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• Recent Accomplishments 
 

• Four Year Outlook 
 

• ITI Review 
 

• NOLA 311 Review 
 



ITI feels really good about the progress made recently 
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•One-Stop-Shop Launch 
-Nola.gov/onestop 

 
•Planning Viewer Launch 

-Gis.nola.gov/apps/planningviewer 
 

•Website Refresh/Migration 
 

•NOLA 311 One Year Anniversary 



Nola.gov Web Site Migration  
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Completed! 
• Chief Administrative Office 
• City Attorney's Office 
• City Planning Commission 
• Code Enforcement 
• Community Development, Office of 
• Cultural Economy 
• Economic Development 
• EITC (Earned Income Tax Credit) 
• Finance, Department of 
• Hazard Mitigation Office 
• Health Department 
• Historic District Landmarks Comm. (HDLC) 
• Homeland Security (NOHSEP) 
• Interagency Council on the Homeless 
• Mayor's Office 
• NOLA Ready 
• NOMERS (Employees' Retirement System) 
• NOPD 
• Parks and Parkways, Department of 
• Performance & Accountability 
• Procurement, Office of (Purchasing Department) 
• Property Management, Department of 
• Public Works, Department of 
• Real Estate & Records – Sale of City-Owned Property 
• Registrar of Voters, Orleans Parish 
• Revenue, Bureau of 
• Safety and Permits, Department of 
• Super Bowl 
• Taxicab Bureau 
• Vieux Carré Commission 

Online in next 2 weeks 
• Mosquito, Termite & Rodent Control Board 
• NSA New Orleans Advisory Task Force (NOATF) 
• Sanitation, Department of 

 
Online by June 1 
• Accounting, Bureau of 
• Advisory Council for Citizens with Disabilities/ADA 
• Civil Service Commission 
• Emergency Medical Services (EMS) 
• Environmental Affairs 
• Fire Department (NOFD) 
• Human Relations Commission 
• Human Services Department 
• Information Technology & Innovation 
• Municipal Court 
• NORDC (Recreation Development Commission) 

#sprint4  
• Traffic Court 
• Treasury, Bureau of 
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Feedback on every page 
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• Recent Accomplishments 
 

• Four Year Outlook 
 

• ITI Review 
 

• NOLA 311 Review 
 



The tactical plan has been set for 
some time 

Innovation 

Stabilize 
Environment 

Value-Added 
Services 

Build 
Foundation 
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• Investments to 
support mission 
critical systems 
 

• Establish project 
management office  
 

• Reorganize, staff and 
train people 
 

• Create partnerships to 
improve information 
sharing 
 

• Establish IT 
Governance Council 

• Establish standards 
and governance 
 

• Reduce risk of critical 
system failure 
 

• Proactive instead of 
reactive actions 
 

• Create customer 
service culture 

• Differentiated 
service offerings 

-Not only technology 
but performance 
improvement also 

 
• Business process 

automation 
 

• Business and 
constituent tools 

- Informed decision 
making 

- Improved city services 

• Expanded partnerships 
and collaboration 

-Across city 
government, 
businesses and 
constituents 

 
• Culture of continuous 

improvement 
 

• Sharing of knowledge 
 

• Strategic investments 
to create opportunities 
for innovation 



Our 2011 & 2012 efforts have had to be 
altered due to staffing and budget cuts 

  

 

ILLUSTRATIVE 

Desired State 

Stabilizing activities will 
continue due to delayed 
hiring and budget cuts 

Initial forecast of 
Stabilizing efforts was 

60% 
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One-Stop-Shop 
Permitting 

