City of Coral Gables
Information Technology Department

TEN FACTS ABOUT THE INFORMATION TECHNOLOGY DEPARTMENT

Prepared by:
Raimundo Rodulfo, P.E., MSEM, PMP, ITIL, CSSBB
Information Technology Director
January 2017

Ten Facts About the Information Technology Department
INDEX











1 - We Are a Key Strategic Partner of all City Departments – pg. 3
2 - We Help Make the City a Safer Place – pg. 4
3 - We Build e-Government Solutions – pg. 5
4 - We Provide Efficiencies and Continuous Improvement – pg. 8
5 - We Put Technology on Brick and Mortar – pg. 9
6 - We Leverage the Power of Data – pg. 10
7 - We Provide Technical Support, Project Management, Business Analysis, and More. – pg. 11
8 - We Maintain a Comprehensive Technology Infrastructure and Operational Plan – pg. 12
9 - We Plan for the Future and Move Forward – pg. 14
10 - We Have a Talented Workforce Focused on Customer Service and Innovation – pg. 16

2

Ten Facts About the Information Technology Department
TEN FACTS ABOUT THE INFORMATION TECHNOLOGY DEPARTMENT
1 - We Are a Key Strategic Partner of all City Departments
The City of Coral Gables Information Technology Department (CGIT) works together with the city’s leadership and
all city departments and offices bringing value, efficiencies and process improvements across the board through a
significant number of technology solutions, initiatives and projects that benefit the city and its constituents.
Technology plays an important role in many of the City’s services and operations, by facilitating communication
between employees, constituents and stakeholders; fostering collaboration, expediting tasks, increasing
productivity and efficiency, assessing and managing risks, and enhancing the delivery of citizen services with added
value and convenience.
We perform strategic planning and technology assessments with each city department to identify priorities, focus
our efforts on resolving the most important issues for the greater benefit of the organization and the citizens,
maximize cost-effectiveness and return on investment, and together plan smarter to deliver results on time, budget
and scope. We conduct in-depth technical and business assessments to find the right technology that is costeffective, compliant, and addresses the needs of the citizens and the organization.
We also help City departments achieve accreditation and compliance with federal, state, county, city and industry
standards, best practices, rules, and regulations for information management, security, public safety, sustainability
and environmental conservation, financial regulations, and other government controls.
The CGIT Department’s Mission is: “To provide the City of Coral Gables with reliable and sustainable technical
services that bring value to the organization and its constituents, and enhance business processes and effectiveness
for all departments.” We align ourselves with the City’s vision of a “world class city with a hometown feel,” and with
city values, mission and objectives.
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2 - We Help Make the City a Safer Place
Public Safety Technology Services and Initiatives. CGIT works together and collaborates with the city’s public safety
leadership, Police, Fire, Problem Solving Initiative and city-wide teams implementing advanced technologies and
smart processes. In the past year we have implemented a new Crime Intelligence Center, deployed CCTV and License
Plate Readers, acquired and deployed CrimeView application, a crime analysis system, designed and developed a
paperless Electronic Patient Care process, among other innovative advancements that are helping to prevent and
fight crime as well as improve safety and quality of life for residents, businesses and visitors.
CGIT supports public safety technology, including network infrastructure, computers and mobile units; systems,
databases and applications for 911 dispatch, record management, emergency management, patient care, and crime
analysis; and other tools that help law enforcement officers and first responders to do their job.
Emergency Management. I.T. is a key component of the City’s emergency management and operation plans. We
ensure resilience, security, quality assurance and high-availability of technology services and communications
during emergency events as well as during normal operations.
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3 - We Build e-Government Solutions
We work on multiple Smart City and eGov initiatives in the areas of sustainability, public safety, citizen engagement,
transparency, business intelligence, business process reengineering, public transportation, parking, fleet
management, and other government technology implementations that are bringing value, convenience, resilience,
increased efficiencies, and improved customer service satisfaction citywide.

