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IT Governance and Planning Audit Recommendation 

 The CIO should continue to develop, implement, and monitor a citywide IT Strategic Plan that lays out a 

specific vision or values and goals that are common to strategic plans. It should also present specific 

goals with detailed strategies, initiatives, and measures for ensuring that the City achieves the goals. 

Executive Summary 

Members of the City’s IT Governance program created the first City of Austin Information Technology 

Strategic Plan to align with and support the City’s Strategic Direction 2023 and will refresh the plan on 

an annual basis. The IT Strategy identifies eight Shared Services (IT Capabilities) and, using annually 

refreshed Capability Roadmaps, identifies initiatives, programs, and projects to mature the Capabilities 

and support the council outcomes. Communications and Technology Management (CTM) developed an 

End-to-End Customer Engagement Model to support the IT Strategy. 

Background 

The City of Austin’s Information Technology Strategic Plan uses a one-page format to convey the 

information efficiently (see page 8). Gartner, a leading IT research company, recommended streamlining 

the plan’s presentation as an industry standard best practice. 

Leadership for the planning process included: 

 Rey Arellano, Assistant City Manager, chair of the IT Steering Committee 

 Khalil Shalabi, Vice President, Austin Energy, chair of Department Directors’ Advisory Council 

 Stephen Elkins, Chief Information Officer, chair of the CIO Council 

 Lisa Palmer, Executive Partner, Gartner Inc., Initial facilitator 

 Paul Cook, Business Process Consultant, Senior, facilitator 

 Peter Feighner, IT Project Manager, facilitator, graphic design 

The IT Steering Committee (ITSC) initiated the planning process in early fall 2016, ahead of the City’s 

Strategic Direction process, seeking to leverage the developing insights and work products from the 

City’s overall process.  The CIO coordinated three workshops with members of IT Governance’s, 

including the ITSC, Department Directors’ Advisory Council (DDAC), CIO Council (CIOC), and the 

leadership of the Essential Capability Governing Boards (ECGB).  

The first workshop, February 17, 2017, engaged participants in understanding the newly defined 

Strategic Outcomes of the City’s Strategic Direction. Participants developed a problem statement 

defining the overall issues facing COA IT and the creation of the IT Focal Areas based on identified 

business needs.  

The second workshop, November 8, 2017, leveraged work products from the first workshop to present a 

first draft of the one-page IT Strategy document, including proposed Capabilities and a plan to mature 

existing Capabilities and develop new Capabilities. Participants reviewed the Strategy document, 

provided feedback on the proposed Capabilities, and made recommendations for developing or 

maturing the Capabilities.  

https://cityofaustin.sharepoint.com/sites/CTM/ITGOV/Shared%20Documents/COA%20IT%20Strategy%20Workshop%201%20Report%2017_02_17.pdf
https://cityofaustin.sharepoint.com/sites/CTM/ITGOV/Shared%20Documents/COA%20IT%20Strategy%20Workshop%202%20Report%2017_11_06.ppt
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The third and process-concluding workshop, April 6, 2018, used insights from all the workshops to 

present a final version of the one-page Strategic Plan and performance measures. Drafts of the 

Capability Roadmaps showed the plans to mature each capability and support for the Strategic 

Outcomes. The CIO also presented a draft of the End-to End Customer Engagement process, and 

participants provided feedback on all of the Strategy documents. The CIO will schedule additional 

workshops to refresh the plan, starting in October 2018, to assess progress and refresh the City of Austin 

IT Strategic Plan.  

City of Austin Information Technology Strategic Plan 

The IT strategy centers on the City of Austin Strategic Direction Outcomes. IT exists to implement the 

vision, address identified challenges, help meet the Council’s indicators and metrics, and support the 

identified strategies found in the City of Austin Strategic Direction 2023.  

From the City of Austin Strategic Direction 2023, Adopted March 8, 2018: 

 

OUR VISION (from Imagine Austin): 

Austin is a beacon of sustainability, social equity, and economic opportunity; where diversity and 

creativity are celebrated; where community needs, and values are recognized; where leadership 

comes from its community members, and where the necessities of life are affordable and 

accessible to all. 