Online 
Payments 

(E-City Hall) 
Collaboration 

Mobility 
Applications 
& Services  

Strategic 
Planning 

Management 
Infrastructure 

Enterprise 
Architecture 

IT Budget 
Management 

HR 
Management Procurement Law 

GIS 

ERP 

Network 
Upgrades 

Data Center 
Ops & 

Consolidation 

Training 

Enterprise IT 
Security 

Service & 
Application 

Management 

Life Cycle 
Management 

Document 
Management 

Data 
Warehousing 

Helpdesk 
Enhancement 

Project 
Management 

Wireless 
Communication 

Business 
Continuity/ 

Disaster 
Recovery 

Enterprise 
Web Portal & 

Content 
Management 

Email 

311 Payroll Web Tools CJIS/OPISIS 
Data 

Reporting 
& Analytics 
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Status of ITI Initiatives 
EOY 2011 

Seat/License 
Management 

ILLUSTRATIVE 

- Not functional 

- Partial functionality/ 
   in implementation 

- Fully functional being 
   maintained 

Goal 1: Stabilize The Environment 

Goal 2: Build The Foundation 

Goal 3: Value-Added Services 

Goal 4: Innovation 



One-Stop-Shop 
Permitting E-City Hall Collaboration 

Mobility 
Applications 
& Services  
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Management 
Infrastructure 

Enterprise 
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IT Budget 
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Data 
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13 

Status of ITI Initiatives 
EOY 2012 

Seat/License 
Management 

ILLUSTRATIVE 

- Not functional 

- Partial functionality/ 
   in implementation 

- Fully functional being 
   maintained 

Goal 1: Stabilize The Environment 

Goal 2: Build The Foundation 

Goal 3: Value-Added Services 

Goal 4: Innovation 
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• Recent Accomplishments 
 

• Four Year Outlook 
 

• ITI Review 
 Budget Update 
 Performance Update 
 Project Update 

 
• NOLA 311 Review 

 



   

    

   

    

    

 

  

 

  

  

 

  

The ITI appropriation amounts to $13.4M across five 
organizational codes 
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After a little over 3 months, ITI has spent or 
encumbered 38% of its 2013 appropriation 

   

 

 

 

 

 

  

 

 

 

 

•Spend is normal for this time of the 
year 

 
• ITI continues to revise its 2013 

roadmap to maximize the given 
budget 
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• Recent Accomplishments 
 

• Four Year Outlook 
 

• ITI Review 
 Budget Update 
 Performance Update 
 Project Update 

 
• NOLA 311 Review 
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Considerable progress has been made on 
the helpdesk workorder backlog 
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Helpdesk

ITI Performance Dashboard 
January 2013 Help Desk 

Infrastructure 

Priority #1 
99.999% 

 
 

99.973% 
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Net
Promoter

Score
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90

• CNORS 
- 1/18/2013: CNORS could not 

process payments due to virus 
infection on server. 

• Financial Integrations 
- 1/18-29/2013: AFIN, 

BuySpeed and Great Plains 
could not communicate with 
each other due to an account 
configuration problem. New 
PO’s could not be created 
because spending could not be 
reconciled with the general 
ledger. 
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Helpdesk

ITI Performance Dashboard 
February 2013 Help Desk 

Infrastructure 

Priority #1 
99.999% 
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1.Software 
2.Printing 
3.Computer 
4.Access and Control 
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7.Information Request 
8.Systems 
9.Web 
10.Network/Telecom 
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• GL Integrator 
- 2/18/2013 – 3/6/2013: The GL 

Integrator was unable to send 
financial information to Great 
Plains due to an expected side 
effect of a security patch. 
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Helpdesk

ITI Performance Dashboard 
March 2013 Help Desk 

Infrastructure 

Priority #1 
99.999% NA 100% NA 

Priority #2 
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Top 10 Issues 
and Requests 
 
1.Software 
2.Printing 
3.Computer 
4.Access and Control 
5.Information Request 
6.Mainframe System 
7.Systems 
8.User 
9.Phone (Desk) 
10.Web 
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100

Customer Service
(Over 12 Months)

Net
Promoter

Score

75.0

90

 
• No Severity 1 outages 

reported 
 
 
 
