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Manager Technology Support Services

Director Information Technology

Senior Manager Infrastructure Services

Manager Network 
Services

Network Engineer

Network 
Administrator 3

Systems Security 
Administrator 2

Voice Engineer

Systems Engineer 
3

Systems 
Administrator

Virtualization 
Engineer

Business 
Continuity Analyst

Field Services 
Engineer

Supervisor 
Technology 

Services

Field Technician 
10

Field Services 
Engineer

Coordinator 
Technology 

Support Services

Supervisor 
Technology 

Services

Lead Technology 
Support Specialist

Lead Field 
Technician 4

Field Technician 
16

Technology 
Support Specialist 

I  2

Technology 
Support Specialist 

II  5

Technology 
Support Specialist 

III

Assistant Director Systems 
Development

Database 
Administrator 2

Business Analyst/
Developer

Software Engineer 
5

Software 
Developer II 4

Enterprise 
Architect 5

Software 
Developer I

Secretary III

Documentation 
Clerk

Summary

General Fund Positions: 82

Categorical Fund Positions: 0

MUNIS Unit No. MI1

Information Technology

2016-2017



Systems
Development

Data 
Services 

Technology Customer 
Support

IT

Infrastructure
Services
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The Team

ωLead: Gregg Patten

ωTotal Staff: 20

ωDBA: 2

ωDevelopers: 16

Core 
Competencies

ωApplication development

ωDatabase management

ωBusiness intelligence

ωData warehouse

ωAd-hoc data extract

ωReports

Scale of 
Operations

ω105 Business applications 

ω105 Databases

Systems Development
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The Team ωLead: Annette Harris

ωTotal Staff: 27

Core 
Competencies

ωNetwork (LAN/WAN) & Voice

ωWireless

ωActive Directory

ωData center

ωStorage & virtualization

ωSurveillance, access control

ωEnterprise Backup and DR

ωProjectors, Aiphones,PASystems

ωBoard meeting technology

Scale of 
Operations

ω0.53 PB Enterprise storage

ω107,900 student folders

ω41,108 Managed devices

ω2,254 Core switches

ω166 Fiber network circuits

ω457 Voice switches

ω1,931 Phone lines

ω13,788 Telephones 

ω7,051 Wireless APs

ω231,004 User accounts

ω1,975 Cameras

ω6,000 Projectors

ω3,300 2-Way radios

Infrastructure Services
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The Team
ωLead: Carrie Lawless

ωTotal Staff: 33

ωTechnicians: 20

ωService desk: 9

Core 
Competencies

ωOn-site/field technology support

ωTechnology service desk

ωTeacher TIP

ωWarranty support & repair

ωPhone/remote support

ωEmail access & support

ωIC permissions

ωPassword resets

ωComputer imaging services

ωSoftware installation &   troubleshooting

ωNetwork and telephony support

Scale of 
Operations

ω65000+ Computing devices

ω60%  Calls first contact resolution

ω>1000 Printers

ω50,000+ Calls/year

ω55,0000+ Parent portal emails

ω>100,000 incidents/year

Technology Support
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SYSTEMS DEVELOPMENT

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

TECHNOLOGY CUSTOMER SUPPORT

Å Process Improvements
Å Metrics that Matter
Å Opportunities

INFRASTRUCTURE SERVICES
Å Overview of Operations
Å Project Status
Å Opportunities



Communication - Consistency  - Compassion



Cost Per Ticket 2015 2016 Industry Standard 

(HDI 2015)

Cost savings to the 

District

Field Technicians $73.39 $61.49 $196.00 $2,866,409.00

Technology 

Specialists

$13.31 $7.79 $22.00* $609,993

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

iPad Repair ðaround 

15,000 in district.

$2,250.58 w/o labor

$8,900.00 w/ labor 

incl.

$49,658.72 $47,408.14.36  w/o 

labor

$40,758.72 w/ labor 

incl.

January 2016 ðlittle

to no surplus ð

cheaper than 

replacing @ $379 ea

Wiring $2,840.00 $7,575.00 $4,735.00 November 2016 ð

quicker response 

time then vendor

Warranty Repairs Reimbursement to JCPS Start Date

HP $1,154 ðpure labor reimbursement June 2016 ðworking on getting Dell 

and Lenovo warranties going.

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

(slide 30) 

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

New Teacher Replacement Return

http://jcps.me/password



