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e |TI Review

e NOLA 311 Review




ITI feels really good about the progress made recently

eOne-Stop-Shop Launch

-Nola.gov/onestop

ePlanning Viewer Launch
-Gis.nola.gov/apps/planningviewer

*\Website Refresh/Migration

*NOLA 311 One Year Anniversary



Nola.gov Web Site Migration

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



Historic District Landmarks
Commission

Map

How To Apply

Design Guidelines

Commission Meetings & Agendas
HDLC Mission & Ordinances

Commissioners & Architectural Review

Committee
Historic Landmarks
FAQ

Contact Us

Historic District Landmarks Commission

Attention: New Orleans HDLC April Commission Meeting Rescheduled

The April 11, 2013 Mew Orleans Histaric District Landmarks Commission Meeting has been rescheduled to
Wednesday, April 10, 2013 at 1:00 p.m. in the City Council Chamber.

About us:

The Historic District Landmarks Commission (HDLC) is the City's regulatory agency for local Historic District

Landmarks Commissions outside of the Vieux Carre 5, Established in 1976, this agency provides the staff and
office space for the two Commissions, the New Orleans Historic District Landmarks Commissicn and the Central
Business District Historic District Landmarks Commission.

The two historic district safeguard the heritage of the City by preserving and regulating historic landmarks and
historic districts which reflect elements of its cultural, social, economic, political and architectural history. They

preserve and enhance the quality of neighborhoods, strengthening the City’s economic base, stimulating the
tourist industry, improving property values, fostering economic development, and encouraging growth.

g

Areyouin a
historic district?

Guidelines

K

about performing work to the

Everything you
need to know

exterior of 2 building lecated in a
historic district

HDLC Mission &
@ Ordinances

A
How to Apply

Apply to perform

work to the exterior
of a building located

in a Historic District

\&i}‘#‘ Calendar &
Agendas

Commission Meeting Calendar &
Agendas for New Orleans & CBD
Historic Districts

g Historic Landmarks

Most Requested Services

Design Guidelines

Download Application =
Check Application Status Online
Current New Orleans

HDLC Commission Meeting
Agenda

Current CBD

HDLC Commission Meeting
Agenda

Commissioners &
Architectural
Review Committee

Dj Document Library

@ External Resources

Contact HDLC




In 2018, New Orieans will
celebrate its 300th anniversary
by becoming a

top ten fittest city

in the United States.

Learn more about Fit NOLA

Health Department new orleans
e _ Health Department %ealth

Data and Publications department
Family Health ~  New Orleans Health Department receives Roadmaps to
Frequently Asked Questions Health Prize from the Robert Wood Johnson Contact Us
Health Care Access - FOUI’IdﬂtiOI’I 1300 Perdido 5t.

i The City of New Orleans is one of six Iwi fthe Robert oulte 8518
Healthy Lifestyles e City of New reans_ is one of six inaugura wmnerso_ e Ro e_ e T mre T
Laws and Permits Woed Johnson Foundation (RWJF) Readmaps to Health Prize. The prize
_ honers outstanding community partnerships across the United States (504) 658-2500
TresrEmE e which are helping residents live healthier lives. The New Orleans P
Violence Prevent Dr. Karen DeSalvo
Violence Prevention -

Health Department has received a cash prize of $25,000 in recognition
of its efforts and plans to use the funds to further the Fit NOLA

initiative. Charlotte Parent
Deputy Director

Health Commissionar

B Read the Mayor's press release

B Learn more about the prize on the RWIF site

Watch the prize video Health Emergency?
Call 911




Revenue - Sales Tax
Permits & Licenses
Businesses

Audits & Enforcement
Sales Tax

Contact Us

Bureau of Revenue - Sales Tax Contact Info

Department of Finance
The Bureau of Revenue - Sales Tax provides a number of services for Bureau of Revenue - Sales Tax
businesses and citizens in New Orleans. These include: 1300 Perdido 5t., RM 1W15