 

In working toward this long-term vision and our aspiration of being one of the most unique, 

thriving, livable cities in the country, this City Council has chosen to pursue the following 

strategic outcomes at this time: 

 

OUR STRATEGIC OUTCOMES 

Together we strive to create a complete community where every Austinite has choices at every 

stage of life that allow us to experience and contribute to all of the following outcomes: 

● Economic Opportunity & Affordability: Having economic opportunities and resources that 

enable us to thrive in our community. 

● Mobility: Getting us where we want to go, when we want to get there, safely and cost-

effectively. 

● Safety: Being safe in our home, at work, and in our community. 

● Health & Environment: Enjoying a sustainable environment and a healthy life, physically and 

mentally. 

● Culture and Lifelong Learning: Being enriched by Austin’s unique civic, cultural, ethnic, and 

learning opportunities. 

Government That Works for All: Believing that city government works effectively and 

collaboratively for all of us—that it is equitable, ethical and innovative. 

IT Focal Areas 

The IT Focal Areas provided a lens for technology strategies to address the problem statement, the 

reason for the IT Strategic Plan and meet the City’s Outcomes.  

https://cityofaustin.sharepoint.com/sites/CTM/ITGOV/Shared%20Documents/COA%20IT%20Strategy%20Workshop%203%20Report%2018_04_06.pptx?web=1
https://austinstrategicplan.bloomfire.com/posts/3222339-strategic-direction-2023-final-adopted-3-8-18
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Problem statement: The Austin City Council embarked on a Strategic Planning effort with City staff to 

develop the long-term vision for the city. As part of this ongoing effort, the City Council identified 

Strategic Outcomes (goals) for City government. The resources that the City owns, including technology, 

should enable these outcomes. The COA's current state of technology and its available resources do not 

always allow for the seamless delivery of services that our residents, businesses, and staff expect in 

Austin, a recognized technology hub. 

IT Focal Areas: 

 Modernize the Core (a Smart Cities Foundation) – update and improve foundational systems 

o Implications: 

 Establish funding models for core citywide, multi-department and department-

specific systems (ex. Finance, Human Capital Management, Asset, Computer Aided 

Dispatching) 

 Establish asset lifecycle management for IT assets 

 Establish system governance to support entire city rather than one department 

 Leverage governing boards for roadmaps for key systems 

 Create a single source of information on citywide solutions 

 Make data accessible, safe and useful to City staff - provide robust City technology infrastructure  

o Implications: 

 Include the “public/community to accelerate development/ participation” 

 Define a citywide Smart Cities strategy for the Austin and Central Texas 

 Insist on common security and business policies, practices, and process 

 Build infrastructure to support analytics and access safely, anywhere/anytime 

 Establish Master Data Management to identify data sources, ownership and 

classification 

 Make Doing Business Easy – provide residents with seamless access to City services 

o Implications: 

 Define a citywide Smart Cities strategy for the Austin and Central Texas  

 Insist on common business policies, practices, and process 

 Integrate civic/democratic participation and support equity to ensure all users can 

access city services 

 Provide a single resident portal for City services (web redevelopment) 

 Offer paperless options for currently paper-based transactions for external and 

internal customers 

Define "Civic Moments” and ensure all residents have access to technology and the 

adequate technology literacy skills to participate in a digital society. Cross the digital 

divide so all parts of the community can participate.  

 

 

Terms defined: 

Smart Cities – an evolving term to describe technologies and solutions to develop infrastructure 

efficiencies and create greater transparency of municipal operations. 
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Civic Moments – a brief opportunities to leverage a network of people, businesses, 

organizations and technologies to achieve a public good.  

Shared Services (IT Capabilities) 

As essential IT Capabilities, the Shared Services support the achievement of valued business results—the 

Strategic Outcomes. Initially workshop participants identified twelve IT Capabilities based on existing 

Shared Services and staff research of other municipal governments. Over the course of the workshops 

the group narrowed to capabilities to eight.  

Currently, a single or limited number of applications provided each of the IT Capabilities. Resources 

dedicated to each IT Capability primarily focus on ongoing support for customers and expansion to other 

customers with similar business needs. Essential Capability Governing Boards for each capability, made 

up of business partners’ representatives, provide governance around each service.  

