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IT Department Funding Available for Innovation 

Maintenance Spend Innovation Spend Target

Target - 75% 
25% - Innovation 
75% - Maintenance  

Note:  Innovation IT expenditures are IT department dollars spent for the advancement of new initiatives or new technology 
within the City.  Maintenance expenditures are defined as costs to maintain existing technology. 

Why is this measure important? 
The combination of increased IT Department  use while being fiscally challenged has drained the funding 
that can be applied to new technologies and innovative solutions. Future transformative initiatives will be 
less often achieved. The City needs to spend more on implementing innovative solutions to its challenges 
and opportunities and less on maintenance and administration of existing systems.  We are targeting a 
cross-industry and local government average percent funding on innovation. 
 
Many City information technology investments are made outside of the IT Department’s budget stream. The 
chart in the appendix shows a truer City-wide IT spend.  
 
What will it take to achieve the target? 
Without IT Department rate increases or general fund infusion, there are precious few resources to take on 
innovation initiatives, such as the City IT vision.  What IT can do to free up funds for innovation is share more 
IT components/applications across departments; limit incremental improvements to existing information 
systems in favor of substantive transformations; reduce IT expenses by cutting back on capabilities of 
existing services; and seek grants for enterprise IT investments.   

  

Program Value Creation: Innovation over Maintenance 
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Why is this measure important? 
The IT field continues to change rapidly with significant advances typically on an 18 month cycle. Hardware, 
software, data, and information systems must be maintained at industry-specified release levels to ensure 
compatibility, performance and stability. All IT components require continual upgrading  or operational 
problems will result—potentially blocking departments from taking advantage of newer and/or more 
effective technologies.  
 
What will it take to achieve the targets? 
City IT infrastructure and enterprise applications have been kept up-to-date by the City’s IT managed 
services provider and the City’s IT Department. Department-specific IT resources have not been refreshed 
sufficiently in recent years. IT will work with departments to set aside funding to ensure IT resources are 
kept at reasonable maintenance levels—this is a cost of doing business. Wherever possible, shared 
applications will be used to minimize IT refresh costs and maximize IT investments. Also, department 
technology plans need to be kept up-to-date within department business plans to ensure proper 
consideration in departmental IT investment strategy. 
 
The IT Department will continue our project definition process with more emphasis on lifecycle planning 
and total cost of ownership.  Project team diligence at this planning stage is critical for long-term financial 
and system maintenance planning.   
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Why is this measure important?  
Increasing use of wireless services by  the City workforce will enable greater work process flexibility and increased 
effectiveness. Additional usage leverages the City’s financial commitment while reducing overall operational costs. 
The City’s anchor tenant philosophy has extended the availability of wireless services to residents and their 
businesses throughout the City and has kept downward pressure on industry communications broadband pricing—
some 13 percent of City households use Wireless Minneapolis for their wireless communications. 
 
What will it take to achieve the target?  
Last year, 2012, was the first year the City’s use of the Wireless Minneapolis system was equivalent to our annual 
tenant contribution of $1.2 M.  By 2018, the City’s cumulative 10 year usage of the system is targeted to be 
equivalent to the 10 year anchor tenant contribution of $12.5M.Continue roll out of wireless solution for workers in 
vehicles on the move (police, regulators, fire, assessors, etc.). Ensure consideration of Wi-Fi solutions when needing 
communications with City assets (such as water meters, etc.). Issue wireless accounts to city employees to promote 
use of computing while out of the office and for work-at-home programs. Provide wireless high-speed 
communications to the Internet and department applications within every City building. 
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Note:  This graph shows cumulative service paid for and subscription usage.  Projections for 2014  can be interpreted  
as: of the $8.75 million worth of services paid  for there will be $6.14 million worth of subscription used. 
Source: 2012 Data from USIW  
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Wireless Subscriber Map 

Source: USIW 2012 Data 
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Why is this measure important? 
City residents and their businesses need the tools (i.e. computing device and access to the Internet) to go 
online, need to be digitally literate to use those tools effectively and must see value in incorporating 
computing and the Internet into their daily lives to fully embrace the digital society. The City is uniquely 
positioned to coordinate efforts of the multitude of organizations (identified 81 entities so far) working on 
closing the digital divide.  
 
