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“...The oversight and management of 
intradepartmental and interdepartmental 
technology, sustainability, and performance 
initiatives and programs...”



4 QUESTIONS



HOW TO PROVIDE TOP CUSTOMER SERVICE?



OTRS SERVICE REQUEST PROCESS MAP



14,976 CLOSED TICKETS IN 2014



16,820 CLOSED TICKETS IN 2015



OTRS KPIs



HARDWARE- PRINTERS

• Cut the printing fleet by 
40%

• Increase City Wide 
Duplexing Ratio from 14% 
to 30%

• Increase City Wide B/W 
ratio from 77% to 80%



NETWORK SHAPING AND MONITORING
Good IT is when you don’t realize it is there 



SOFTWARE INVENTORY 



311 ORIGIN VOLUME 2013-2015
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TOP 10 311 REQUEST TYPES

311 Call Drop Rate
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HOW TO BEST ENGAGE WITH THE USER?



CITY CABLE CHANNEL
• 500+ hours of City Channel 

Pittsburgh programming
• Over 200 new and original 

independent content items
• Live streaming available



CABLE RENOVATIONS
Before After



MOST ENGAGING TWEETS

@PGHIP / @PGH311



WWW.PITTSBURGHPA.GOV



HOW TO LEVERAGE PARTNERSHIPS?



GRADUATE STUDENT PROJECTS
UASOTRS Help Desk

Beta PGH

Digital Equity

Renewable Energy 

Network Situational Awareness

BYOD



METRO21

CCB Lighting & Plugs Consumption Indoor Environmental Quality





Code for America 

Buildpgh.com/beacon

Beacon



GREEN GARAGES

• Lighting Code change
• Leverage $470K grant with PA 

Energy Dept. and GBA
• Save $60-90K a month in electric 

bills
• Improvements in air quality and 

emissions reductions 



ROCKEFELLER 100 RESILIENT CITIES

Resilient Pittsburgh Deliberative Forum



WESTERN PA REGIONAL DATA CENTER

Wprdc.org



MOST POPULAR CITY DATASETS

• 311
• Pittsburgh PLI Violations Report
• Pittsburgh Police Incident Blotter
• Pittsburgh – PRA Main St.
• Pittsburgh Bridges

• Pittsburgh 2014 CDBG Census Tracts
• Pittsburgh 2014 CDBG Block Groups
• Pittsburgh Uptown IPOD Zoning District
• Pittsburgh Beautify The Burgh
• Pittsburgh City Boundary



HOW TO BEST SERVE AND PROTECT THE CITY?





STAFF DEVELOPMENT
• Quarterly Presentations and Newsletter
• Online and Data Training

• Speaker Series
• 21 interns and fellows



PERFORMANCE TRAINING

• Pilot with 3 Departments
• Empowering staff to improve 

operations and outcomes
• Next class starts in May



4 Questions 

• How to provide top customer service?
• How to best engage with the user?
• How to leverage partnerships?
• How to best serve and protect the City? 



Year 3

• 311 Day 
• Inclusive Innovation Week 
• OTRS Reforms
• Resilience- Cybersecurity 
• Cloud base systems 
• Stats meetings
• More partners for Regional Data Center
• Resilience Plan for the City 
• Citiparks Wifi
• And More….



VIDEO






To transform Pittsburgh into a world-class city through intersections of technology, 
sustainability, and performance; and to foster a culture of people-centric 
innovation and accountability at all levels and sectors of society



THANK YOU!
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