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Memorandum
TO:

Innovation & Technology Team

SUBJECT:

I&T FY2017 Strategic Operating
Plan

This memo communicates the FY2017 Strategic
Operating Plan (SOP) for the Innovation &
Technology Department (I&T). The 2017 budget
continues the I&T SOP hallmark of fiscal
responsibility and strategic technology delivery
emphasis aligned with City Strategy and business
operations.
2017 represents another very challenging budget
year for the organization. However, maintaining
essential IT infrastructure and securing and
protecting citywide data and technology from
evolving threats is critical – and is the predominate
focus of the $27.0M 2017 I&T operating
budget. Funding for the budget includes 138 full
time equivalent positions, an increase of 8 FTE’s
from the previous budget year directly supporting
these critical focus areas.
In March, working with City departments, I&T
delivered a 5-year Technology Master Plan to
manage, prioritize and plan the lifecycle of
technology investments synchronized with
departmental dependencies. This plan is the
“technology roadmap” directing I&T leadership in
continuing to deliver the City’s digital services
platform and provides the framework for:
•

Enhancing communications among
departments for improved citizen services;

•

Optimizing operational processes and
leveraging departmental synergies;

•

Synchronizing investments and aligning “best
practices”;

•

Delivering efficient, innovative, high quality
technology services.

The 2017 SOP highlights our operational initiatives,
the results we will deliver and the context for “how”
we will succeed. We believe the context for I&T
operational success is predicated on providing an
outstanding customer experience – and more
improvement is required. 2017 results will be
evaluated not just on budgetary and key initiatives
achievement, but also on how well have we
progressed in delivering an outstanding customer
experience. Providing a great Customer Experience
means helping our customers spend less effort and
get better results by listening and promptly
responding to concerns, communicating well, being an
engaging partner and, easy to work with.
The I&T 2017 SOP reflects our organization’s on-going
dedication to innovate, secure and deliver
technologies that empower our citizens, departments
and agencies while continuing to position Charlotte as
a “World-Class” Digital City.

Jeffrey Stovall,
Chief Information Officer
September 16, 2016
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Executive Summary
The City of Charlotte Innovation and Technology Department (I&T) has
responsibility for executive-level leadership of the City's Technology
Governance Policy and planning, delivering technology services to City
Departments and partnership agencies, and to ensure coordinated
information technology project delivery to support, enhance and
advance citizen services.
In FY2017, I&T will continue to develop and implement technology plans
coupled with a focus on mitigating risks associated with executing the
City's Technology Master Plan. Over-arching focus areas are:
•

Providing essential IT services;

•

Securing and protecting citywide data and technology from evolving
threats;

•

Ensuring the City receives the most reliable and best value with
technology investments.

Strengthening relationships at all levels - within I&T and with
departments and agencies - to optimize collaboration and stimulate
innovation is central to our operating culture and provides the
foundation for delivering a Great Customer Experience. It is through
great customer experiences that I&T will be the first-choice and soughtafter technology collaborator.

Organization
The City of Charlotte Innovation and Technology department formed in
2014 has a staff of 138 full time equivalent positions with functional
responsibility for technical service areas managing high-risk
infrastructure initiatives including: Information Security, Data Centers
and Operating Systems, citywide data protection and management,
financial management systems & procurement platforms, and Public
Safety communications. Enhanced community engagement initiatives
and strategic technology Investments are also funded in the 2017
operating budget and managed by I&T.

MISSION:
To Innovate, Secure and
Deliver Technologies that
Empower Charlotte
VISION:
The City of Charlotte is
internationallyrecognized as a “World
Class” Digital City
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Focus
The I&T Leadership Team has established a 5-year strategic and
cultural “blueprint" which serves as the framework for organizational
decision-making. The "blueprint" establishes the foundational pillars
for I&T leadership within the City and provides the context for how
we will succeed. We are focused on seven (7) strategic areas:
•

Providing an outstanding customer experience

•

Delivering innovative solutions

•

Ensuring accessible data and analytics

•

Securing and protecting citywide data

•

Executing with operational excellence

•

Leading enterprise-wide technology planning and design

•

Demonstrating a high-performing culture with effective business
practices
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Innovation and Technology
Strategic & Cultural Blueprint
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Innovation and Technology
Blueprint Pillars
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Innovation and Technology
Blueprint Pillars
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Strategy and Planning
Innovation and Technology department resources are united in building
I&T as the City’s first-choice provider of strategically essential technology
services. To accomplish this, I&T ensures that projects are aligned with
the seven strategic and cultural blueprint pillars. I&T attention to
effectively achieving project goals is on the “4-R’s” (reliability, resiliency,
responsiveness and relationships - internal and external) to deliver
technology services better, faster and more effectively. These “4-R”
terms are widely used in supply chain management reinforcing the
intrinsic value of IT: information technology is a critical part of the
“supply chain” for any service organization. Key to technology success
is information technology service management (ITSM) improvement and
sustained infrastructure reinvestment: balancing the business drivers
necessary to meet departmental demands for increased digital services
with the technology drivers required for increased operational efficiency
and reliable, resilient and responsive systems - coupled with innovative
services and investments that demonstrate tangible, clearly defined
customer and citizen value.
In March 2016, working with City Departments, I&T delivered a 5-year
Technology Master Plan. The technology master plan is the foundation
upon which technology lifecycle and investment planning decisions are
based. The over-arching objective of the plan is to leverage technology
to improve the City’s ability to provide comprehensive citizen services,
ensuring that all departments have a voice in prioritizing and planning
technology investments.