B Administer and enforce ordinances pertaining to collection of sales, e s TS

hotel-motel, parking and various other taxes in accordance with the Phone: (504) 658-1666
Code of the City of New Orleans Fax: (504) 658-1606
B Provide businesses the ability to obtain necessary permits and licenses
fo operate a business in the City of Mew Orleans, including bed and
breakfast establishments, Mardi Gras and mobile vendors, and
entertainers and artists operating in Jackson Sguare and Pirates Alley.
B |ssue Resale Cerfificates to allow businesses to purchase items without B/It's Tax Season

paying sales tax, if items will be resold in the normal course of
i ) S TIE
operating business. Get the forms you

For full contact info, click here.

need to file your
Frequently Requested Services: o

returmn.

Eilg Register a &£ pay Sales Tax
Business Online

Apply for a Permit Obtain a Resale & EE‘?E“I.SIES&
"= Certificate

7 Become a Mardi E Contact Us
Gras Vendor

Share this poge © B 9 M BD 2 CE @ g™

. Was this page helpful?

Dves © No

Last updated: 2/18/2013 2:37:00 PM




Revenue - Sales Tax
Permits & Licenses
Businesses

Audits & Enforcement
Sales Tax

Contact Us

Bureau of Revenue - Sales Tax

The Bureau of Revenue - Sales Tax provides a number of services for
businesses and citizens in New Orleans. These include:

Frequently Requested Services:

Contact Info

Department of Finance
Bureau of Revenue - Sales Tax
1300 Perdido St., RM 1W15

Administer and enforce ordinances pertaining to collection of sales, e s TS

hotel-motel, parking and various other taxes in accordance with the
Code of the City of New Orleans

Provide businesses the ability to obtain necessary permits and licenses
fo operate a business in the City of Mew Orleans, including bed and
breakfast establishments, Mardi Gras and mobile vendors, and
entertainers and artists operating in Jackson Sguare and Pirates Alley.

Phone: (504) 658-1666
Fax: (504) 658-1606

For full contact info, click here.

Issue Resale Cerfificates to allow businesses to purchase items without
paying sales tax, if items will be resold in the normal course of
operating business.

g;lt's Tax Season

Get the forms you
need to file your
business' sales tax

returmn.

Eilg Register a &£ pay Sales Tax
Business Online

g PERMITS &
LICENSES

Apply for a Permit Obtain a Resale
=] Certificate

7 Become a Mardi
Gras Vendor

E Contact Us

Share this poge © B 9 M BD 2 CE @ g™

. Was this page helpful?
Dves ©No

_ Feed baCk On every pagaéupdated:2I181‘2D132:3?:00PM
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e Recent Accomplishments

e Four Year Outlook

e |TI Review

e NOLA 311 Review



The tactical plan has been set for f,\%
some time 7~

Innovation

Value-Added

Services » Expanded partnerships

_ and collaboration
Build

- - -Across cit

Foundation = Differentiated government,

service offerings businesses and
- glot onl%/ technology constituents
H1F e Investments to ut performance
Stab I l 1Z€ Support mission improvement also
Environment critical systems - Culture of continuous
improvement

e Business process

= Establish standards = Establish project SUtomation

management office
and governance J » Sharing of knowledge
» Reorganize, staff and

: e Business and
train people

e Reduce risk of critical

system failure constituent tools - Strategic investments
- -Informed decision to create opportunities
L = Create partnerships to i . ]
= Proactive instead of improvepinformatign making . for innovation
reactive actions sharing -Improved city services
e Create customer e Establish IT

service culture Governance Council 10



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

ILLUSTRATIVE

——————————————

Desired State

, Initial forecast of | 1 Stabilizing activities will
' Stabilizing efforts was 1! continue due to delayed
' 60% 1 hiring and budget cuts !

