Department Service and Service Level Inventory - Information Technology

General Fund Other Funds

Revenue Cost Customer
Budget FTE | Budget | FTE Offset Center |Program/Service Type Customer(s)

Current Level of Service (Describe)

$133,980 | 1.29 1199 (Citywide Application Training [Internal City departments

Train staff on Citywide applications
Provide 12 training classes monthly
Train 120 users monthly

$181,085 1.8 1199 [Technology Asset Internal City Council & City
Management department.

Maintain Citywide technology ordering
and inventory

Complete purchase requests & ordering
process within 5 days of receipt
Inventory, tag and release products
within 2 days of receipt

$419,427 |3.32 1199 [Project Management Internal City Council & City
departments

Manage technology projects Citywide
Manage 4 concurrent projects
Reduced by 1 FTE in 09/10

$514,102 | 4.05 1199 |Administration Internal Departments

Administration, budget, finance,
purchasing, HR, reception & admin
support. Reduced by 2 FTE in 09/10

$382,194 | 1.96 1200 (Oracle Database Support Internal City of Chandler City
Wide

Maintain Oracle Database availability 8x5
Restore system outages within 4 hours
Respond to service requests within 1 days
Complete service requests within 90 days
of start
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Department Service and Service Level Inventory - Information Technology

General Fund Other Funds
Revenue Cost Customer
Budget FTE | Budget | FTE Offset Center |Program/Service Type Customer(s) Current Level of Service (Describe)
$607,396 | 3.58 1200 |Citywide Financial/HR Internal City of Chandler City Maintain ERP application availability 8x5
Application Support Wide Restore system outages within 4 hours
Respond to service requests within 1 days
Complete service requests within 90 days
of start
$536,464 |2.48 1200 (Citywide Application Support [Internal Chandler residential, Maintain Citywide application availability
commercial, institutional |8x5
& industrial customers Restore system outages within 4 hours
(10 apps) Respond to service requests within 1 day
Complete service requests within 90 days
of start
$460,541 |2.88 1200 |GIS Applications and Services [Internal City GIS users of ArcGIS, [Maintain GIS system availability 24x7
City users of GIS Portal, [Restore system outages within 4 hours
Citizens using InfoMap (8 [Respond to service requests within 1 days
apps) Complete service requests within 90 days
of start
$171,775 | 1.25 1200 |SQL Server Database Support [Internal City of Chandler City Maintain SQL Server Database availability

Wide (29+ apps, all
depts/divisions)

8x5

Restore system outages within 4 hours
Respond to service requests within 1 days
Complete service requests within 90 days
of start
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General Fund Other Funds
Revenue Cost Customer
Budget FTE | Budget | FTE Offset Center |Program/Service Type Customer(s) Current Level of Service (Describe)
$341,804 |2.46 1200 (Citywide Application - CJIS Internal City of Chandler Police, |Maintain CJIS availability 8x5
Court, Prosecutors' Office [Restore system outages within 4 hours
(1 app, 3 depts) Respond to service requests within 1 days
Complete service requests within 90 days
of start
$268,043 | 1.45 1200 |GIS desktop applications Internal City GIS users (24+ apps, [Maintain GIS desktop application
all depts/ divisions) availability 8x5
Restore system outages within 4 hours
Respond to service requests within 1 days
Complete service requests within 90 days
of start
$395,394 |2.23 1200 [Departmental Applications Internal Departments (66 apps, all |Maintain departmental application
depts/ divisions) availability 8x5
Restore system outages within 8 hours
Respond to service requests within 2 days
Complete service requests within 90 days
of start
$346,038 | 2.59 1280 |[Network Support Internal Chandler citizens, COC Maintain data communications network

Employees

24x7

Restore system outages within 4 hours
Respond to service requests within 1 day
Complete service requests within 3 days
of start
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Revenue Cost Customer
Budget FTE | Budget | FTE Offset Center |Program/Service Type Customer(s) Current Level of Service (Describe)
$66,416 0.62 1280 |Server Support Linux/Unix Internal City of Chandler Maintain Linux/Unix servers 24x7
departments, cost Restore system outages within 2 hours
centers, work units. Respond to service requests within 1 day
Complete service requests within 3 days
of start
$446,091 |3.73 1280 |[Server Support Internal City of Chandler Maintain Windows & virtualized servers
Windows/Virtualization departments, cost 24x7
centers, work units. Restore system outages within 2 hours
Respond to service requests within 1 day
Complete service requests within 3 days
of start
$166,179 | 1.24 1280 |Data Storage - SAN/NAS Internal City of Chandler Maintain data storage availability 24x7
departments, cost Restore system outages within 2 hours
centers, work units. Respond to service requests within 1 day
Complete service requests within 3 days
of start
$189,011 | 1.29 1280 |IT Systems Security Internal Chandler citizens, COC Maintain security systems 24x7

Employees

Restore system outages within 2 hours
Respond to service requests within 1 day
Complete service requests within 3 days
of start
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Department Service and Service Level Inventory - Information Technology

General Fund Other Funds
Revenue Cost Customer
Budget FTE | Budget | FTE Offset Center |Program/Service Type Customer(s) Current Level of Service (Describe)
$113,273 [ 0.62 1280 (Citywide Data Backup and Internal City of Chandler Perform nightly backups of all systems
Restore departments, cost Begin restoration requests within 2 hours
centers, work units. of request
Complete restoration requests within 4
hours of request
$156,710 | 1.15 1280 |Web Services External Chandler citizens, COC Maintain external web presence 24x7
Employees Restore system outages within 2 hours
Respond to service requests within 1 day
Complete service requests within 5 days
of start
$211,089 | 1.54 1280 [Messaging Systems Support |Internal Chandler citizens, COC Maintain messaging services 24x7
Employees Restore system outages within 2 hours
Respond to service requests within 1 day
Complete service requests within 3 days
of start
$461,823 |(4.82 1280 [Desktop Technical Support Internal CoC Employees, Maintain client systems 9x5

Volunteers and
Contractors

Restore system outages within 2 hours
Respond to help desk calls within 2 hours
Close phone support calls within 4 hours
Respond to service requests within 1 day
Complete service requests within 3 days
of start
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General Fund Other Funds
Revenue Cost Customer
Budget FTE | Budget | FTE Offset Center |Program/Service Type Customer(s) Current Level of Service (Describe)
$270,875 |2.42 1280 [Desktop Application Delivery [Internal CoC Employees and Maintain desktop application availability
& Support Volunteers and desktop environments
Complete Application Packaging requests
within 10 days
Complete Operating System Packaging
within 4 days
Patch workstations with Anti-Virus and
Security updates weekly
$305,495 |3.23 1280 ([Telephone Services Internal COC employees Maintain Phone service availability 24x7
(3200) Restore phone service outages within 2

hours

Respond to service requests within 1day
Complete service requests within 3 of
start
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