I&T applies the I&T Business
Cycle approach to move to
higher degrees of
technology maturity while
fostering innovation,
strengthening partnerships
and maintaining a resilient,
high availability digital
services platform.

The Digital Platform
Convergent trends of social, mobile, data, cloud and security continue to
shape the digital services platform and underlying business processes.
Business processes are at the core of all day to day operations. Every City
department is looking to adapt their customer engagement and business
operations processes to the digital era focused on securing and
expanding citizen services and value. This continually evolving digital
platform transformation requires technology business process
management agility to effectively manage any number of systems going
through change – whether minor upgrades or major platform transitions.
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FY2016 Accomplishments
 Improved infrastructure service through a renewed focus on basic
service management principals and better cross-divisional teamwork.
Including reducing the number of critical and high outages by 70%; significantly
improved help desk operations – reducing abandoned calls by 25% (to <5%) with an
average speed of answer (ASA) at 38 seconds; refreshing 1200 PC’s and converting
200+ SQL servers.

 Improved cross-departmental project planning and visibility into
citywide priorities.
Including overseeing the initiation and approval of 131 projects/$47+M supporting
departmental/enterprise requirements representing a 19>7% CAGR since FY2008;
revamped the citywide project prioritization process to steer delivery of most highlyvalued business projects; developed the 5-year Technology Master Plan; re-negotiated
$2M MS software/services contract.

 Enhanced relationships with Public Safety departments to extend
regional services, increase reliability, and meet compliance-driven
technology needs.
Including expanding the Urban Area Security Initiative (UASI) radio system to
Mooresville, McGuire Nuclear Station and Stanly County; upgrading multiple CMPD
network access projects to meet Federal requirements; extending “BTOP” (Broadband
Technology Opportunities Program) mobile data access to police within CMS and the
Town of Davidson; partnering with Fire to refresh microwave communications and
improve overall system reliability & availability.

 Initiated major improvements to the City’s cybersecurity program to
protect sensitive information.
Including reducing the number of critical and high security incidents by 75%
2016/2015; engaged a new MSSP for enhanced cybersecurity – protecting City assets;
enhanced I&T service reliability utilizing cloud-based capabilities.

 Engaged public input and feedback in more ways with better results.
Including conducting public mobile strategy and Mobile app redesign forums;
collaboration with Corp Communications on public focus groups for new website
design; Citygram app award – incorporating extensive research and public dialog prior
to inception and 2014 launch.
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2017 Project Delivery and Risk Mitigation
The I&T organization provides executive leadership for the City’s
enterprise technology investments working collaboratively with crossdepartment technology teams. Technology projects/initiatives were
established and detailed in the Technology Master Plan – further
categorized by risk mitigation assessment. Key factors considered in
establishing overall risk classifications were likelihood of a threat
occurring and the business impact if the potential threat does occur.
Risk is assessed as follows:
High (red)
The risk being addressed has both a high likelihood of occurring and a high impact
to the business

.

Maintaining Essential
Infrastructure is Critical

Projects identified in this classification tend to be those which support the
continuation of existing core technology platforms and services. Many of these
projects are focused on maintaining infrastructure that either has a large impact
on public safety or on the City as a whole.

Medium (yellow)
The risk addressed has a mixed likelihood of occurring and a mixed impact to the
business

IT Asset Planning is required to meet
growing digital demands

Projects in this classification primarily address the replacement of equipment
approaching the end of its life-cycle. Also included are projects upgrading systems to
meet growing digital demands and those ensuring alignment with current business needs.

Low (green)
The risk has a (relatively) low likelihood of occurring and a (relatively) low business
impact

Technology as an Investment,
NOT an expense

Projects in this classification are necessary in positioning the City to innovate for
more efficient and effective systems. Continual innovation is key to Charlotte being a
Smart City and provides for excellence in service delivery and resource optimization.

Highlighted Projects
Departmental projects that were highlighted due to organizational importance

FY2017 SOP Funding
2017 represents another very challenging budget year. The Technology Master Plan identifies more than 500 technology
projects/initiatives representing $382+M in required investment over 5 years, including an I&T unfunded investment need of
110+M. The I&T 2017 SOP Operating budget has been funded at $27M, primarily focused on near-term, high-risk projects. It
is important to note that $8.4M of mid-term high-risk infrastructure and $82M of long-term technology projects are not
funded.
The unfunded mid-term and long-term projects in the Master Technology Plan represent business priorities enabled through
technology. Managing core technology infrastructure and keeping pace with technology advancements is a top challenge and
a necessary requirement to 1) support the City's on-going operations; 2) meet growing digital demands; and 3) support
continual innovation for excellence in service delivery and resource optimization.
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Funding Overview
RISK MITIGATION IMPACT

MASTER TECHNOLOGY PLAN IMPACT
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Technology Master Plan vs Community Investment Plan
FY2017 – FY2021
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Programs Summary
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