11



L [ ibhaptone b
Status of ITI Initiatives RN | PY
EOY 2011 - - Not functional e

Goal 4: Innovation ILLUSTRATIVE

Online
Onséfrt]%tt)t}ﬁhop Payments Collaboration
9 (E-City Hall)

Goal 3: Value-Added Services
311 Payroll Web Tools CJIS/OPISIS

Goal 2: Build The Foundation Business
ol Life Cycle Helpdesk Continuity/
9 Management Enhancement Disaster
Recovery
Enterprise
Network Enterprise IT Project Web Portal &
Upgrades Security Management Content
Management
Data Center .
Wireless -
GIS Ops & S Email
Seree i Communication

Goal 1: Stabilize The Environment

Strategic Management Enterprise IT Budget HR
Planning Infrastructure Architecture  Management  Management Procurement Law




|:| - Fully functional being
maintained

|:| - Partial functionality/
in implementation

)
[l - Not functional A
Goal 4: Innovation Vil ILLUSTRATIVE
) : obility
Onpeefrt&%iﬁhop E-City Hall Collaboration Applications
9 & Services
Goal 3: Value-Added Services Data
NOLA311 Payroll Web Tools CJIS/OPISIS Reporting
& Analytics
Goal 2: BuHc: TheI Foundat|0r|1 . Business
. Life Cycle Helpdes Continuity
ERP Training Management Enhancement Disaster
Recovery
Enterprise
Network Enterprise IT Project Seat/License Web Portal &
Upgrades Security Management Management Content
Management
Data Center Service & .
A Data Wireless -
GIS Conggl?d%tion hﬁgnp;bcgr%ggt Warehousing Communication Email
Goal 1: Stabilize The Environment
Strategic Management Enterprise IT Budget HR
Planning Infrastructure Architecture Management Management Procurement

Law




Agenda

e Recent Accomplishments

e Four Year Outlook

e |TI Review

» Budget Update

» Performance Update
» Project Update

e NOLA 311 Review
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The ITI appropriation amounts to $13.4M across five ﬁ%
organizational codes T

15



After a little over 3 months, ITI has spent or ﬁ\%
encumbered 38% of its 2013 appropriation R

e Spend is normal for this time of the
year

e [Tl continues to revise its 2013
roadmap to maximize the given
budget

16



Agenda

e Recent Accomplishments

e Four Year Outlook

e |TI Review
» Budget Update

» Performance Update

» Project Update

e NOLA 311 Review

17



Considerable progress has been made on

the helpdesk workorder backlog e

Work kl
orkorder backlog BGreater than 30 days

2,000 010 - 30 days
1,695 @Less than 10 days

1,628

1,500{ , M oo

1,0001

5001

I I 382 385 388 395 403
I I 255 255 259 237 230 235 21, gum

187 178 179 200 . 218
= A= =1un 142
[ | | b b B ___

] [
|
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
Total Closed
Tickets 1.4K1.7K 2.3K1.7K 2.5K2.7K 2.8K 1.9K 1.8K 1.4K 1.7K 1.4K 1.4K 1.7K 1.9K 1.6K 1.8K 1.9K 2.0K 1.3K 1.7K 2.0K 1.5K 1.3K 2.3K 2.2K 3.1K
Abandonment
Rate 43% 26% 27% 25% 24% 29% 26% 23% 18% 17% 25% 21% 33% 15% 21% 21% 26% 15% 16% 14% 21% 18% 20% 14% 15% 10% 12%

\ v A N j\/'j

2011 2012 2013

18



. - Met SLA target

ITI Performance Dashboard O - SLA not met (within 10-20%)
H9|p Desk January 2013 @ - SLA not met (everything else)

Helpdesk Volume
4,000 3 513 Customer Service

Abandoned Performance (Over 12 Months) TOp 10 |SSU€S
gl 20%1 1007 and Requests

3,0001 Hang-ups
-787

1. Software

- R 801 .Access and Control -
Not able | Granting User

! 601 - Access

to

|

|

2,0001

. Printing/Scanning
collect .Computer
401 .Desk Phone
.Mainframe
. Systems
.AD Create User
.Mobile Phone

Total Unanswered New Closed Net Total i call ) Net 0.Voicemail

Calls Calls Tickets Tickets Abandonment Promoter
Rate Score

Helpdesk

_————

i
Infrastructure Vendor Uptime Outages (Sev 1)

100.00%- 99.99%
Habili : - CNORS
Server Availabilit Server Backu 90%
- : ' Teresten - 1/18/2013: CNORS could not

process payments due to virus
infection on server.

