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Departmental Tactical Technology Solutions 
 
In years past, City departments operated and engaged technology solutions based on the func-
tionality and benefits for the individual department without much consideration for interde-
partmental sharing of data and information, because typically, that was not a realistic option.  
Previously, the limitations and functionality of software also led to processes and procedures 
that increased the separation between departments and that added to redundancy and duplica-
tion of data and information throughout the city.    
 
Today, much has changed, new technology options might allow for the interdepartmental 
sharing of data and information as a very realistic option that can greatly benefit the City.  
With planning and forethought new departmental technology solutions can increase efficient 
interdepartmental workflows and provide for city-wide quantitative measures, while also 
minimizing redundancy and duplication of effort and information. 

 

We remain committed to our City’s Federated 
Model.  IT will continue to encourage and sup-
port liberty, defined as freedom within well de-
fined limits and responsibilities, for each depart-
ment.  Best Practices have been established by 
the City’s IT Steering Committee and should be 
followed for best results.  IT will also work to 
encourage decisions that facilitate effective data 
sharing.   
 

Departmental Technology initiatives include: 
 

Neighborhood Improvement: Accela Mobile - Mobile use of Accela tools is being deployed 
in support of building-code and other inspections. This 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 (built on Microsoft Dynamics GP) and online 
procurement management software (WebProcure) to replace the outdated IBM Mainframe 
based accounting system continues.  The new technologies are client server based, run on a 
Microsoft SQL server database engine and will fully integrate with many other applications.  
Cogsdale provides the front end customization to many Microsoft Dynamics products. 
 

Water: Customer Information System (CIS) - A CIS is not just a billing system. Water Ser-
vices CIS replacement (Harris Cayenta) provides an integrated environment in which utilities 
enroll new customers; generate billings; manage credit and collections; track water consump-
tion; track and manage meters; handle customer inquiries, complaints and service orders; and 
provide call center support. Utilities often integrate a CIS with other enterprise systems such 
as Geographic Information Systems and the new water billing customer service information 
system will integrate with the City’s VoIP and ecommerce solutions to provide flexible online 
and over the phone customer interaction.  
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     Departmental Tactical Technology Solutions (continued)  
 

Income Tax/Assessor/Clerk: Document Image Services - Procurement and standards de-
velopment are underway for document image scanning services and Optical Character Rec-
ognition (OCR) data capturer and delivery into City’s soon to be deployed Enterprise Con-
tent Management architecture.  
 
Treasurer: eCommerce - The Treasurer’s office plans to collaborate with online services 
and financial institution to provide a very low fee based solution for citizens to make online 
payments for property taxes, water bills, parking tickets, and miscellaneous receivables 
(such as refuse cart quarterly fees).  
 
Income Tax: eFiling - An outside vendor, Innovative Software Solutions, Inc. was hired to 
design a program integrating Income Tax’s current software to allow electronic filing. The 
first phase of the project, electronic withholding, filing, and payment was completed.  Addi-
tional components of the project including electronic filing of individual tax returns and cor-
porate and partnership income tax filing are in process. 
 
Fire: Fire Portal - A SharePoint portal has been developed and deployed to support effec-
tive access and management of information throughout the Fire Department.  This web 
based site 
provides 
effective 
and consis-
tent access 
to docu-
ments, files, 
announce-
ments and 
technology 
applications that Fire staff need. 
 
Executive Office: Microsoft Media Web Streaming - The City replaced the old system 
that had been used to capture City Commission meetings with new Microsoft Media Web 
Streaming tools in the spring of 2009.  This technology provides the City with the capability 
to stream meetings real time to the public and to make them available for download via the 
City’s Internet. 
 
Engineering: Document Image Management - A document management system (DMS)  
continues to be considered to track and store electronic documents and images of paper 
documents. The term has some overlap with the concepts of Content Management Systems 
and is often viewed as a component of Enterprise Content Management Systems and related 
to Digital Asset Management,  Document imaging, Workflow systems and Records Manage-
ment systems.  
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Departmental Tactical Technology Solutions (continued)  
 
Human Resources: NeoGov - NEOGOV automates the hiring process including requi-
sition, recruitment, selection, testing, applicant tracking, and reporting of key hiring 
metrics such as time-to-hire, recruiting costs, staff work-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.  

 
Police: Video Log - The capture and storage of mobile digital video archive.  This re-
quires a cost effective way to store up to 20 Terabytes of video data. 
 
Police: CrimeMapping.com - The police department recently deployed a web based 
community mapping solution that provides public access to information about crime that 
has occurred in our city.  The goal being that informed 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 supported and there-
fore upgrades to the current Vista HR and Payroll system are required. Further upgrade 
of Vista will provide the City with the much needed standard timecard entry tools. 
 
Neighborhood: Land Management Improvement - The Land Management Services 
Strategy provides the framework for implementing a software replacement for Permits 
Plus. This strategy provides a coordinated approach to services related to land use, new 
construction, and property maintenance. It includes seven different departments cur-
rently using Permits Plus software, which is considered a legacy system needing re-
placement. The goal of this strategy is to improve customer service and staff productiv-
ity through a coordinated, enhanced system. 
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For decades, many cities like ours have been comfortable with strategies, practices, and 
innovation that maintained the status quo.   However today, the status quo is the road to 
nowhere.  When times are tough, the need for revolutionary change is critical.  Innovative, 
problem-solving change is not just an opportunity in 2010, it is an obligation.  
 