What will it take to make progress? 
Using the survey results, identify the gaps in current placement, hours of availability and targeted user base 
of public computer labs across the city to stimulate appropriate development of additional computer 
facilities. Based on the type and availability of training currently offered across the city, encourage more 
appropriate training options for residents and their businesses. Promote more public outreach on the 
benefits and advantages to participating more in our digital society. 
 

Factoid:  The existing public PCs availability will only allow one hour of online access per week per household for the 30,000 
households without any internet access at home.   
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Source: National Research Center - City of Minneapolis Community Technology Survey, February 2012 & 2013. 
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Why is this measure important? 
The City seeks to empower employees with access to information and each other. Employees need the 
tools to efficiently share information, collaborate with one another and collectively problem solve while 
meeting the needs of City staff, residents, businesses and visitors. New computer and networking 
technologies allow for powerful tools that create opportunities for workers to leverage teamwork and new 
communication channels to more effectively communicate and serve other employees, residents, 
businesses and visitors. These technologies provide an enterprise-wide platform for document sharing and 
white boarding, location services, social networking, instant messaging and chat, and web and 
videoconferencing. City employees should have a collaboration rich work environment in which to tackle 
their jobs. 
 
What will it take to make progress? 
Provide instant messaging and chat services; online white boarding for team interactive brainstorming; and 
online meeting capabilities through teleconferencing, web and desktop videoconferencing. Also, implement 
location services to provide a geographic context for the workforce. Establish a blogging framework as 
another communication channel to residents and their businesses. Develop a Wikipedia-like service for city 
employee  talents, skills and knowledge base. 
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Achieving IT Vision: Collaboration 

http://www.facebook.com/cityofminneapolis
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http://www.youtube.com/cityofminneapolis
http://twitter.com/CityMinneapolis


Why is this measure important? 
Minneapolis seeks to manage and govern information as a shared resource, with a special regard for its 
open and equitable access, use and sustainability. The Information Commons will be characterized by 
information-sharing network effects (the information’s value to the City increases as it becomes more 
widely and easily shared), cross-disciplinary collaboration, technical and legal/privacy foundations, 
governance mechanisms based on the needs of City staff, residents, businesses and visitors. Navigating data 
at the City will no longer be like a scavenger hunt. Data should be easy to find, well-defined so that people 
know what it means, and in the spirit of Open Government, it will be made available to people who need it. 
We live in a digital world and the Information Commons is foundational to improving resident-centric, 
collaborative government, and to providing real-time information that can be used cross-organizationally for 
improved decision-making and to achieve greater efficiencies at the City of Minneapolis. 
 
What will it take to make progress? 
Governments need to inject intelligence into decision support processes, business operations and public 
infrastructure to improve performance and drive better outcomes. Implementation of an Intelligent 
Operations Platform (IOP) framework will allow the City to add coordinated operations management 
solutions—marrying analytics capacity to real-time operational needs. The first such capability will be the 
IBM First-of-a-Kind analytics project. 
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Why is this measure important? 
Today, the City’s data may be incomplete, not in digital format, and/or without relevant attributes, which 
compromises our ability to realize the objectives of the Minneapolis Information Commons. Digitizing the 
City will ensure that all relevant data is in a digitized format compatible with existing visualization and 
reporting technologies. This will allow the City to finally establish a catalog of City data; ensure City 
applications have complete and up-to-date information; and position City information to be integrated into 
employee work processes. We live in a digital world and must digitize our city to become a resident-centric, 
collaborative City government. This “priming of the pump” will allow meaningful information to be used 
cross-organizationally for improved decision-making and to achieve greater efficiencies at the City. 
 