Green Technologies. We help the City to be a more sustainable and green place by implementing energy efficient
technology and electronic processes that reduce or eliminate the use of paper and lower the city’s carbon footprint.
CGIT also helps the environment and saves costs through our use of e-waste recycling and equipment buy-back
programs.
Education and Outreach. We joined the city’s leadership in presenting these Smart City initiatives at many forums,
events, and conferences: ICMA’s Smart Communities eBook, Smart City surveys and case studies, eMerge 2016
Conference, universities (UM, FIU), STEM research groups, multiple publications, events, boards, committees, and
Commission meetings.
CGIT builds and implements maps, web applications, location analysis displays, content management systems
(websites, mobile apps, digital signage), online services, open data portals, and other e-Government solutions for
the City and its constituents.
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4 - We Provide Efficiencies and Continuous Improvement
We work on citywide process improvement initiatives, implementing business process reviews (BPR), lean six sigma
analysis and best practices to reduce waste and costs, solve problems, optimize performance and improve
efficiencies and quality of service. We help city departments fill process gaps and identify the right technology to
increase productivity and efficiencies.
We monitor our customer services response times and overall department performance and customer satisfaction
metrics, addressing issues and seizing opportunities for improvement. We also implemented standard operating
procedures, operation plans, policies, best practices and information libraries to improve the way how we operate
and manage our department and its resources. We work on reducing costs and cut waste in infrastructure, services
operations, energy use, carbon footprint, and maintenance overhead.
CGIT also works with the Finance Department to properly plan for capital improvements, operating budget
requirements and resource allocation for ongoing and future needs, implementing budget management and
planning procedures for efficiency and costs reduction. With the help from Finance, we align our capital projects
and operating budget line items with the city’s strategic action plans and goals.
Benchmarks. We also establish business metrics and balanced scorecards to measure our performance against
annual goals and expectations, as well as government and industry benchmarks. We work to keep all City
technology systems and services operating with high availability and uptime, and almost zero percent downtime,
with overall adequate capacity and good levels of performance. We respond to emergencies and reestablish any
affected services. We monitor our response times and service levels and address customer needs and requirements,
with an emphasis in the areas that most need improvement.
Continuous Improvement. We look inward to assess our own strategies, policies, processes and services in order to
identify gaps and weak areas, develop and execute action plans to address our findings, and better align ourselves
with the city’s strategic plans, vision and goals. We work with internal and external auditors, as well as government,
industry and academia subject matter experts and organizations to guide us in this journey of continuous
improvement.
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5 - We Put Technology on Brick and Mortar
We work with Public Works and other departments provisioning technology infrastructure for new buildings,
renovations and construction projects, including the new Adult Activity Center, the new Passport Office, the
Streetscape Project, the 2506 Ponce building, Fire Stations, and several other infrastructure projects, facilitating
communication and operations for departments and the public using those areas and facilities.
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6 - We Leverage the Power of Data
We use data science to collect, process and analyze a big volume of data from a variety of sources including public
safety, infrastructure and operations, finance, HR, I.T., records management, citizen services, customer support, and
all functions in the organization. We develop and integrate business intelligence tools and applications that provide
data analytics, real-time reporting, dashboards, business and performance metrics, forecasts, live maps and data
visualization producing timely actionable information for decision makers, managers and city staff at all levels in the
organization, and opening data to the public for transparency and better communication with citizens.
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7 - We Provide Technical Support, Project Management, Business Analysis, and More.
The I.T. Department takes care of more than six thousand service requests every year from internal and external
customers, including employees from all city departments, residents, businesses, visitors and stakeholders.
We also manage dozens of city-wide technology projects every year. We manage the full-cycle of a project, from
initiation to planning, execution, monitoring and control and closing. We manage all the areas of a project, including
scope, time, cost and budget, procurement, stakeholders, risk, resources, communications and quality.
We also perform business analysis, eliciting customer requirements, designing adequate solutions and engineering
systems and processes to match business needs.
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8 - We Maintain a Comprehensive Technology Infrastructure and Operation Plan
Applications Division
Applications & Programming - Develops and manages all software applications for the enterprise. The IT department
maintains and supports more than 200 home-grown programs and off-the-shelf applications, including specialized
products for the enterprise, public safety and community services.
Many applications are used to deliver services for residents and businesses in Coral Gables. They provide day to day
operational capability by front line city staff in Finance, Building and Permitting, Economic Development, Police and
Fire, and Community Services. These applications require extensive network and systems support in order that staff
have continuous access to the software and the information to provide needed services to our customers and
constituents. And, the records and data used and created with these applications needs to be made secure and safe;
as well as properly maintained and backed up.
Business Analysis - Provides solutions to the City using Business Intelligence (BI) information technology and tools.
This includes analysis, plans and functions for enhancing business processes, operations and information process
flow.
Customer Support Division
Help Desk - Receives and manages all inbound calls for IT Service. They assist internal and external customers by
providing phone support and remote customer support. They assign and dispatch field service staff for onsite
response. The Service Desk retains ownership and tracks all calls until an issue is resolved. Call volume at the help
desk exceeds 100 service request or incident reports per week. All these calls must be assessed and handled on the
first contact, as practical. Otherwise, the call is escalated to one of the other IT divisions for scheduling and
resolution. Help desk staff continue to manage and track each call, regardless of escalation, and they ensure that
calls are responded to and resolved in an expedient and timely manner.
