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M E M O R A N D U M  

DATE: September 29, 2006 

TO: City Council Members 

FROM: Sylvia Richards, Policy Analyst 

RE: IMS Audit 

 
 
The Matrix Consulting Group submitted to the City the Final Report of the IMS 
(Information Management Systems) Division’s Management and Performance Audit in 
July of 2006.  Attached is a copy of the Final Report. 
 
The Scope of Work for the audit included an evaluation of the following items: 
 
1. Strategic Direction of the IMS Division 
2. Data Security 
3. Systems Analysis and Design 
4. Communication Services 
5. Contracted Services 
6. Customer Satisfaction with IMS Services 
7. Help Desk Service Levels, Charter, Policies and Procedures 
8. Adequacy of Support provided to End-users 
9. Staffing Level 
10. Core Business Applications and Automation 
11. Technology Replacement Program 
12. Billings to Users 
 
The following is a list of major findings from the Audit: 
 
1. IMS does not directly charge departments the cost of developing in-house software.   

Departments pay only if off-the-shelf software packages are purchased, which creates 
incentives to ask IMS to develop in-house software.  
 

2. Currently, IMS does not have a process to evaluate the cost and benefit of integrating 
systems across multiple departments or divisions.  Customers generally direct the 
development of programs or systems without regard to the needs of the city as a 
whole. 
 

3. The city does not have a steering committee of representatives from departments to 
facilitate cross departmental approaches to system integration and cost effective 
solutions to IT (Information Technology) needs. 
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The IMS audit proposes the following recommendations: 
 
Organization 
1. Consolidate IT functions currently housed within the Airport (7 FTEs), and Fire 

Department (1 FTE) within the IMS Division.  This would necessitate a reporting 
transfer of positions from the Airport and from the Fire Department to the IMS Fund 
on a reimbursement basis; therefore, no direct fiscal impact.  A physical transfer of 
individuals may not be necessary. 

2. Reorganize IMS operations: (a) consolidate the communication team into a new 
infrastructure team; (b) consolidate software engineering and technology consulting 
into one unit and add one executive manager to oversee both teams; (c) create a new 
policy and research unit initially staffed with one senior staff member to support 
technology planning, policy development and research. (Total estimated cost: 
$215,000) 
 

Long-term Technology Plan 
1. Establish an IT steering committee composed of representatives from key 

departments. (No direct fiscal impact.) 
2. Develop a strategic plan for information systems and technologies. (No direct fiscal 

impact.) 
 

Data Security 
1. Identify back-up sites for business resumption in the event of a disaster; provide 

additional training to employees on disaster recovery; test elements of the plan 
periodically.  (No direct fiscal impact.) 

2. Add additional internal firewalls, increase redundancy, utilize storage area 
networks, and implement virtual networks. (Costs vary based on the technology 
utilized.) 

3. Provide additional training on security policies to city employees; test security plans 
on a regular basis. (No direct fiscal impact.) 
 

Systems Acquisition and Analysis 
1. Change the cost allocation model for software engineering system development. (No 

direct fiscal impact.) 
2. Develop standardized project management tools; provide an itemization of costs and 

benefits of developing software in house. (No direct fiscal impact.) 
3. Develop requirements for staff continuing education for a minimum 24 hours per 

year per staff member.  IMS estimates that staff is receiving this level of training 
already; however, continuing education is not formally documented by the Division.  
(No direct fiscal impact.) 

  
Communications Services 
1. Streamline the content management process currently used to update city websites.  

(No direct fiscal impact.) 
2. Evaluate feasibility of implementing Voice over IP technology.  (No direct fiscal 

impact.) 
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Customer Satisfaction 
1. Formalize approach to customer service including steering committee and service 

level agreements with users.  (No direct fiscal impact.) 
 

Adequacy of Support Provided to End Users 
1. Evaluate core business applications to ensure appropriate levels of integration, 

eliminate duplication and enhance management information (May require 
additional funding.) 
 

Level of Staffing 
1. Staffing is within benchmark standards (Matrix’s).  IMS staffing is a product of its 

service level commitment.  A technology steering committee should review 
development projects for duplicate software applications and solutions that may be 
provided by outside vendors. (No direct fiscal impact.) 
 

Facilities 
1. Identify potential back-up locations for disaster recovery and secure use agreements. 

(No direct fiscal impact.) 
 

Infrastructure Planning and Replacement 
1. Formalize approach to software replacement and lifecycle analysis; make 

recommendations for outdated systems.  (May require additional funding.) 
 

Billings to Users 
1. The city should decide if full cost recovery from departments is desirable; user 

departments should be charged directly for software engineering costs to reduce the 
incentive to build in-house applications. (No direct fiscal impact.) 
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