What will it take to achieve the target? 
Establish mechanisms to digitize city assets and information, city block by city block. The program will 
develop technology and processes for city employees to collect and/or update data along with attributes, 
and later access that data, while in the field—for example, map all fire hydrants and note the water 
pressure, whether working or not, etc.  

Achieving IT Vision: Digitize City 
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Why is this measure important? 
The City needs to enhance its online presence to an experience expected by staff, residents, businesses and 
visitors.  Recent generations expect a social site allowing people to engage in real-time connections and 
conversations—by supporting the explosive growth of mobile computing and providing a rich user 
experience. The City needs a set of communication tools that can showcase City programs, activities, and 
services, while increasing internal collaboration among departments and external collaboration with 
residents and their businesses. The degree to which the City’s online presence is visited and interacted with 
gives us a measure of engagement.  We need to become a compelling destination on the information 
highway.   
 
What will it take to achieve the target? 
Leverage the City’s recently upgraded publishing platform by developing automated processes, for the 
workforce, to publish City data via the City website. Develop easier mechanisms for employees to distribute 
content via multiple channels to residents and their businesses. Run a series of  application development 
contests to promote creation of smartphone and tablet applications by residents and businesses. Develop 
polling, crowdsourcing and other idea generation capabilities with City constituents. 

Achieving IT Vision: City Online Presence 
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     Top Twenty-five 2012  
City of Minneapolis Website Page Views 
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Achieving IT Vision: City Online Presence 

Page Title  Page Views  

Official Website of the City of Minneapolis 945,018  

Search  568,083  

Webmail - Employee Access 368,782  

Jobs  189,653  

Utility Billing  167,440  

Before You Apply for a Job Online  153,312  

Police Department  138,266  

Crime Maps  131,236  

Property Information  189,612  

Snow Season Parking  120,301  

Parking Ramps & Rates  108,571  

Solid Waste & Recycling  101,829  

Visitors  85,138  

Animal Care & Control  83,974  

City of Minneapolis Meetings 80,657  

Human Resources Information System - Employee Access 79,780  

Shots Fired Maps  76,081  

Snow Emergency Parking Rules  69,462  

Precinct 3 Crime Maps  68,201  

Parking  67,447  

Crime Statistics & Reports  67,338  

City Council  63,186  

Maps & Where to Ride  61,966  

Parking Meters 53,813  

Housing & Property  53,566  

Other 916,681 

Total 4,930,010  



Why is this measure important? 
Operational excellence begins with delivering of technology services when promised. IT is often only a piece 
of a department initiative. On time delivery of IT services ensures department projects stay on budget and 
achieve their goals in a timely manner.  The 27 managed services identified in the chart above cover critical 
and high severity events, backup management and batch processing. 
 
What will it take to achieve the target? 
Ensure that the City’s managed service providers meet our service level agreements and IT department 
projects are carried out on time. Project management training for both IT and department staff will 
promote better project control and on time performance.  Control “scope creep” on projects.   

Operational Excellence: IT Delivered On Time 
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See Appendix for SLA Performance  



Why is this measure important? 
IT projects across the industry have a reputation of often being late. ‘Time is money’ often rings true with 
projects involving professional services. With tight grant monies and overall fiscal contraction taking place, 
our ability to deliver within budget is all the more critical. 
 
What will it take to achieve the target? 
Effective project and vendor management requires training staff on the skills necessary to achieve accurate 
cost estimates and provide prudent expense management techniques. Educate IT Department staff on 
contract negotiation tactics.  Control “scope creep” on projects.   
 

Operational Excellence: IT Delivered Within Budget 
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Why is this measure important? 
Nobody likes a newly purchased product to be broken, missing a part, not capable of performing as 
advertised, or quickly break after a few uses. Staff want problems resolved right the first time–not having to 
call the technician back a second or third time. Minimizing workforce disruptions improves department 
efficiency.  The chart above refers to a SLA regarding the number of repeat incidents in the environment.  
See appendix for SLA descriptions.   
 