Priority #1 O 100%
0

99.999% e Financial Integrations

- 1/18-29/2013: AFIN,
BuySpeed and Great Plains
could not communicate with

99.00% ggg% 100% 100% each other due to an account

Internet configuration problem. New
Telecommunications PO’s could not be created
Email Uptime vptime Network LAN Uptime because spending could not be

100.00%1 - 100.00%) ceem  Semm 100.00%1 e reconciled with the general

Target 99.99% Target 99.99% Target 99.99% |edger_

99.973%

Priority #3

Phones Voicemail




. - Met SLA target

ITI Performance Dashboard O - SLA not met (within 10-20%)
H9|p Desk February 2013 @ - SLA not met (everything else)

Helpdesk Volume .
3,0007 Customer Service

Performance (Over 12 Months) Top 10 Issues
2,190 20%1 1007 and Requests

-350 -——= &0

. Software
. Printing
.Computer

|
Not able
| 601 .Access and Control
1
1

to

.Desk Phone
collect

.User Account

. Information Request
. Systems

.Web
0.Network/Telecom

Helpdesk 404

_————

Total Unanswered New Closed Net Total } call ) Net

Calls Calls Tickets Tickets Abandonment Promoter
Rate Score

i
Infrastructure Vendor Uptime Outages (Sev 1)

100.00%

100.00%"
Server Availability Server Backup A " Target99.99%6 | GL Integrator

- 2/18/2013 — 3/6/2013: The GL
Integrator was unable to send
financial information to Great

Priority #1 O 1 Plains due to an expected side

99.999% 99 96% 100% effect of a security patch.

Priority #3 " 100%
99.00% 99.99% 00% 100%

Internet

Telecommunications

Email Uptime Uptime Network LAN Uptime

100.00% 100.00% 100.00% 99.98% 100.00%
3 3 ) -~

100.00%

-- 100.00%
Target 99.99% Target 99.99% Target 99.99%

Phones Voicemail




. - Met SLA target

ITI Performance Dashboard O - SLA not met (within 10-20%)
H9|p Desk March 2013 @ - SLA not met (everything else)

Helgdesk Volume
2,976

3,0007 Abandoned Customer Service

Calls Performance (Over 12 Months) Top 10 Issues
H o
e 20% 100, and Requests

. Software

. Printing

1 .Computer

| 601 .Access and Control
|

|

-——- = 801

Not able
to

. Information Request
collect

.Mainframe System
. Systems

.User

.Phone (Desk)

Helpdesk 404

_————

Unanswered New Closed Net Total call ) Net
Tickets Tickets Abandonment Promoter
R

Infrastructure Vendor Uptime

100.00%"
Server Availability Server Backup Target 99.99%

100.00%

< No Severity 1 outages
reported

Priority #1
99.999% 100%

Priority #3

99.00% 100%

Internet

Telecommunications
Email Uptime Uptime
100.00% 99.97% 100.00%
100.00%: I 100.00%1. . 100.00%-

Target 99.99% Target 99.99% Target 99.99%

Network LAN Uptime
100.00%

:Disclaimer: Monitoring software
for Server Availability and
1Server Backup stats was not
1configured correctly, therefore
Istats were not obtainable.

I

Phones Voicemail " I
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e Recent Accomplishments

e Four Year Outlook

e |TI Review

» Budget Update
» Performance Update

» Project Update

e NOLA 311 Review
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ITI Projects Dashboard

Project

Description

Status

Budget

Completion

Date

@ - On schedule & on budget

(O - Either schedule or budget
has issues

@ - Off schedule or budget

Comments

311
Departmental
On-Boarding

* Re-launch of call center

and CRM technology

* 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.

