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MISSION STATEMENT 
 
To provide proven, state-of-the-practice information technologies, in the most strategic, cost effective, and 
efficient ways possible to support internal city operations and business activities with trained, self-motivated, 
and capable professionals  in an empowering environment.  
 
In pursuit of this mission, the Department’s efforts are guided by the following operating principles: 

 
 Customer service and solutions oriented; 
 In the business of saying "Yes"; 
 Exist to serve customers; and 
 Success is measured by the success of customers and by alignment to their business objectives. 
 
The following goals will assist in accomplishing the Department’s mission and exhibiting operating principles on a 
daily basis: 
 
 Be a consultative organization that is embedded within customers’ business, and highly responsive to their 

technological needs; 
 Build an innovative culture that is forward thinking and offers solutions; 
 Be a performance based organization using metrics and performance measures rigorously to promote 

excellence and accountability; and 
 Develop and maintain a technology roadmap of all existing and contemplated services. 
 
PROGRAM DESCRIPTION 
 
The Department of Information Technology (DoIT) was formed in February 2010 to increase the efficiency and 
effectiveness of the City’s information technology services and support. The Department consolidated what 
was formerly the Information Technology Services Division of the Finance Department with technology 
functions and staff from most city departments. 
 
The Department performs the following customer-driven services citywide: 
 
 Application services such as business application support and development, database maintenance and 

support, Web/eGov/ Mobile applications, and end user reports; 
 Enterprise computing services such as desktop computing, server hosting, data storage and backup, and 

email and collaboration; 
 Geographic Information Systems (GIS); 
 Network, WiFi, and Fiber Optic services; 
 Program and project management including technical business consulting; 
 Radio services; 
 Service Center (Service Desk) phone and field support, and mobile device management services; and 
 Voice services, including telephones, voicemail menus, recording, and call center services. 
 
These services are of the highest quality possible and are consistent with customers’ needs, schedules, and 
budgets. 
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DEPARTMENTAL RELATIONSHIP TO CITY COUNCIL GOALS 
 
The Department of Information Technology continually strives to improve city services by implementing 
sound, cost effective technology-based solutions that streamline processes, improve customer service, 
eliminate duplication of efforts, enhance productivity, and provide better access to important information and 
services. To this end, an IT Governance Committee (ITGC) was formed in April 2010 chartered with reviewing 
any IT investment of significant cost or any project that involves multi- departmental cooperation or is an 
enterprise-wide project. The ITGC will ensure that technology is leveraged citywide in a manner that adapts to 
the business needs of all departments, and the demands of the community they serve. Given the current 
economic challenges, it is envisioned that technology will play an ever increasing role in the delivery of public 
services. 
 
Ensure Public Safety 
 
Twenty-four hours a day, seven days a week, DoIT provides service to city employees who rely on a 
dependable information and communications technology infrastructure to perform their duties in service to 
the community. Most noticeably, this support extends to the handheld and mobile radio communication 
devices that the Police Department and Fire Department use daily in the deliverance of public safety. Pasadena 
is a member of the Interagency Communications Interoperability System (I.C.I. System), which is a digital radio 
system that provides enhanced communication capabilities, such as a single tactical frequency for 
communications in daily operations and emergencies and the ability to have regional communication with 
other cities and support agencies, including the City of Glendale and the City of Burbank. 
 
Support and Promote the Quality of Life and the Local Economy 
 
The Department of Information Technology manages the City’s 25-mile fiber backbone, which aside from 
providing city internet access and links between key city facilities for voice and data network services, it also 
provides data communications for local institutions such as Caltech and JPL and telecom providers that lease 
the fiber from the City. In addition, future opportunities for fiber optic and broadband usage are currently 
being explored. 
 
Improve, Maintain, and Enhance Public Facilities and Infrastructure 
 
Technical infrastructure provides the foundation for the business software that streamlines city operations and 
automates critical business functions. It includes the hardware, system software, databases, operating 
systems, and network components that support Pasadena’s application architecture. DoIT’s effort is directed 
towards providing the City with a cost-effective, secure, responsive, and reliable computing environment to 
deliver city services. 
 
FISCAL YEAR 2018 ACCOMPLISHMENTS 
 
The Department accomplished the following during FY 2018: 
 
 Updated the 5-year Information Technology Strategic Plan that will outline strategic technology investments 

in response to the business and service delivery needs of the Pasadena community;  
 Launched a complete redesign of the City website and city events calendar, including refreshing multiple city 

department websites with a new mobile and tablet friendly experience; 
 Launched a complete redesign of the City Open Data site to provide transparency to city financial 

information; 
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 Implemented an Electronic Health Medical Records and Case Management system for Behavioral Health 
clients in the Public Community Health Center; 

 Developed and launched a comprehensive online rebate application for Pasadena Water and Power 
customers; 

 Collaborated with the US Census Bureau to update local address information in preparation for the 2020 
Census. 