What will it take to achieve the target? 
Develop and track how many defects appear in the first  90 days of all hardware, software and application 
system implementations. Improve our processes for researching why a new product or service  failed and 
why a problem could not be fixed during the first service call. 

Operational Excellence: IT Done Right the First Time 
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Why is this measure important? 
In today’s fast paced world of instant communications and always on services, IT needs high availability and 
survivability. Business gradually breaks down over time, as we have seen when the power goes out.  This 
chart refers to the six SLAs (see page 30; IT Always Available)regarding the availability of services, such as 
email and the city network. 
 
What will it take to achieve the target? 
Establish stronger availability SLA’s with our managed services providers. Align availability levels to user 
needs for program efficiency and survivability. Start measuring availability at the information system level. 
 

Operational Excellence: IT Always Available  
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Note:  See Appendix for SLA criteria 
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Why is this measure important? 
Often user expectations and IT’s perceptions of acceptable IT capabilities and performance do not match.  
Too much energy then gets expended on a see-saw struggle of “what is good enough.”  Setting a mutually 
agreed upon IT investment commitment is needed.  Also there comes a point where achieving the next 
increment of performance costs beyond what an organization should tolerate.  Ferreting out this cross-over 
point is important to effective IT Investment.  This chart refers to the seven SLAs regarding service desk and 
deskside performance. 
 
What will it take to achieve the target? 
Survey client’s satisfaction with all IT services. Develop stronger SLA’s that align more closely with 
departmental expectations. Evaluate techniques for minimizing outage impacts, i.e. equipment redundancy, 
spread application workload over multiple computers, etc. 
 
Staff may not be totally idle when IT services are unavailable, but IT outages can have significant impact on 
employee productivity.  Since not all outages affect staff in the same way, the IT department has formulas 
for determining impact by type of outage.   
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Performance on Key Service Desk and Deskside Services 
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Note:  Service Level Agreements (SLAs) are not at zero outages.  See Appendix for SLA criteria.   
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Why is this measure important? 
IT investment metrics viewed over time, better enable organizations to understand the relationship 
between IT investment and changes in key program pressures/drivers. Looking at comparative data by 
industry and spending category  will assist IT and City leadership with investment and ongoing operational 
assumptions, identification of best practices and reaching fact-based decisions. 
 
What will it take to make progress? 
Establish more rigor in department IT investment decision-making. Start  tracking benefit achievement by IT 
project and initiative.  
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IT Support Resources (IT department budget and positions) Relative to City IT Assets 

City IT Asset Amount IT Department Operating Budget IT Department Positions

Note:  2003 figures are after City outsourced IT Department operations.  
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 IT Department - Fixed vs. Variable Costs 

Variable Fixed

Note:  Fixed Costs include IT Service Contracts, General  Fund Overhead (GFOH) and FTEs paid by departments.   
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IT Department Satisfaction  
with Managed Services Provider 