The workshops identified a need for IT Governance to shift from an application-centric service delivery 

to provide a comprehensive range of services focused on supporting business-centric capabilities. To 

facilitate the required shift, CTM will identify Capability Managers, who will manage a portfolio of small, 

medium, and large options within a capability to address needs with properly scaled solutions.  The 

change will allow IT leaders to deliver better value to business partners in achieving desired outcomes. 

Future IT Strategic Plans will incorporate this change as the city’s leadership’s understanding evolves.  

The eight Shared Services are: 

Workflow/Process Management. This capability currently focuses on a single application, AMANDA, 

used to provide case management for reviews, permitting, inspections, code enforcement, and some 

other city services. In the future, the capability could include Enterprise Process Design/Monitoring, IT 

Governance, and Identity Management. The Case Management Governing Board manages the backlog 

of business needs. See the Capability Roadmap on 12. 

Human Capital Management. Currently in its initial phase, this capability will focus on services that 

will include Workforce Management, Talent Acquisition and Training, and Employment and Labor Law 

Compliance. A Human Capital Management Governing Board will be reformed to manage this capability. 

See the Capability Roadmap on 15 

Asset Management. This capability tracks, maintains and manages City assets to support their efficient 
and effective use. Many unique asset management systems exist across the city. Currently the Asset 
Management Governing Board manages the Maximo application. See the Capability Roadmap on 10. 

Infrastructure Management. This capability designs, operates and maintains the City’s hardware and 
software to support the City’s technology. The CIO Council functions as the Infrastructure Management 
Governing Board. See the Capability Roadmap on 19.  

Finance/Accounting Management. This capability provides support for accounting, capital 
improvement projects, operations, purchasing and financial reporting and Small Minority Business 
Resource goals. Currently the Financial Services Department (FSD) serves as an independent Governing 
Board, outside of IT Governance. No capability road map is available. 
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Security/Risk Management. This developing service protects information assets and technologies, 
manages enterprise risks, and provides auditing. Led by the city’s Chief Information Security Officer, the 
Security Management Governing Board is developing this Capability. See the Capability Roadmap on 21. 

Geospatial Information Services. This long standing citywide service analyzes, manages, and reports 
location data across the city. The GIS Management Governing Board provides direction for this service. 
See the Capability Roadmap on 13. 

Information/Knowledge Management. This is a new identified capability to support resident and 
employee communications, manage content and data, support web user experiences, and provide 
business intelligence and project management. The forming Information Management Governing Board 
is beginning to bring order to this wide range of responsibilities. See the Capability Roadmap on 17. 

Capability Roadmaps 

Capability Roadmaps have been created to create a three-year plan to develop the capability to 
meet the Council Outcomes. Each Roadmap identifies the current state, initiatives needed to 
advance to a future state, and estimated resource needs and timing. Benefits to the City’s 
Strategic Outcomes describe the anticipated impact to the City’s plan. The Roadmaps are 
developed by the Capability Boards in collaboration with IT subject matter experts and will be 
revised annually to reflect progress, evolving business needs, and available resources.  

Key initiatives for each capability are included on the IT Strategic Plan to highlight the specific 
activities being undertaken. See the Appendix for the most current available Capability 
Roadmaps.  

IT Business Outcomes 

Under Development, the outer most tier of the IT plan, contains the seven key IT business 
outcomes that the CIO identified from collaboration with our business partners across the City 
at the design thinking workshops that occurred in February 2018. They include:  

 Provide a user-friendly end-to-end customer engagement model 

 Accelerate time to market 

 Increase percentage of budget allocated to innovation 

 Increase value/variety of supported products/services 

 Understand/decrease cost of It per employee/resident 

 Increase customer satisfaction 

 Increase percentage of self service offerings 

Next Steps 

Implementation of an End-To-End Customer Engagement Model. Identified as a need in the 
workshops, the ITSC has directed the development of a single process for technology requests. 
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Customers will have a single portal to initiate requests and track request progress, as well as 
access to a portfolio of available services. A Technical Review Board (TRB) incorporating key 
expertise (ex. Legal, Purchasing, Security, Capabilities, etc.) will review for risks, assess available 
solutions, and guide the request to a conclusion.  

