNOLOGY

INFORMATION & TECHNOLOGY

OARLAND

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 dlgmty

ltem #
Finance and Management Committee
March 11, 2008
© Attachment E
Page 1



- Goals

CONSOLIDATING SERVICES
- COORDINATED SERVICE DELIVERY
MAXIMIZING RESOURCES

COORDINATION WITH AGENCY/DEPARTMENT

tem#__

Finance and Management Comimnittee
March 11, 2008
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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)

- sStandardized licensing and shared Ilcensmg between departments ( Content
management, Microsoft, Oracle, Citywatch) .

'.St_endardized equipment, tracki'ng and ordering; online ordering

| Consolidated service delivery and aligned staff with expertise

ltern #
Finance and Management Committee
March 11, 2008
Attachment E
Page 3


mailto:helpdesk@oaklandnet.Com

Res_ult's'

-Prowdtng greater advancement opportunities through standardized tralnlng Cross
~ training and advancement opportunities.

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

-Implementatlon of the eX|st|ng technology projects have continued, with addition of
staffing coordination :

-Techno!ogy 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,
Desktbps 4years -
~«Increased maintenance costs, Internal and external
-Technology Trammg $1,000 - $2 000 per employee minimum.
*Needs for programmlng to Implement exnstmg data.
-Data Secunty.

Increase in technology projects and coordination.

ltem #
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Summary

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

The onglnal 2 year goals have been implemented and prowdmg 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 hopeé that these reports have been informative and will provide
Council with the information needed to identify challenges and
-efficiencies while ldentlfylng the total cost of prowdmg Technology
services.
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