2015 Executive Summary

OUR MISSION
Deliver quality and cost-effective technology services to our clients in order
to better serve our community
OUR VISION
Transform IT service delivery for Douglas County and the City of Omaha
and be recognized as a leader in government IT management
OUR VALUES
Commitment to Client Success
Accountability to Each Other
Value to Our Community

EXECUTIVE SUMMARY
2015 was an exciting year for DOTComm. We completed numerous long
term projects with very positive results. From adding bandwidth and network
reliability to strategic locations across the County and City, to wrapping up a
program to make printing more cost effective, the hard work of many
dedicated individuals was on display. We performed well across all of our
services and achieved great marks on our metrics. We continued to push for
additional efficiencies by consolidating some of our teams and moving to a
service desk that is staffed 24/7 by DOTComm employees to improve the
client experience. We pushed further into new technologies and improved our
web presence. Most importantly, we had some fun doing it with great
employee engagement events that melded teaming with technology. The
best part is that we are just getting started and 2016 promises to be another
boundary pushing year.

Derek Kruse
Chief Information Officer
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Expenses

Roughly 5,000 employees
70+ government entities

What We Support






120 unique locations
4,700 desktop computers and printers
Roughly 500 business applications
3.7 million mainframe transactions per month

How We Support






24/7 Service Desk
51,753 Service Desk inquiries in 2015
40% First Call Resolution
Opened 27,285 & Closed 26,940 Tickets

DOTComm had another rock solid financial year with excellent
forecasting and expense management while at the same time adding
new services. Organizational alignments allowed us to continue to
push the limits of productivity while becoming more responsive to our
client needs. We have continued to improve our financial controls
while making it easier to do business through utilizing electronic
signatures and providing easy access to financial information.
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FINANCIAL REVIEW

2013 - 2015

2013

KEY STATISTICS
Who We Support

2015
Revenue

2015 Preliminary and Unaudited

With significant input and feedback from the
Cost Model City & County, DOTComm’s 2017 cost model
was completed. This forward looking model
provided service usage, inventory counts and cost details to City &
County departments to assist in their budgeting and strategic
technology related decisions.

SERVICE PERFORMANCE
SLA Achievement
Performance
measurements
are
the
cornerstone of how we operate. In order to
improve and provide better service, we must
measure our performance and publish the
results. We publish weekly statistics for our
employees and present to the DOTComm
Oversight Committee monthly results as well.
As you can see, our performance in 2015
exceeded our target goals. Additionally, we
have provided two trend charts that show the
improvements we have seen over the past
three years on our priority 1 and 2 incidents.
These are our most impactful events and we
have been able to reduce the aggregate
number and improve SLA performance when
they do take place.

90% Target

96%

of tickets resolved within set
time frame (all priorities)

Customer Satisfaction
90% Target

95%

of survey respondents very satisfied
(all priorities and 30% response rate)

Priority 1 and 2 Incidents
SLA
%
Achieved

#
Total

NETWORK IMPROVEMENTS

MANAGED PRINT

Reliable and sufficient network connectivity
between the County and City branch offices
and their applications is critical to support the
citizens. In partnership with Cox Business,
over 85 locations will now have improved network reliability and speeds.

In 2014, we started a managed print services
agreement with Bishop Business. In 2015, we
rolled it out with nearly 100% participation
resulting in a 15% cost reduction.

KEY FACT

KEY FACT

Cost savings are realized through lower
consumable prices and replacing older
printers with more cost-effective models.

There are over 300 wireless internet access
points spread across County and City buildings.

VOIP

24/7

XP MIGRATION
The XP migration project
wrapped up in the 4th quarter
of 2015. This effort mitigated
the risks of unsupported XP
operating systems and resulted in beneficial hardware and
software upgrades.

In December, DOTComm
brought after-hours technical
support in-house. This change
enables DOTComm to be more
responsive to departments delivering 24 hour a day services.

SQL UPGRADE

AUTOMATION

SQL is used by a majority of
County and City applications
and this upgrade provided
much needed improvements
to performance, security and
reliability.

PARTNERSHIP
We have expanded our partnership with UNO's PKI to provide
opportunities for collaborative
ventures focused on student
development and delivery of
needed departmental IT projects.

We continue to roll-out new
Voice over IP (VoIP) phones
across the City and County.
Departments appreciate the
new features and flexibility that
the new system provides and
more installs are scheduled for
2016.

Regular system patching was
made much easier in 2015
through the use of our new
desktop systems management
platform. We can now deploy
updates more efficiently and
effectively to end users.

BUSINESS INTELLIGENCE
By migrating hundreds of reports to Oracle Business Intelligence, we delivered a full
range of capabilities including
financial reporting, interactive
dashboards and ad hoc queries.

CLOUD MIGRATION
We continued our multi-year migration to the
cloud by successfully moving 23 websites to
our Amazon Web Services environment. This
migration offers us more flexibility, better performance and enhanced security.

KEY FACT
By creating a new dashboard that takes advantage of Google Analytics we can now ramp up
and down website capacity based on usage.

SECURITY
We enhanced our security posture by partnering with Douglas
County Emergency Management on a response drill and
enabled multiple device notification tool to manage potential
high priority incidents.

DOCUSIGN
Reducing paper and improving efficiency was a
key goal for DOTComm in 2015. By introducing
DocuSign, an electronic signature application,
we were able to save hundreds of hours for
both DOTComm and our clients by eliminating
the need to pass around paper.

KEY FACT
Turn around time for financial signatures has
been reduced from 5-7 days down to 1-3.

CONNECTING
Social Media is everywhere. New tools allow
us to share our stories and successes with a
broad audience. In 2015, DOTComm renewed our commitment to use social media
for outreach to our employees, clients and
citizens with frequent postings of information,
events and project announcements.

SMART BENEFITS
As costs continue to rise, it is vital that we find
smart alternatives. DOTComm is committed to
providing quality and affordable benefits to our
employees and we partnered with the benefits
broker Harry A. Koch to offer more affordable
and flexible health care plans. These changes
allow us to provide great options to our employees while controlling rising costs.

KEY FACT

KEY FACT

DOTComm.org went live with a new website
in late 2015 with major enhancements
planned for 2016.

Our new Health Savings Account option allows employees to take advantage of a savings plan that stays with them for life.

OUR TEAM
A healthy and happy team is a more productive one. Our wellness program incorporates
walking, hydration and fitness challenges
and encourages employees to make healthy
choices through monthly programs. We also
give our teams a chance to unwind with fun
events throughout the year.

KEY FACT
During our hydration challenge, DOTCommers
drank 33,000 ounces of water in 30 days.

GIVING BACK
Our annual United Way campaign was another dramatic success. We conducted a
number of fun events to raise vital funds for
our community and topped our total from
2014. By participating in foot golf, work release, raffles and auctions our team raised
over $10,000. We could not be more proud
of our talented and generous team!

KEY FACT
Our leadership lock-down fundraiser event
alone raised over $400 in 2015. Check our
Facebook page for some great photos.

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

