
































Information Technology and Change Management January 20, 2010

EXECUTIVE & COMMISSION UPDATE

Departmental Tactical Technology Solutions

In years past, City departments operated and edgagknology solutions based on the func-
tionality and benefits for the individual departrh@ithout much consideration for interde-
partmental sharing of data and information, becéyseally, that was not a realistic option.
Previously, the limitations and functionality offsware also led to processes and procedures
that increased the separation between departmedthat added to redundancy and duplica-
tion of data and information throughout the city.

Today, much has changed, new technology optionktralgpw for the interdepartmental
sharing of data and information as a very realigbiton that can greatly benefit the City.
With planning and forethought new departmental tetbgy solutions can increase efficient
interdepartmental workflows and provide for citye@iquantitative measures, while also
minimizing redundancy and duplication of effort antbrmation.

W We remain committed to our City’s Federated
Model. IT will continue to encourage and sup-
portliberty, defined as freedom within well de-

fined limits and responsibilities, for each depart-

= % S ment. Best Practices have been established by

S "SRR the City's IT Steering Committee and should be

“‘ followed for best results. IT will also work to

encourage decisions that facilitate effective data
R Sharing.

Departmental Technology initiatives include:

Neighborhood Improvement: Accela Mobile -Mobile use of Accela tools is being deployed
in support of building-code and other inspectiditss tool is being considered for true wire-
less use when the WiMAX project commences.

Fiscal: Dynamics and WebProcure Fiscal Services replacement of the City’s financial
management tools with Cogsdale Financials (builtiecrosoft Dynamics GP) and online
procurement management software (WebProcure) taaephe outdated IBM Mainframe
based accounting system continues. The new teatpieslare client server based, run on a
Microsoft SQL server database engine and will fillggrate with many other applications.
Cogsdale provides the front end customization toyrMdicrosoft Dynamics products.

Water: Customer Information System (CIS) -A CIS is not just a billing system. Water Ser-
vices CIS replacement (Harris Cayenta) providesi@grated environment in which utilities
enroll new customers; generate billings; manageicaad collections; track water consump-
tion; track and manage meters; handle customerrisgucomplaints and service orders; and
provide call center support. Utilities often intatyr a CIS with other enterprise systems such
as Geographic Information Systems and the new vidterg customer service information
system will integrate with the City’s VolP and eamerce solutions to provide flexible online
and over the phone customer interaction.
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Departmental Tactical Technology Solutions (atinued)

Income Tax/Assessor/Clerk: Document Image Services’rocurement and standards de-
velopment are underway for document image scamsengces and Optical Character Rec-
ognition (OCR) data capturer and delivery into Gityoon to be deployed Enterprise Con-
tent Management architecture.

Treasurer: eCommerce -The Treasurer’s office plans to collaborate withiranservices
and financial institution to provide a very low feased solution for citizens to make online
payments for property taxes, water bills, parkiogdts, and miscellaneous receivables
(such as refuse cart quarterly fees).

Income Tax: eFiling - An outside vendor, Innovative Software Solutioms,. was hired to
design a program integrating Income Tax’s currefftivare to allow electronic filing. The
first phase of the project, electronic withholdifigng, and payment was completed. Addi-
tional components of the project including electediling of individual tax returns and cor-
porate and partnership income tax filing are ircpss.

Fire: Fire Portal - A SharePoint portal has been developed and deploysdgpport effec-
tive access and management of information througtheuFire Department. This web
based site
provides
effective < — -
and consis- ‘n’ Grand Rapids TEET i B 8; i
tentaccess| Yudrlf Fire Department I-JE

to docu- L Orvig P =

ments, files
announce-
ments and
technology
applications that Fire staff need.

~- -

Library -~ Calendar ~ Administration ~

Executive Office: Microsoft Media Web Streaming- The City replaced the old system
that had been used to capture City Commission mgetvith new Microsoft Media Web
Streaming tools in the spring of 2009. This tedbgy provides the City with the capability
to stream meetings real time to the public and akerthem available for download via the
City’s Internet.