29 Results Minneapolis: IT February 26, 2013 

Survey Question 

2011 2012 

Q1  Q2  Q3  Q4  Q1  Q2  Q3  Q4  

Overall Rating 7 7 7 7 6 6 6 7 

Innovation 6 7 7 7 7.5 7.5 7.5 7.5 

Continuous Improvement 6 7 7 7 7 7 N/A N/A 

Business Challenges 6 6 7 7 7 6 6 6 

Attain SLA's 9 9 9 9 7 7 7 7 

Effectiveness of account team 8 8 8 8 8 7 6 7 

Deliver on time 7 7 6 6 5 5 5 5 

Deliver on budget 8 8 8 8 7 7 7 7 

Willingness to Reference 8 7 7 8 Yes Yes Yes Yes 

Service Desk 7 7 7 8 6 7 8 8 

Desktop Deploy/Image  8 8 8 8 6 6 6 7 

Desktop Life Cycle 8 8 8 8 6 6 4 5 

Asset Tracking 6 6 8 8 7 7 8 8 

Incident/Problem Management 7 8 8 8 7 7 7 7 

Application Hosting 8 8 8 8 8 8 8 8 

Email Management 7 8 8 8 9 9 7 7 

Managed Storage 7 8 8 8 8 8 8 8 

Server maintenance 7 8 8 8 8 8 8 8 

Network 8 8 8 8 8 8 8 8 

Monitoring 6 6 7 8 N/A N/A N/A N/A 

IMAC 7 7 7 8 5 5 5 7 

Desktop Support Services 9 8 9 9 5 5 5 7 

Security Device Monitoring 5 6 6 8 9 9 5 5 

Security Device Management 7 7 7 8 8 8 5 5 

IT Department senior managers rate the managed services provider quarterly as follows: 

Red (0-4) defined as unsatisfied; critical needs unmet         

Yellow (5-7) defined as partially satisfied; some needs unmet       

Green (8-10) defined as fully satisfied; all needs met; delighted       
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City IT Systems Life Expectancy  
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Updated 2/19/2013

Loss Prevention Data Average Sick Days Taken per Employee
Year 2008 2009 2010 2011 2012 Year 2008 2009 2010 2011 2012

Workers Comp $8,376 $33,269 $11,687 $2,208 $1,170 Days 6.3 7.6 5.2 5.8 4.9

Liability Claims $138 $0 $0 $0 $0

Workforce Demographics Overtime Costs
Year 31-Dec-03 31-Dec-11 31-Dec-12 Year 2008 2009 2010 2011 2012

% Female 50% 42% 39% Hours 203.0      200.3        101.5      87.8        44.0        

% Employee of Color 7% 12% 12% Cost $9,145 $9,697 $5,217 $4,710 $2,433

# of Employees 55 50 51

Vacant Positions

Employee Turnover and Savings Year end 2008 2009 2010 2011 2012

Year end 2007 2008 2009 2010 2011 2012 % of Total 19.0% 16.0% 25.0% 23.0% 22.0%

Turnover 16.7% 13.5% 24.8% 42.3% 15.4% 7.9%

Performance Reviews Past Due in HRIS

57%

Year 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022 2023

Number 5 1 0 2 0 2 1 0 0 0 1

Management Dashboard: Information Technology

As of 2/24/2013

Retirement Projections
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Notes:

Average Sick Days taken per Employee

Notes:

A)    Above data is based on the payroll calendar year not the calendar year.
B)    Does not  include employees who have separated from the department  and may have used sick leave during the payroll year.

B*)    Does not  include employees who were in a suspended ("S") Pay Status at the end of a given payroll year.  

B**)   Includes  employees who are in a paid ("P") Leave of Absence status and an unpaid Leave of Absence status ("L").

C)    Employees can use more sick leave than earned in a given year (Assuming that they have accrued leave that has carried over).

D)    Work Days Lost = Hours Used/Eight (8) 

E)    Usage Rate = Hours Used/Hours Earned

F)    Overstated as it assumes everyone is FT and worked the entire year. 

G)    2009 data does not include any employees who may have been placed in the Job Bank in November/December. 2009 had 27 pay periods

H)    2010 data does not include employees placed in the Job Bank in the Fall/Winter of 2010 

Overtime Costs

A)    OT amount - Fiscol. Reconciled with CRS and Data ware house queries.

B)     Hours - based on HRIS management reports with payroll data

Workforce Demographics

A)    Includes employee counts at year’s end for 2003 and 2007.  

B)     Only includes active FT regular employees.

Employee Turnover and Savings

A)    Turnover Savings= $Budgeted (personnel) - $Actual (personnel)

Position Vacancies

A)    Includes only budgeted positions.

Retirement Projections
A)    The projected time an employee is eligible to retire is based on service time in HRIS. For employees who received pension service credit 

in other organizations, the actual year of retirement eligibility may be sooner than the projections show.
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