Upgrade

* Upgrade of all
telecommunications
infrastructure

L]
N
O
N
o
o
w

Continue PC Life Cycle
Management. Upgrade
memory and image on all
computers

.
N
o
=
w

Rollout with the exception of NOPD is 80% complete
NOPD Scheduled start 05/2013

Outsource Payroll to 31
party vendor

. « $2-2.5M
annually

L]
IN
O
N
o
[
w

Completing business analysis phase.
Configuration phase to begin.

Testing, Implementation Plans under Development
First Live Pay Check Targeted for 10/1/13

Release of the RFP on hold pending funding source
Funding for project still not identified
Considering second RFP for financing

Outsource email to
Microsoft Cloud

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

@ o

» 2013

Infrastructure upgrade complete.
Procuring additional hardware, software and services
to facilitate application testing.

23
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Ar

2013 NOLA 311 Roadmap +

Departmental Onboarding Technology Enhancements

» Safety & Permits = External Knowledge Base
-2 phases

= Lagan Maps

* Mosquito & Termite -2 phases

e Park & Parkways
« Citizen Mobile

» Health Department

e Employee Mobile
e Taxicab Bureau ploy

e Finance « Optimize processes for current on-
boarded departments

= NORDC

= Registrar of Voters

25



NOLA 311 Performance

NOLA 311

Total Calls 311 Requests
mmm Calls Average Calls Per Day m Service Requests: DPW Maintenance Backlog
40000 m Service Requests
Referrals
35000 = Info Requests
30000 25000
25000 20000 3I0
2976
20000
15000
15000
10000
10000
5000 5000 -
O n 0 i
§ N ¥ 3 R I S & & ;
?Q Q& 50 3\) ?gg %QQ Oo eo OQ) 5‘2} <(® @Q ?Q @’b\'\ 5\)(\ 30 OQ %Q)Q Oc’ eo

Data Source: 311 26



Seconds

100
80
60
40
20

0

NOLA 311

Average Call Length Average Hold Time
s Average Call Length Target (160) 162 s Average Hold Time Target (15)
140—140 147 145151 150 80 70 64

3 124

113 113 120 12

Seconds

?Q\ @’ﬁ 5\)0 3& ?"\)Q’ %QQ Oc}' eOA 000 5’00 QQP ®@

Average Agent Scores
mJan-13 = Feb-13 mMar-13

]
]
]
]

Call Documentation Score Warm Transfer Score Quality Scores Ready Time Score Average Call Time Score
Scores by Agent (YTD Actual)

Call Documentation Score ®Warm Transfer Score ®Quality Scores ® Average Call Time Score ®Ready Time Score

97, 98 10000 94100 By  ool00 100 669510000 100

©
o
©
(@]

Agent 1 Agent 2 Agent 3 Agent 4 Agent 5 Agent 6 Agent 7 Agent 8

*Note: Average Call Time and Ready Time scores only available for March.

Data Source: 311 27



Key Performance Indicator: Call abandonment rate for 311

Responsible Organization: Information Technology and Innovation :

mmmm Abandonment Rate Target (5%)
20% 18%
16%
15% 2%
10% 10%
9% 9%
10% 7% 7% sor 6%
et e oA EEE
On Within 10% of Off Target 0% - . .
Target A Target ’ R
&/ Q’ \/ I I \{ c)/ Q’ 4 KI
?Q @’b\\ 5\) 50 ?“OQ %Q)Q oo eo O@ N Qép @'b
Key Performance Indicator: Average monthly percent of 311 first call resolution
Responsible Organization: Information Technology and Innovation
mmmm First Call Resolution Target (70%)
0,
100% . 81% 80%
709
80% 64% '~ ° 65% 60%
60% 46% 45%
40% 33 o
=
69% 70% A 0% 4+
N4 NZ
On Within 10% of Off o q X \' N \' NS AGINN o »
Target A Target Target ) @'Zﬁ Y ® S BQ’Q Qéo @6\

Data Source: 311

Note: First call resolution includes information requests and undocumented
calls. Excludes service requests and department referrals. 28
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Financial Applications Diagram

Integrator

»
I

Mainframe /

BuySpeed

CNORS

LockBox FR

=<
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