Engineering: Document Image Management A document management system (DMS)
continues to be considered to track and storerel@ctdocuments and images of paper
documents. The term has some overlap with the gisiaé Content Management Systems
and is often viewed as a component of Enterprisgélxd Management Systems and related
to Digital Asset Management, Document imaging, kflowv systems and Records Manage-
ment systems.

13



Information Technology and Change Management January 20, 2010

EXECUTIVE & COMMISSION UPDATE

Departmental Tactical Technology Solutions (continad)

Human Resources: NeoGov NEOGOV automates the hiring process including requi
sition, recruitment, selection, testing, appliceiatking, and reporting of key hiring
metrics such as time-to-hire, recruiting costdf stark-load, EEO and applicant flow,
and applicant quality.

Parking Services: Parking Facility
Automation - Network integration and
automation of parking facilities are
fully underway

Traffic Safety: Traffic Website -

Traffic Safety has been working with a
vendor to create a website that will
provide information to citizens travel-
ing in Kent County related to traffic
congestion, travel delays, and other
traffic related concerns. The contract
includes the addition of necessary se-
curity features to the existing Ad-
vanced Traffic Management System as
well as connecting this website to the
Internet.

a
n

Police: Video Log -The capture and storage of mobile digital vidediane. This re-
guires a cost effective way to store up to 20 Teesbof video data.

Police: CrimeMapping.com -The police department recently deployed a web based
community mapping solution that provides publicesscto information about crime that
has occurred in our city. The goal being thatrimfed citizens can help reduce crime.

ESD Water: Maximo Upgrade -This upgrade of existing facilities workflow manage
ment toolset supporting ESD and Water.

Payroll: Vista Upgrade - The current version of Vista is no longer suppodrd there-
fore upgrades to the current Vista HR and Paygsilesn are required. Further upgrade
of Vista will provide the City with the much needst@dndard timecard entry tools.

Neighborhood: Land Management Improvement -The Land Management Services
Strategy provides the framework for implementirgpiware replacement for Permits
Plus. This strategy provides a coordinated appréaskrvices related to land use, new
construction, and property maintenance. It inclusissen different departments cur-
rently using Permits Plus software, which is coesed a legacy system needing re-
placement. The goal of this strategy is to improwstomer service and staff productiv-
ity through a coordinated, enhanced system.
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Change Management

For decades, many cities like ours have been ceatfierwith strategies, practices, and
innovation that maintained the status quo. Howésay, the status quo is the road to
nowhere. When times are tough, the need for réieolary change is critical. Innovative,
problem-solving change is not just an opportumt2@10, it is an obligation.

Innovative leadership recognizes t;' -
importance of communicating the EESE e — |

vision and informing people, not IS s
only about what itisthatweare = = ——

changing, but also why that chang
matters. People respect and desi
change that really makes a differ-
ence.

Recently, the City Manager ex-
panded the IT department’s focus
include leading a city-wide “chang
management” initiative. Thisis a
planned, top-down, organization
wide effort that will address core ===
business processes. Working together, City anttacdrinformation Technology and Chan
Management (IT-CM) staff, with extensive businesscpss reengineering and organizatio
development expertise, will assess our organizaticorporate culture and recommend wa
to make the City a cohesive, supportive, and ajgisgcmore effective environment.

This initiative will be a well planned, top-dowrrganization-wide effort to increase the
City’s organizational health and effectiveness. Méed to understand the human behavio
element in process change and facilitate adopfidineobehaviors that are necessary to suj
port and sustain this change. Plans are to beigmtiree first steps:

1. We will initiate a First-Steps Change Managentah of Action. With support from
Dr. Steve Robbins, we will outline a Change Managethand Organizational Develop
ment (OD) course of action. This road map willdguthe City through recommended
early adopter change techniques addressing critigdi-priority desired transformatiol

