STATE OF THE DEPARTMENT — INNOVATION & PERFORMANCE
DEBRA LAM
22 FEBRUARY 2016



Bill No: 2014-0053
20 February 2014

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






HOW TO PROVIDE TOP CUSTOMER SERVICE?



OTRS SERVICE REQUEST PROCESS MAP
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14,976 CLOSED TICKETS IN 2014
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16,820 CLOSED TICKETS IN 2015
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OTRS KPls

Goal: At least 50% of IT Requests should be solved by the HelpDesk Achieve a survey response rate of at least 20%
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Average days to close an OTRS ticket should be less than 9 days Receive at least a "4" in satisfaction on both survey guestions
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Avg Resolution Avg Communication




HARDWARE- PRINTERS

e 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

0 Software Inventory

IR Enterprise Wide
$ 4,080,722

2015 Enterprise Wide Software Spending
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[ Expiration Report

Count of Software by Owner Department

[shl User Department Software Count

Count of Software by User Department




311 ORIGIN VOLUME 2013-2015
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4.20%

Abandonment Rate

311 Call Drop Rate

0.55%

TOP 10 311 REQUEST TYPES

Top Ten Request Types

Violations

Potholes

@ Potholes

@ Violations
Snow/lce remaoval
Replace/Repair a Sign
Overgrowth
Missed Pick Up
Building Maintenance
Paving Request

@ Street Light - Repair

@ Pruning (city tree)




HOW TO BEST ENGAGE WITH THE USER?



CITY CABLE CHANNEL

e 500+ hours of City Channel
Pittsburgh programming

e Over 200 new and original
independent content items

* Live streaming available




CABLE RENOVATIONS

After




MOST ENGAGING TWEETS

@ PGH311 Follow Q Pittsburgh I8P Follow

City leaders @billpeduto, @danielgilman, &
many more speak tomorrow about inclusive

lamPotholes We do have a very particular set innovation! Launch #PGHRoadmap
of skills, that make us a nightmare for #potholes
like you We will find you & we will fill you

13 16 cal-BEELNE

for Inclusive
Innovation
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(4 Pittsburgh I8P

@ PGH311 Follow

Happy Birthday to Pittsburgh Icon Mr.

FredRogers who would have been 87 today.
Today in his honor we celebrate Wont You Be
My Neighbor Day

41 24 ARSOSB 81

@ PGH311 2+ Follow

Today, we honor #Pittsburgh bravest & finest,
its fallen angels & their families.
PghPublicSafety #Lest\WeForget

ERIC KELLY

BEITEROAR

@PGHIP / @PGH311



Cinema in the Park

WWW. PITTSBURGHPA.GOV

Home  Mayor City Council

P}Hﬁ.ﬂ!ﬂ gh*ﬁ. Bicentential
In 2016, : sWMWIaJrJH'HHJﬂ!ﬂ

Dollar Bank Cinema In The Park

City Controller
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311 Resources AskPGH Search

ATk 053"
o I_EVEI_ I SNOW /ICE

SNOW RESOURCE CENTER
AskPGH

Start typing here. .

WELCOMINGIRITTSBURGH|
BUARN

Welcoming Pittsburgh




HOW TO LEVERAGE PARTNERSHIPS?



GRADUATE STUDENT PROJECTS

Digital Equity Network Situational Awareness OTRS Help Desk UAS

Geo-Fencing

September 0 Mavember
» Alrports » Schools * Heavily populated areas
* Hospitals * Power plants » Temporary flight restrictions

Data A Banchmarking Dasign Build &
Root Caul Obswrvations Interviews Recommandationd
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DomLe AR il - City of Pittsburgh

In the City of Mitvbargh

n: Aditya Anil B.!‘EFI.II'& Xi Dal, Jorge Medina, Sunil David, Yunxin Li
r: Sidney Faber

Carnegice Mellon University

Renewable Energy Beta PGH

oo Proposed Timeline

- Framing the Project iy §
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o . et f Pittsbureh . R ) January February March April
s Ruundlablul Program Startups Team reviews .‘lnrlups
held with announced 1] submit B assesses approved for
stakeholders promoted applications applications pilots by 6/1
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it Execution plan, ot next steps stories

recos for General BYOD

tnership goals. 8 timeline determined shared
formalized agread on completed

— New startup applications
reviewed guarierly




METROZ21

CCB Lighting & Plugs Consumption Indoor Environmental Quality




MetroLab Network

Home About Goals & Scope Projects Join Contact

City of Pittsburgh
Carnegie Mellon University

Smartphone-based Roa

City Building Data Analytics tra

and me




Code for America

Beacon

Beacon

Your business may have
just what the City of
Pittsburgh needs.

Find opportunities to sell to the City and
sign up for emails about future ones.

Subscribe

FREQUENTLY ASKED QUESTIONS

Does the City have special
requirements for businesses?

When applying for City contracts, your business

Buildpgh.com/beacon



GREEN GARAGES

e Lighting Code change

* Leverage S470K grant with PA
Energy Dept. and GBA

e Save S60-90K a month in electric
bills

/‘ * Improvements in air quality and
y emissions reductions




ROCKEFELLER 100 RESILIENT CITIES

Resilient Pittsburgh Deliberative Forum




WESTERN PA REGIONAL DATA CENTER

cCfi [ v =
R D O About Data News Get Involved Resources Contact
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Browse our most popular datasets

12% datasets and growing

Groups/Topics Organizations

Health

ance

Woprdc.org



e 311
* Pitts
e Pitts
* Pitts
e Pitts
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MOST POPULAR CITY DATASETS

n PLI Violations Report
n Police Incident Blotter
n —PRA Main St.

n Bridges

* Pittsburg
e Pittsburg
 Pittsburg
e Pittsburg
 Pittsburg

n 2014 CDBG Census Tracts

n 2014 .CDBG Block Groups

n Uptown IPOD Zoning District
n Beautify The Burgh

n City Boundary



HOW TO BEST SERVE AND PROTECT THE CITY?
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STAFF DEVELOPMENT

e Quarterly Presentations and Newsletter e Speaker Series
 Online and Data Training e 21 interns and fellows

¥

. - -y H, '
VOLUNTEER |
IREE TENDERS
AT WORK




PERFORMANCE TRAINING

* Pilot with 3 Departments

* Empowering staff to improve
operations and outcomes

e Next class starts in May




 How to provide top customer service?
* How to best engage with the user? 4 Questi
 How to leverage partnerships? HESHIONS

 How to best serve and protect the City?



Year 3

e 311 Day

 Inclusive Innovation Week

e OTRS Reforms

e Resilience- Cybersecurity

e Cloud base systems

e Stats meetings

 More partners for Regional Data Center
e Resilience Plan for the City

e Citiparks Wifi

e And More....









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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