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From a Decade of Deficits…

Tech Debt

Visible IT



Strategic

• Engage an Exceptional IT Team

• Secure the City

• Modernize and Eliminate Tech Debt

• Master Products-Projects Execution

Tactical

• Customer Relationship Management System (CRM)

• Information and Systems Security

• Open Data and Smart Cities Foundations

• Business Process Automation

• Secure Cloud-Hub Infrastructure

• Audits and Policies

• Enterprise Architecture 

IT Strategic Plan Focus Areas



1-Page IT Strategic Plan
Out of a decade of deficits, execute, secure, and sustain the civic solutions that allow the San 
José community to thrive. 

Strategic Direction

1. Engage an exceptional team defined by our solutions, service, & growth.
2. Modernize onto current and responsive technologies and services as our foundation. 
3. Secure to manage evolving cybersecurity risks and operating requirements.
4. Maximize investments through project management and user-centric approaches.
5. Accelerate the City’s ability to execute and sustain innovation. 
6. Focus on prioritized business needs: 

• Customer Relationship Management
• Use of Data for Decision-making
• Business Process Automation

Underlying Assumptions
1. Need: Technology demands are core to operations and are increasing in cost and complexity.
2. Vision: The San José Smart City Vision identifies IT as a strategic multiplier for our future in which the City will invest.
3. Priority: The City aims to coordinate its increasing and citywide technology investments. 
4. Opportunity: No city has better assets to make Smart Cities part of a successful community.

IT Metrics

2019
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Satisfaction
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Projects 
Success

>99.9%

IT Services 
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Employee 
Engagement

>2.5%

IT as % of 
City Budget



IT Portfolio Map– 2017-2019 (Initial)
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After one 
year…



Strategic Initiatives

✓ IT Talent

• Vacancies <10%; New Classifications/Compensation; 4X Engagement

o Secure City

• PCI Assessment and Update; Cybersecurity Program; Education; CISO

o Modernize

• IT Strategic Plan; 10 Major Systems Done; 8 Active; 4 Queued

o Ability to Execute

• C3PO Team Formed; Standard Processes and Templates; IT Work Plan Set; 
Working on Tools and Routines

Progress



Projects

✓ Support Systems – HRIS, Payroll, Talent Upgraded; On-Cloud

✓ My San Jose – Live; Audit closed; Working process improvements

✓ Workers’ Comp – System live; Items resolved with State audit

✓ Utility Billing – Recovery project complete; Live

✓ Revenue Management – System migrated; Live

✓ Treasury Management – System migrated; Live

✓ Compliance – PCI compliance resolved; Documentation complete

• Budget System – Phase 1 complete; Phase 2 near completion

• Business Tax – Project Recovery complete; Tracking for June Live

• Infrastructure Modernization – RFP released

Progress



IT Portfolio Map– 2017-2019 (Update: 3/2018)
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74%  86%

Customer 
Satisfaction
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Project 
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Reliability

8%ile  29%ile

IT Employee 
Engagement

7AM-6PM

Service 
Response

1.2%  1.3%
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IT Scorecard



Continuing the Progress…

• Balancing City’s Overall IT Funding Levels

• Building Staffing and Skills

• My San Jose 2.0 and 3.0

• Data Security, Privacy, Use, and Engagement

• Key Investments

• Cybersecurity!

• Tech Debt

• Data Infrastructure

• Business Process Automation

Needs Remain



Intel
• Donation for capacity and emergency operations

Dell EMC
• Open Data Architecture and Public Safety Analytics

IBM
• Smarter Cities Challenge for Housing

Microsoft
• Data Mission for San Jose Floods

Silicon Valley Community Foundation (New)
• Data Resources, Collaboration, and Engagement

Special Partnerships



• Center for Digital Government – Top-Ten Digital Cities in the nation
• StateScoop – Top 31 Smart Communities / Top 17 Cybersecurity
• Ada Awards – Leader in government Cybersecurity direction
• Oracle – Modern Customer Experience Awards Finalist
• IDC – Smart Cities North America Awards, Finalist – Civic 

Engagement

Special Recognition



Questions?



IT Advisory Board

Expert Feedback



Perspectives on building Innovation
and Data-centricism into our DNA

1.



Top investments to address in IT given 
constrained resources

2.



Your best counsel to the City for 
action to advance Innovation and 
Technology

3.



Thank you!