2. We have begun to develop seminars which builthercollaboration and communica-
tion already started with the IT-Steering CommittéB-CM has developed a series of
Organizational Development “nuggets” featuring aeseof exercises and discussion
items intended to introduce OD concepts, ideald,caunsel to build dialog and exper
ence sharing while addressing key operationalulitand organizational health issu
Built on a transformational “journey” theme, th&minute exercises present topics
such as basic OD, thinking, irrational leadershgihrods, understanding change from
changing corporate culture, change therapy, an@.mor
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Change Management (continued)

3. Initial recommendations are intended to serva ashicle toward full-scale sys-
temic change throughout the organization. Thisneduire an enterprise-wide
commitment to coaching standards of transparemicgedelivery, performance
measure and metric for primary services and prej@dhin the City.

Additionally, IT staff welcome department requdstscoaching assistance.

Revolutionary change management compels new betiedgnged attitudes, and transfor-
mational behavior. It is effective collaboratiamaundamental problem solving that im-
proves organizational performance while increasinegcapacity for adapting to new
challenges. It is much more than just adding reshology; even though technology is
often a component of change. It is much more jhsintalking about and planning new
ideas. Revolutionary change management requiresndonent to action and dedication
to seeing that changes are fully implemented andessful.

Accomplishing such revolutionary change will cantgipresent challenges and obstacle
Barriers to revolutionary change will need to bdradsed. Old ineffective ideas will
need to be put aside. Quantitatively opportunibeshange will be measured so that
success can be multiplied as the City’s capacitgriovate and improve grows.

6 6 Revolution doesn't happen when society
adopts new technology, it happe

when society adopts new behaviors:
Here Comes Everybody by Clay Shirky

When it comes to successfully achieving revolutigrchanges, much can be learned
from the Apple iPhone. It models revolutionaryomation with transparency, participa-
tion, and collaboration. Apple made an investmemind provided an “open infrastruc-
ture” and then encouraged others to build on &.a&esult, new apps have been create:
that customers love and the undisputed outcomiei®févolutionary change is that eve-
ryone wins.

So imagine, how can we apply this type of revohaiy change to our City government
so that it becomes an open platform that allowgleeimside and outside of our organiza
tion to provide better services to each other amly®ne else?

Imagine all of the ways that people, both citizand city staff, can take ownership and
responsibility and start making change happeniz€lis are the City’s greatest asset an
when ideas, information, and feedback can be exygthaffectively and then used to
achieve win-win solutions, everyone benefits.
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Change Management....lmagine

Imagine all of the ways that technology can prowdizens an opportunity to par-
ticipate and collaborate. Social media tools bkayging and discussion boards are
fundamental communication tools that our citizess, 50 this is a clear opportunity
for city-wide revolutionary innovation.

Imagine a change strategy that restructures aadmtimes city processes while also
exploiting technology to deliver maximized serviegdowered cost. One example
of a project that is underway is Interactive VoResponse (IVR). IVR involves the
ability for citizens to call anytime and get fastcurate answers to questions from a
computerized Interactive Voice Response (IVR) syste

Imagine a citizen who pulls out their cell phonegss a picture of a pot hole, and
send the photo along with a question about theiemfall straight to the City. A
dispatcher, using Automatic Vehicle Locator (AViL)en quickly schedules the pot
hole to be filled by the closest truck and the aarste the water bill question is im-
mediately answered via email. The satisfied aititeen takes a minute to update a
City blog with a positive success story.

Just imagine what can be accom-
plished with revolutionary change
initiatives that include transpar-
ency, public participation, and col-
laboration. Citizens will receive
faster and more accurate services.
City employees will maximize

their time because new processes
have eliminated redundant time
wasters.

Innovation and change can have an
amazing ripple effect. One drop
can initiate a cascade of possibility,
each concentric circle gaining in
size and traveling further. We are
seeing the benefits of the initial rip-
ples of change generated by IT. It
is our intent, that the ripples of change will grambe embraced by the whole City
and beyond. Imagine all of the ways that proceggarements in departments and
across department lines can dramatically improwe Wwe serve citizens.
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