Innovative leadership recognizes the 
importance of communicating the 
vision and informing people, not 
only about what it is that we are 
changing, but also why that change 
matters.  People respect and desire 
change that really makes a differ-
ence.   
 
Recently, the City Manager ex-
panded the IT department’s focus to 
include leading a city-wide “change 
management” initiative.  This is a 
planned, top-down, organization 
wide effort that will address core 
business processes.  Working together, City and contract Information Technology and Change 
Management (IT-CM) staff, with extensive business process reengineering and organizational 
development expertise, will assess our organization’s corporate culture and recommend ways 
to make the City a cohesive, supportive, and appreciably more effective environment.   
 
This initiative will be a well planned, top-down, organization-wide effort to increase the 
City’s organizational health and effectiveness.  We need to understand the human behavior 
element in process change and facilitate adoption of the behaviors that are necessary to sup-
port and sustain this change.  Plans are to begin with three first steps: 
 

1. We will initiate a First-Steps Change Management Plan of Action.  With support from 
Dr. Steve Robbins, we will outline a Change Management and Organizational Develop-
ment (OD) course of action.  This road map will guide the City through recommended 
early adopter change techniques addressing critical, high-priority desired transformation. 

 

2. We have begun to develop seminars which build on the collaboration and communica-
tion already started with the IT-Steering Committee.  IT-CM has developed a series of 
Organizational Development “nuggets” featuring a series of exercises and discussion 
items intended to introduce OD concepts, ideals, and counsel to build dialog and experi-
ence sharing while addressing key operational, cultural, and organizational health issues.  
Built on a transformational “journey” theme, these 20-minute exercises present topics 
such as basic OD, thinking, irrational leadership methods, understanding change from a 
changing corporate culture, change therapy, and more. 

 Change Management 

Revolutionary 

Innovation 
Status Quo 
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3. Initial recommendations are intended to serve as a vehicle toward full-scale sys-
temic change throughout the organization.  This will require an enterprise-wide 
commitment to coaching standards of transparent service delivery, performance 
measure and metric for primary services and projects within the City. 

 
Additionally, IT staff welcome department requests for coaching assistance.   
 
Revolutionary change management compels new beliefs, changed attitudes, and transfor-
mational behavior.  It is effective collaboration and fundamental problem solving that im-
proves organizational performance while increasing the capacity for adapting to new 
challenges.  It is much more than just adding new technology; even though technology is 
often a component of change.  It is much more than just talking about and planning new 
ideas.  Revolutionary change management requires commitment to action and dedication 
to seeing that changes are fully implemented and successful. 
 
Accomplishing such revolutionary change will certainly present challenges and obstacles.  
Barriers to revolutionary change will need to be addressed.  Old ineffective ideas will 
need to be put aside.  Quantitatively opportunities for change will be measured so that 
success can be multiplied as the City’s capacity to innovate and improve grows.  

 
 
 
 
 
 
 
 

 
When it comes to successfully achieving revolutionary changes, much can be learned 
from the Apple iPhone.  It models revolutionary innovation with transparency, participa-
tion, and collaboration.  Apple made an investment in and provided an “open infrastruc-
ture” and then encouraged others to build on it.  As a result, new apps have been created 
that customers love and the undisputed outcome of this revolutionary change is that eve-
ryone wins.   
 
So imagine, how can we apply this type of revolutionary change to our City government 
so that it becomes an open platform that allows people inside and outside of our organiza-
tion to provide better services to each other and everyone else? 
 
Imagine all of the ways that people, both citizens and city staff, can take ownership and 
responsibility and start making change happen.  Citizens are the City’s greatest asset and 
when ideas, information, and feedback can be exchanged effectively and then used to 
achieve win-win solutions, everyone benefits.   

  Change Management (continued) 

“ 

“ 

Revolution doesn’t happen when society  
adopts new technology, it happens  

when society adopts new behaviors. 
 

                      Here Comes Everybody by Clay Shirky           
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Imagine all of the ways that technology can provide citizens an opportunity to par-
ticipate and collaborate.  Social media tools like blogging and discussion boards are 
fundamental communication tools that our citizens use, so this is a clear opportunity 
for city-wide revolutionary innovation.   
 
Imagine a change strategy that restructures and streamlines city processes while also 
exploiting technology to deliver maximized services at lowered cost.  One example 
of a project that is underway is Interactive Voice Response (IVR).  IVR involves the 
ability for citizens to call anytime and get fast, accurate answers to questions from a 
computerized Interactive Voice Response (IVR) system.   
 
Imagine a citizen who pulls out their cell phone, snaps a picture of a pot hole, and 
send the photo along with a question about their water bill straight to the City.  A 
dispatcher, using Automatic Vehicle Locator (AVL), then quickly schedules the pot 
hole to be filled by the closest truck and the answer to the water bill question is im-
mediately answered via email.  The satisfied citizen then 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 grow to be embraced by the whole City 
and beyond. Imagine all of the ways that process improvements in departments and 
across department lines can dramatically improve how we serve citizens.   

  Change Management….. Imagine 