 Implemented an online development activity and permitting interactive map to provide citizens with 
information about development and permitting occurring in their neighborhood and community as a whole; 

 Expanded Public WiFi service into two city parks, La Pintoresca and Villa Parke;  
 Replaced all 178 public computers at all branches of the Pasadena Public Library and 29 public computers at 

recreation facilities; and 
 Added over 17 miles of new fiber-optic network to the northwest, central, and northeast areas of the city, 

supporting critical utility monitoring functions, traffic management, city facility communications, and future 
business customer connections; 

 
In addition to the accomplishments above, the Department also completed the following internal projects in FY 
2018: 
 
 Continued the implementation of the Human Resources/Payroll modules of the new Enterprise Resource 

Planning System (ERP); 
 Completed upgrades to critical enterprise applications, including the financial system and employee 

timekeeping system; 
 Upgraded the fiber link to the Central Library, supporting 10 Gigabyte data network service; 
 Completed lifecycle replacements for servers and network equipment;  
 Significantly expanded datacenter resources to cloud-based infrastructure, providing improved resiliency, 

availability, and disaster recovery. 
 Increased resiliency of city network ID management services by expanding to Microsoft’s Azure cloud, 

ensuring availability of Office 365 (email, files, SharePoint Online, Skype for Business, etc.) in the event of a 
local disaster or network interruption. 

 Implemented an Enterprise License Agreement (ELA) for GIS software to provide staff with unlimited access 
to the entire suite of ESRI’s ArcGIS software, helping them meet their various business needs through a 
standardized software platform; 

 Completed the lifecycle replacement of the Mobile Data Computers (MDCs) in the existing fleet of Police 
vehicles, and began lifecycle replacement of the MDCs in Fire vehicles; 

 Upgraded Microsoft Office to ‘Office 2016 Professional’ (the most current version available) on all city staff 
computers; 

 Completed the migration of city email services to Office 365; 
 Launched the Secure Email service for Public Health, ensuring their ability to comply with all HIPAA 

requirements when communicating with outside agencies, personnel, and customers; 
 Implemented lifecycle upgrades to the VDI platform, increasing performance and capabilities to all virtual 

desktop users citywide; 
 Implemented an Enterprise PKI solution for city computer servers, ensuring secure communications 

between servers and supported clients, meeting “encrypted in transit” standards in PCI DSS;  
 Completed a lifecycle upgrade of the systems management platform that provides desktop and application 

deployment, configuration, and updates to computers citywide; 
 Replaced the legacy Microsoft Access based Capital Improvement Program (CIP) database used to manage 

the capital budget with a new and innovative web-based online system; 
 Supported critical financial processes such as fiscal year-end reporting, CAFR reporting, and payroll;  
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 Upgraded many critical department applications for Housing, Transportation, and public safety related 
applications for the Fire and Police Departments including FireHouse, TeleStaff, VeriPic, WatchGuard, 
CrimeView, etc. 

 Completed numerous Department office remodeling and reorganization projects; and 
 Implemented cost reduction initiatives to take advantage of more modern, existing technologies to improve 

both customer and internal efficiencies. 
 
FISCAL YEAR 2019 ADOPTED BUDGET 
 
Operating Budget 
 
The FY 2019 Adopted Budget of $18,389,777 is $18,875 (0.1 percent) less than the FY 2018 Revised Budget.  
This slight change is the result of a net decrease in personnel of $233,108, mainly related to the elimination of 
5.0 FTEs no longer required for the Enterprise Resource Planning (ERP) project.   However, the normal update 
of personnel salary and benefit information for both operating and project funded personnel continues to rise, 
especially in the cost for PERS.  There was an increase of over $371,000 in Services and Supplies costs, mainly 
attributable to over $187,000 in costs that were previously billed direct to departments, and the inclusion of 
budget for insurance premiums.  This increase was offset by reductions in the Internal Services, Debt Service, 
and Depreciation categories.   
 