 
 
 
 
 
 

Disclaimer: Monitoring software 
for Server Availability and 
Server Backup stats was not 
configured correctly, therefore 
stats were not obtainable. 
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• Recent Accomplishments 
 

• Four Year Outlook 
 

• ITI Review 
 Budget Update 
 Performance Update 
 Project Update 

 
• NOLA 311 Review 

 



ITI Projects Dashboard 

311 
Departmental 
On-Boarding 

• Re-launch of call center 
and CRM technology 

• $1.9M 
2011 & 
2012 

• $1.15M 
2013 

• December 
2013 

• Citizen Mobile App, Web Self Service,  External 
Knowledgebase, and Lagan Maps included in 2013 
plans. 

•  Remaining departments include: Taxi, Health, Parks 
and Parkways, NORDC, Mosquito Control, Safety and 
Permits, Finance. 

Unified Comm. 
Upgrade 

• Upgrade of all 
telecommunications 
infrastructure 

  • $403k • 2Q 2013 • One remaining  item on punch list. 

PC Refresh 
• Continue  PC Life Cycle 

Management.  Upgrade 
memory and image on all 
computers 

  • $290k • 2013 • Rollout with the exception of NOPD is 80% complete 
• NOPD Scheduled start 05/2013 

Payroll • Outsource Payroll to 3rd 
party vendor   • $2-2.5M 

annually • 4Q 2013 

• Completing business analysis phase. 
• Configuration phase to begin. 
• Testing, Implementation Plans under Development 
• First Live Pay Check Targeted for 10/1/13 

ERP • New HR/Financial System   • $15-30M TBD 
• Release of the RFP  on hold pending funding source  
• Funding  for project still not identified 
• Considering second RFP for financing 

Email • Outsource email to 
Microsoft Cloud   • TBD • 2013 

• Currently in pilot phase.  Timeline for mailbox 
migrations and Lync (instant messaging tool) rollout 
will follow the PC Refresh schedule. 

Disaster 
Recovery/ 
Business 
Continuity 

• Infrastructure to continue 
operations during 
outages/disasters 

  • $1.3M • 2013 
• Infrastructure upgrade complete. 
• Procuring additional hardware, software and services 

to facilitate application testing. 

- On schedule & on budget 

- Either schedule or budget 
  has issues 
- Off schedule or budget 

Project Description Status Budget Completion 
Date Comments 
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• Recent Accomplishments 
 

• Four Year Outlook 
 

• ITI Review 
 

• NOLA 311 Review 
 



2013 NOLA 311 Roadmap 
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Departmental Onboarding Technology Enhancements 

• Safety & Permits 
-2 phases 

 

• Mosquito & Termite 
 

• Park & Parkways 
 

• Health Department 
 

• Taxicab Bureau 
 

• Finance 
 

• NORDC 
 

• Registrar of Voters 

• External Knowledge Base 
 

• Lagan Maps 
-2 phases 

 
• Citizen Mobile 

 
• Employee Mobile 

 
• Optimize processes for current on-

boarded departments 



Data Source: 311 
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NOLA 311 
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Data Source: 311 
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NOLA 311 
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Data Source: 311 
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Key Performance Indicator: Call abandonment rate for 311 

2013 

YTD 
Actual 

Annual 
Target 

Status 

9% ≤ 5% 
On 
Target 

Within 10% of 
Target 

Off Target 

Responsible Organization: Information Technology and Innovation 

Key Performance Indicator: Average monthly percent of 311 first call resolution 

2013 

YTD 
Actual 

Annual 
Target 

Status 

69% 70% 
On 
Target 

Within 10% of 
Target 

Off 
Target 

Responsible Organization: Information Technology and Innovation 

Note: First call resolution includes information requests and undocumented 
calls.  Excludes service requests and department referrals.   
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Backup 



Financial Applications Diagram 
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