A curated list of business needs will track the progress of requests through each of four tracks – 
Department Projects, Fix It Now, Capabilities, and Citywide Projects. For Department Projects 
where the department has the resources to implement their own solution, the TRB will serve as 
a resource to identify and mitigate risks. Fix It Now will address simple needs quickly. TRB will 
direct requests met with existing Capabilities directly to the Capability Boards for inclusion in 
their development Roadmaps. Finally, IT Governance will assess identified Citywide IT needs 
and projects.  

The Business Needs Design Lab will use agile customer centric design thinking approaches to 
more clearly define business requirements and identify solutions in highly interactive facilitated 
sessions with customers. See page 9. 

Establish Information Management/Knowledge Management Governing Board. A working 
group designated by the CIO drafted a charter for this new Governing Board, pending approval 
by the DDAC.  

Reestablish Human Capital Management Governing Board. With the Workforce Management 
project underway, a CTM, Human Resources Department, and the Controller’s Office will 
reestablish this board.    

Iterate the Capability Roadmaps. As part of the annual IT budgeting process, the Capability 
Boards will revise and evolve their Roadmaps to reflect their progress, evolving needs, and 
direction of the Council Outcomes.  
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Appendix 

 



Modernize 
the Core

Make it Easy to 
do Business

Make Data 
Available, 
Useful and 

Safe

Version 5.0 Printed on May 17th, 2018

Workflow/Process 
Management

(Currently Amanda)

Please direct any questions or suggestions to Paul Cook or Peter Feighner

Human Capital 
Management

Asset Management
(Currently Maximo)

Security/Risk 
Management

Finance/Accounting 
Management

Information/Knowledge 
Management

City of Austin
IT Strategy

(FY18 to FY20)

Track, maintain and manage City assets to 
support their efficient and effective use.
 Real Estate
 Fleet Management

 Talent Acquisition & Retention
 Employee Assessment & Training
 Employment/Labor Law Compliance

 Capital Improvement Projects
 Operations
 Purchasing
 Invoicing and Financial Reporting
 SMBR Goals

 Protect information assets/    
technologies
 Enterprise Risk Management
 Auditing

 Case Management
 Enterprise Process Design/

Monitoring
 IT Governance
 Identity Management

 Resident/Employee 
Communications
 Content and data 
management
 Web User Experience
 Business Intelligence
 Project Management

CJIS Network Encryption

Distributed Denial of Service Attack 
Mitigation (DDoS)

Security Information Event
Management System

Security Operations Center
(Security Monitoring)

IT Infrastructure 
Management

Design, operate and maintain:
 Networks/Hardware
 IT Applications (Software)

Increase value/variety of 
supported products/services

IT BUSINESS OUTCOMES
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Funded or In Flight

Not Yet Funded

Key:

This one page IT Strategy illustrates the strong connection 
between the six Citywide strategic outcomes and our IT strategic 
plan for the next three years.

The 6 strategic outcomes were developed by City Council with the 
involvement of many City of Austin employees over 5 strategy 
workshops and break out sessions that began in January 2017. 
These outcomes were adopted on March 8, 2018.

The 7 shared services (IT capabilities) were consolidated down 
from 12 original capabilities using the substantial feedback 
received at the recent IT strategy working session back in 
November, 2017.

The IT programs, projects and initiatives show the major 
investments that are either in flight (black boxes, white text) or 
proposed but not yet funded (grey boxes, black text) over the next 
3 years.

The outer most tier contains the 7 key IT business outcomes that 
were identified from thoughtful feedback and close collaboration 
with our business partners across the City at the recent design 
thinking workshops that occurred in February, 2018.

Together, these elements provide us with an integrated approach 
to deliver the highest level of value for the investment made in IT. 

A special thank-you to everyone that contributed their time and 
energy to the development of this IT strategic plan!

FY 20

FY 19

FY 18

IT PROGRAMS, PROJECTS & INITIATIVES

SHARED SERVICES
(IT CAPABILTIES)

Safety

Government that 
Works for All

Mobility

Health and 
Environment

Economic Opportunity 
and Affordability

Culture and
Lifelong Learning

STRATEGIC 
OUTCOMES

GIS Management

IT FOCAL AREAS:
1) Make it Easy to do Business
2) Make Data Available, Useful and Safe
3) Modernize the Core

Analyze, manage and report location 
data (geospatial) for use by City services. 
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