Personnel 
 
A total of 78.00 FTEs are included in the FY 2019 Adopted Budget, which represents a net reduction of 3.50 
FTEs compared to the FY 2018 Revised Budget. Of this total, 6.00 FTEs are budgeted for the ERP project, 5.00 
FTEs are budgeted for the Land Management System (LMS) project, and 1.00 FTE is budgeted and fully funded 
through charges to various programs and capital projects for the Transportation Department. This does reflect 
the elimination of 5.00 FTEs that are no longer required for the ERP project, and the addition of 1.50 FTEs in 
the operating budget of the Computing and Communications Fund as explained below.     
 
YEAR-OVER-YEAR BUDGET CHANGES 
 
Computing and Communications Fund - 501 
 
 Personnel increased $670,454 (7.1 percent), a reflection of the reclassification of an eliminated project 

funded position to a Senior IT Analyst position in the Applications section to focus on managing the 
enterprise asset and work order management system that is expanding citywide.  For FY 2019, this position 
will be funded by contributions from four departments that are, or will, utilize the system, and from 
available fund balance in this fund.  Secondly, a vacant Senior Network Engineer position was reclassified to 
an IT Security Officer to oversee and lead a comprehensive cyber security program.  Finally, a 0.50 FTE, 
Senior Office Assistant position, in the Administration section was increased to a 1.00 FTE to allow for 
permanent hiring in support of ongoing operational needs.  The incremental increase of the last two 
position changes will be funded through available fund balance in this fund.  The cost of all three changes 
was a little over $198,000.  The remaining increase in costs was due to the normal update of personnel 
salary and benefit information, especially in the cost for PERS, which increased over 15.0 percent; 

 Services and Supplies increased $371,324 with over $187,000 attributable to the budgeting of costs 
previously billed direct to departments, which will now be included in the annual fixed service costs. This will 
aid in alleviating the administrative burden on both DoIT and Finance staff in processing internal billing on 
month-to-month or one-time annual payments.  There was also budget established for insurance premiums 
of over $29,000 that was implemented citywide.   The remainder of the increase represents cost shifts 
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through decreases in discretionary line items in the Internal Services, Debt Service and Depreciation  
categories; 

 Internal services charges decreased by $28,641 mainly attributable to decreases in discretionary line items 
that offset increases to the CAP charge and Public Works charges for fleet and building maintenance; 

 Depreciation expense decreased by $132,500 to reflect the anticipated depreciation expense for FY 2019 
given the current depreciation schedule. A portion of this difference was shifted to the Telecommunications 
Fund budget to properly reflect the anticipated costs for assets depreciated therein; and 

 Revenue budgeted from fixed service costs increased by $1,958,241 (14.6 percent) over the FY 2018 Revised 
Budget. This increase is reflective of the conversion of $737,600 in charges previously billed direct to 
departments.  Also, $186,500 was added in support of the repurposed position that will manage the 
enterprise asset and work order management system, and for the addition of public computers in the 
libraries and community centers, as well as mobile data computers in Police vehicles to the Desktop 
Replacement Program to fund regular future replacement of these devices.  These requests were funded 
without impact to the General Fund, as departments made corresponding reductions to accommodate, or 
paid for them from enterprise funds.  Lastly, FY 2018 service costs were reduced by a one-time subsidy from 
the Computing and Communications Fund of $395,761 to meet a 5.0 percent reduction target for the 
General Fund.  With these costs removed, service costs increased only $638,380 (4.8 percent) over the prior 
fiscal year. 

 
Telecommunications Fund – 408 
 
Expenses in this fund increased by $47,066 (9.6 percent), mainly attributable to an increase in depreciation 
expense to cover depreciable assets per the current depreciation schedule. 
 
Project Management Fund - 301 
 
Personnel decreased $903,554 to reflect the elimination of 5.00 FTEs no longer needed for the ERP project.  
Full salary and benefits are reflected for the 12 project-related positions for the upcoming fiscal year. 
 
New Year’s Day Fund - 106 
 
Expenses in this fund remained unchanged based on efforts recorded over the past two years. 
 
