MUNIS Unit No. M11
Information Technology
2016-2017

Summary
General Fund Positions; 82
Categorica Fund Positions: 0







wlLead: Gregg Patten
wTotal Staff: 20
wDBA: 2
wDevelopers: 16

wApplication development
wDatabase management
wBusiness intelligence
wData warehouse
wAd-hoc data extract
wReports

w105 Business applications
w105 Databases



Infrastructure Services

The Team

-

Scale of
Operations

Competencies

ulead: Annette Harris
wlotal Staff: 27

wNetwork (LAN/WAN) & Voice
wWireless

wActive Directory

wData center

wStorage & virtualization
wSurveillance, access control
wEnterprise Backup and DR
wProjectors Aiphones,P/Aystems
wBoard meeting technology

Core

w0.53 PB Enterprise storage
107,900 student folders
w41,108 Managed devices
02,254 Core switches
w166 Fiber network circuits
w457 Voice switches
1,931 Phone lines
w13,788 Telephones
w7,051 Wireless APs
®231,004 User accounts
w1,975 Cameras

6,000 Projectors

3,300 2Way radios



wlLead: Carrie Lawless
wTotal Staff: 33
wTechnicians: 20
wService desk: 9

wOnsite/field technology support
wTechnology service desk
wTeacher TIP

WWVarranty support & repair
wPhone/remote support

wEmail access & support

wIC permissions

wPassword resets

wComputer imaging services
wSoftware installation & troubleshooting
wNetwork and telephony support

w65000+ Computing devices
w60% Calls first contact resolution
w>1000 Printers

50,000+ Calls/year

w55,0000+ Parent portal emails
»w>100,000 incidents/year



SYSTEMS DEVELOPMENT

A Capacity Planning & Forecasting
A Team Metrics Dashboard
A Kanban Process

TECHNOLOGY CUSTOMER SUPPORT

A Process Improvements
A Metrics that Matter
A Opportunities

INFRASTRUCTUHHRVICES
A Overview of Operations
A Project Status
A Opportunities



Technology Support Performance

Cost & Quality

Communication - Consistency - Compassion



Tech Support Cost Savings

Cost Per Ticket 2015 2016 Industry Standard Cost savings to the
(HDI 2015) District

Field Technicians $196.00 $2.,866,409.00

Technology $22.00* $609,993
Specialists

Charge Back Items | JCPS Repair Cost Vendor Repair Cost | Savings For Schools | Start Date

iIPad Repaird around $2,250.58 w/o labor  $49,658.72 $47,408.14.36 w/o  January 201609 little
15,000 in district. $8,900.00 w/ labor labor to no surplusd
incl. $40,758.72 w/ labor  cheaper than
incl. replacing @ $379 ea

Wiring $2,840.00 $7,575.00 $4,735.00 November 20168
quicker response
time then vendor

Warranty Repairs Reimbursement to JCPS Start Date
$1,1540 pure labor reimbursement  June 20163 working on getting Dell

and Lenovo warranties going.

* http:// www.slideshare.net/MetricNet/benchmark-2014globalresultsfor-desktopsupportv2-1
(slide 30)



http://www.slideshare.net/MetricNet/benchmark-2014-global-results-for-desktop-support-v2-1

Statistics
TIP Project — Took over October 12, 2016

TIP Trends

DEC-16 JAN-16

®m New Teacher = Replacement m Return

& TIP - now connected to HR System.

& Started with a list of over 500 eligible employees who did not have a TIP computer.
¢ Delivering machines to new eligible employees.

¢ Only 15% requesting data backup on replacements.

& Goal — to have more returned machines so we have to buy less in the future for eligible
employees.

& http://icps.me/password



http://jcps.me/password




