2016 Executive Summary

OUR MISSION

OUR VISION

OUR VALUES

Deliver quality and cost-effective
technology services to our clients
in order to better
serve our community

Transform IT service delivery
for Douglas County and the
City of Omaha and be recognized as a leader in government IT management

Commitment to Client Success
Accountability to Each Other
Value to Our Community

EXECUTIVE SUMMARY
In 2016, Douglas Omaha Technology Commission (DOTComm) strengthened our position as a leader in
government Information Technology (IT) management. We will highlight some of our accomplishments
and reflect on some of the recognitions received during the year. Remaining a leader requires
dedication, hard work and commitment from everyone at DOTComm. Our success requires continuous
planning, a commitment to quality, negotiation for the highest quality of vendor support and services,
relentless pursuit of timely professional execution, and a commitment to continual process improvement.
But we are not satisfied. We are going to build on our successes to improve the services we provide,
seek improvement in initiatives we deliver, provide sound responsible financial management services and
pursue innovations and new technologies.
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LOCATIONS

Derek Kruse, Chief Information Officer

FINANCIAL REVIEW
For the fourth consecutive year, DOTComm has prudently
managed our budget to ensure revenues exceed our
expenses. While effectively managing the budget, we have
continued to increase our productivity by leveraging
automation tools and by strictly managing contracts with
vendors and suppliers.
Douglas County and the City of Omaha demonstrated
their support for enhancing technology capabilities in 2016
by growing our budget and allowing DOTComm to add
staffing for IT Security, Project Management, and Cloud
Services. We also made investments in the Salesforce
platform which makes it possible to improve our back
office functions and provide better service to our clients.

SERVICE PERFORMANCE
SERVICE LEVEL AGREEMENT (SLA)
SLA Achievement
TARGET 90%
Of tickets resolved within set
timeframe (all priorities)

Customer
Satisfaction
TARGET 90%
Of survey respondents very
satisfied (all priorities and
30% response rate)

5000+
EMPLOYEES

4700
PCs

500+

BUSINESS
APPLICATIONS

RECOGNITION
In December of 2016, the Center for Digital Government named the City of
Omaha a “Top Ten City” in the Digital Cities Survey. The award recognizes
DOTComm’s use of technology to improve services and increase
government transparency.
We were also named a 2016 City on a Cloud
Challenge Finalist by Amazon Web Services for our
best practices in deploying innovative solutions to
solve government challenges.
We are proud of these recognitions as they serve as a call to action to continue
our push for innovation, drive cost competitive measures and enables citizens to
engage their government in new and enriching ways.
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AWS
City on a Cloud
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40%

DATA ANALYTICS
DOTComm implemented two data analytics tools to support City and
County efforts to enhance residents’ visibility into government operations.
The first tool is a Spending Analytics Dashboard that provides residents
direct views into government spending. Citizens can drill down to find
answers to their questions.

FIRST CALL
RESOLUTION

24/7

SERVICE
DESK

The second tool developed is unified Google Analytics Portal to help the City
and County understand how people find, access, and use online services.
https://analytics.douglascounty-ne.gov/
https://analytics.cityofomaha.org/

SERVICE IMPROVEMENT
A robust ticket management system is critical to any IT organization seeking to provide world
class service. In 2016, DOTComm migrated to the Salesforce platform for ticketing and asset
management.
This cloud-based platform enables improved customer satisfaction
through a powerful self-service portal. We also gain efficiency with
24x7x365 mobile access, reduced administration and improved reporting
and data visualization.

PROJECT STATISTICS

116

PROJECTS
OPENED

59

PROJECTS
CLOSED

40K

PROJECTS
HOURS

20% INCREASE
FROM 2015

66

AVERAGE
ACTIVE
MONTHLY
PROJECTS

EMPLOYEE AND COMMUNITY INVESTMENT
DOTComm hosted several events for employees in 2016. These events provided an
opportunity to recognize our tremendous team and have some fun at the same time. Events
included: a March Madness competition, a Storm Chasers baseball game, a Chili & Soup
Cook-off, and a special holiday luncheon. To mix things up, we tested our skills flipping
flapjacks at our first Pancake Breakfast!
DOTComm created the Training and Outreach Committee. This committee is responsible
for coordinating our annual United Way campaign and other community events, including
our partnerships with local universities and our intern program. Also, this committee takes
feedback from DOTComm employees on what training opportunities they would like to
pursue and then implements programs to support them.

PERFORMANCE MANAGEMENT
DOTComm seeks to motivate our employees to reach their best performance. It is important
for employees to know how their goals relate to the work they are doing on their team and how
they fit in with the overall organizational goals.
Last year, DOTComm leveraged the new Salesforce platform to publish our organizational
goals enabling management and employees to align their individual goals appropriately. This
2016
Winner
new approach, coupled with the use of our more robust
platform,
allows for improved
accountability and performance.

In 2016, DOTComm was honored with two awards for excellence. Our CIO Derek Kruse received the 2016 Tech Leader of
the Year award presented by the AIM Institute and he was recognized by the Midland’s Business Journal as one of their 40
under 40.
These recognitions validate our progress toward achieving our
vision and energize us to continue to serve our community with
excellence.

How can we get better?
Help us improve by following this link to submit feedback or suggestions.
www.dotcomm.org/survey