FUTURE OUTLOOK 
 
Technology is a critical tool for change and key to the provision of improved and cost-effective services to the 
community. With insight into the requirements of the City and expertise in communications and information 
technologies, DoIT provides centralized, efficient, and effective support of the City’s technology resources. 
However, DoIT is facing considerable strain in keeping up with formal projects and informal requests for work.  
This will be exasperated with the addition of the new initiatives outlined in the recently completed IT Strategic 
Plan, requiring a review of the DoIT business model, including communication, coordination, prioritization, and 
clear cross functional definition of roles and responsibilities. Additionally, funding for technology projects and 
initiatives will be a challenge.  With over $10.7 million projected through FY 2023 in equipment lifecycle 
updates alone, and another $15.0 million identified for replacement of over 1,000 public safety radios and a 
new Computer Aided Dispatch and Records Management System (CAD/RMS) for Police, unless significant 
funding is identified, staff will be left to provide reactive break/fix support on equipment that is beyond its 
useful life, which can be more costly and consume valuable staff time that would be better served 
implementing timely lifecycle updates and progressive technology solutions.  Finally, with close to 60.0 percent 
of DoIT service costs used to support departments funded in whole, or in part by the General Fund, ongoing 
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efforts to review costs, change business models, and evaluate ways to reduce the impact to this fund, will be 
critical, but not easy,  in ensuring its long-term prosperity.   
 
In FY 2019 DoIT will continue or begin to: 
 
 Develop a high performance, scalable, and reliable citywide Information Technology (IT) infrastructure that 

supports the dynamic requirements of the City; 
 Align the City’s IT initiatives with the City’s overall business objectives while ensuring departmental 

responsibilities and priorities are recognized and taken into account; 
 Invest in IT systems based on a rational and impartial assessment of both the tangible and intangible 

benefits and a realistic assessment of project costs and risks; 
 Reduce the cost of operations or service delivery or improve the quality of services delivered to customers 

through IT investment; 
 Deliver IT services in a cost-efficient manner; and 
 Approach IT initiatives as a partnership between DoIT and individual departments. 

 
Based on this framework, DoIT has the following major projects planned in FY 2019: 

 
 Leverage the recently updated the 5-year Information Technology Strategic Plan to guide strategic 

technology investments citywide; 
 Continue the network security assessment to plan for end-point and other network security improvements; 
 Continue to expand the City datacenter resources to include cloud-based infrastructure to provide for 

improved resiliency, availability, and disaster recovery as necessary; 
 Continue to develop new online services for constituents to conduct business with the City 24/7; 
 Complete the phase two implementation of the new Enterprise Resource Planning system, which includes 

the Human Resources and Payroll modules; 
 Upgrade and consolidate the City’s internal website ‘intranet’ portals to Office 365, modernizing the 

applications, improving the ease of accessing city data, and increasing resiliency, availability and disaster 
recovery capabilities; 

 Launch phase one of the replacement Land Management and Permitting System; 
 Continue implementation of the City’s multi-year Fiber Expansion program;  
 Expand the use of the Electronic Content Management System (ECMS) for department electronic documents 

and records; 
 Increase use of building video surveillance and access control technologies to improve security and 

monitoring in city facilities; 
 Expand Public WiFi service to targeted areas throughout the community; 
 Continue the implementation of Geographic Information System (GIS) software, services, and analysis 

citywide through the use of the newly implemented Enterprise License Agreement (ELA); 
 Continue ongoing implementation of Information Technology Service Management strategies to streamline 

and improve service delivery to customers; and 
 Invest in organization and staff development programs to strengthen DoIT’s internal processes and 

commitment to our customers. 
 
Powered by projects like these, DoIT will continue to make improvements in service and effectiveness and 
recognize the increased potential for technological growth in the City. 
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SUMMARY TABLES  
 

SUMMARY OF APPROPRIATIONS BY EXPENSE CATEGORY     

(In Thousands) 

Expenditure Category 
FY 2017 
Actuals 

FY 2018 
Adopted 

FY 2018 
Revised 

FY 2019 
Adopted 

Personnel $8,503  $11,401  $11,527  $11,294  
Services & Supplies 3,483  3,652  4,102  4,473  
Internal Service Charges 988  999  999  971  
Operating Expense 1,545  1,409  1,409  1,323  
Capital Outlay 8  0  0  0  
Debt Service 0  43  43  0  
Operating Transfers Out 329  329  329  329  
Information Technology Total $14,855  $17,833  $18,409  $18,390  

 

 
SUMMARY OF APPROPRIATIONS BY DIVISION       

(In Thousands) 

Division 
FY 2017 
Actuals 

FY 2018 
Adopted 

FY 2018 
Revised 

FY 2019 
Adopted 

All Organizations $123  $0  $0  $0  
IT Administration 1,336  1,332  1,782  2,096  
IT CS-Service Center 2,736  4,728  4,728  4,086  
IT Fiber Related Projects 430  488  488  535  
IT Operations 10,230  11,285  11,411  11,673  
Information Technology Total $14,855  $17,833  $18,409  $18,390  
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SUMMARY OF APPROPRIATIONS BY FUND 

(In Thousands) 

Fund 
FY 2017 
Actuals 

FY 2018 
Adopted 

FY 2018 
Revised 

FY 2019 
Adopted 

106 - New Years Day Genl Fund Events $13  $20  $20  $20  
301 - Project Management Fund 0  2,054  2,054  1,150  
408 - Telecommunications Fund 439  488  488  535  
501 - Computing and Communication Fd 14,281  15,271  15,847  16,685  
701 - General Fixed Assets Acct Grou 123  0  0  0  
Information Technology Total $14,855  $17,833  $18,409  $18,390  
 

   
SUMMARY OF FTEs BY DIVISION         
 

Division 
FY 2017 
Actuals 

FY 2018 
Adopted 

FY 2018 
Revised 

FY 2019 
Adopted 

IT Administration 4.50 4.50 4.50 6.00 
IT CS-Service Center 38.00 35.00 35.00 31.00 
IT Operations 42.00 42.00 42.00 41.00 
Information Technology Total 84.50 81.50 81.50 78.00 
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PERFORMANCE MEASURES 
 

 FY 2017 
Actuals 

FY 2018 
Target 

FY 2019 
Target 

    
COUNCIL GOAL: MAINTAIN FISCAL RESPONSIBILITY AND STABILITY.    
    
Objective: Service Center Office will process and resolve issues promptly and 
within established timeframes. 

   

     
1 Number of Incidents resolved by Service Center Office. 7,242 3,200 5,500 
2 Percentage of all Incidents resolved by Service Center Office (Tier 1). 22% 45% 60% 
3 Number of Service Requests resolved by Service Center Office. 4,939 3,000 3,000 
4 Percentage of all Service Requests resolved by Service Center Office (Tier 1). 32% 40% 40% 
     

Note Incidents represent an unplanned interruption or reduction in quality of an IT service.    
Note Service Requests represent customer generated requests for a standard service or product 
offering. 

   

    
Objective: Service Center Field Services will process and resolve issues promptly 
and within established timeframes. 

   

     
1 Number of Incidents resolved by Service Center Field Services. 1,494 2,500 2,500 
2 Number of Service Requests resolved by Service Center Field Services.  2,080 2,300 2,000 
     

Note Incidents represent an unplanned interruption or reduction in quality of an IT service.    
Note Service Requests represent customer generated requests for a standard service or product 
offering. 

   

    
Objective: Infrastructure will resolve network, voice, and radio issues promptly and 
within established timeframes. 

   

     
1 Number of Incidents resolved by Infrastructure. 647 700 600 
2 Number of Service Requests resolved by Infrastructure. 855 700 750 
     

Note Incidents represent an unplanned interruption or reduction in quality of an IT service.    
Note Service Requests represent customer generated requests for a standard service or product 
offering. 

   

    
Objective: Enterprise Computing will resolve server and storage issues promptly 
and within established timeframes. 

   

     
1 Number of Incidents resolved by Enterprise Computing. 520 800 500 
2 Number of Service Requests resolved by Enterprise Computing. 1,245 1,000 800 
     

Note Incidents represent an unplanned interruption or reduction in quality of an IT service.    
Note Service Requests represent customer generated requests for a standard service or product 
offering. 
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 FY 2017 

Actuals 
FY 2018 

Target 
FY 2019 

Target 
    
Objective: Applications will resolve application and website issues promptly and 
within established timeframes. 

   

     
1 Number of Incidents resolved by Applications. 1,373 1,500 1,500 
2 Number of Service Requests resolved by Applications. 2,189 2,500 1,500 
     

Note Incidents represent an unplanned interruption or reduction in quality of an IT service.    
Note Service Requests represent customer generated requests for a standard service or product 
offering. 

   

Note This includes GIS related requests and incidents.    
Note There was an expected spike in Applications Incidents and Service Requests in FY15 and FY16 
due to the "go live" of the ERP system. 

   

    
Objective: Customer Satisfaction survey results will measure the overall Customer 
Satisfaction of DoIT Operations. 

   

     
1 The courtesy of the Analyst. 99% 100% 100% 
2 The technical skills/knowledge of the Analyst. 98% 99% 99% 
3 The timeliness of the service provided. 98% 98% 99% 
4 The quality of the service provided. 98% 99% 99% 
5 The overall service experience. 98% 99% 99% 
6 Average customer satisfaction survey response rate. 2% 10% 7% 
     

Note This objective and all performance measures was newly created for FY 2016.    
Note Survey results for FY16 actual are based on 854 customer responses.    
Note Survey results for FY17 mid-year actual are based on 358 customer responses.    
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