Field Service - Responsible for supporting the day to day operations of all city departments; providing high quality
onsite customer service and technical expertise. They work to resolve many kinds of PC, telecommunication and
network issues. Many IT calls for service and reports of incidents can be handled by Help Desk staff over the phone
or by email. But, when the situation requires a response escalation, staff must be resourced from one of the
operation's divisions in IT and redirected to the customer site, or incident location.
GIS - Manages the business, culture, and organization of geographic information products, across the enterprise.
Traditionally, for many customers, GIS has meant maps. In the Coral Gables IT department, GIS is an analytical and
intelligence tool that can provide insights into data to understand trends, correlate interactions, and support group
collaboration. GIS is spatial analysis through the manipulation of spatial data, the application of statistical analysis,
and the creation of spatial models. The results of these efforts are displayed in maps, charts, graphs, and
spreadsheets than assist stakeholders and executives with actionable information that supports key operations and
fulfillment of customer requests.
Systems Division
Servers and Clients - Designs, engineers, analyzes and supports server and client infrastructure and high-availability.
This includes desktop and mobile computer hardware, tablets and smartphones devices, operating systems, system
management utilities, and client-server infrastructure. Systems division maintains and supports over 1,000 end-
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customer devices for office desktop computing, and mobile in-field computers. This include nearly 200 devices
wirelessly connect to the city network for Police and Fire personnel conducting public safety operations.
Databases and Storage - Designs, engineers, and supports database and storage system infrastructure and highavailability. This includes databases, data backup systems and processes, centralized storage systems, and data
infrastructure. Systems orchestrates and continually maintain hundreds of physical and virtual servers running
mission critical applications for the enterprise and department-level programs vital to serving resident and business
needs in Coral Gables. Underpinning the applications on those servers are nearly 100 databases running under
Microsoft SQL licensing in a robust, high-capacity, high-availability to the data on the servers. These services include
all of the hardware, connectivity, and redundancy in order to support daily data backups, off-site storage, on-site
and remote failover capability, disaster recovery and off-site implementation for critical operations staffing.
Cloud computing and virtualization – the scope of systems includes private and external cloud services, server and
client virtualization systems that reduce infrastructure footprint and increase scalability, mobility, accessibility and
availability of systems, services and applications.
Network & Telecommunications Division
Network - Designs, engineers, implements and manages networking infrastructure, high-availability and security.
This includes WAN/LAN, Intranet/Internet/Extranet, voice, data and video network equipment, wireless and wired
networks.
Telecommunications – Support and manages more than 200 networks connection and endpoint devices, that
include all switches and routers for a diverse, multi-campus, multi-facility enterprise. Telecom division designs,
engineers, implements, manages telecommunication infrastructure, services and high-availability. This includes
voice, data and video circuits, wireless and wired links, fiber optics network, telephony systems, environmental and
facilities maintenance. For telephony Telecom support a full call manager system across the enterprise with nearly
300 devices on office desk throughout our service domain, ensuring call quality, voicemail service, and
switchboard/call transfer and conference call capabilities.
CGIT Operation Plan – A comprehensive operation plan based on the ISO 9001 standard and the ITIL service
management foundation of best practices, implementing dozens of recurring tasks with different frequencies (daily,
weekly, bi-weekly, monthly, quarterly, annual) that ensure smooth operations, business continuity, compliance,
meeting deadlines and expectations, I.T. services delivery, and adequate technology performance for the entire city.
The plan is monitored and managed through an automated tool that sends timely notifications and alerts to staff
responsible for supervision, execution and auditing of the plan’s recurring tasks.
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9 - We Plan for the Future and Move Forward
We provide infrastructure resources and capacity for existing services and applications, and we provision for
planned enhancements, projected growth and demand forecast. We engage in long-run, strategic planning for the
next ten years; with a vision of excellence, sustainability and innovation in technology services for the city and its
constituents. We plan for current and foreseen challenges in the dynamic urban environment of modern smart
cities, including emerging technologies, increased citizen participation, disruptors such as cloud computing, mobile
systems, big data, artificial intelligence and social networks, expected growth in service demand, and required
upgrades and enhancements on current services, enterprise systems and infrastructure.
We participate in think tanks and collaborate with research groups in Academia and non-for-profit organizations to
stay abreast of innovation in STEM fields and find creative solutions to current and future challenges.
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10 - We Have a Talented Workforce Focused on Customer Service and Innovation
We have a diverse and highly skilled team of technology professionals with strong technical and managerial
backgrounds, many years of combined experience in STEM, government technology and business, and an extensive
portfolio of credentials, licenses and certifications from industry, government and academia.
We improve our team with the skillset of for value-driven, customer-focused and career-oriented training; using a
combination of in-house cross-training, hands-on learning, certification paths and requirements, off-site training on
relevant technologies, customer service and managerial courses, awareness campaigns, degree-seeking education,
online trainings, and other tools.
We implement leadership best practices to improve employee morale, engagement, and productivity. We
incorporate all members of our team to our innovation and process improvement programs, listening to their ideas
and giving them the opportunities to put them in practice. We encourage our team to smartly work together and
to diligently achieve our goals, and instill a customer-centric approach on what they do, embracing city values of
ethics and excellence, and motivating them to achieve their own potential in addition to career goals.
Our team has received several awards and recognition over the past year, including two Employee of the Month
awards, staff commendations from city leadership, team commendation from Fairchild Gardens, a senior
membership award from the Institute of Electrical and Electronics Engineers (IEEE), American Society for Quality
(ASQ) approval of CGIT six sigma black belt projects, CIO summit governing body membership, panel membership
and presenters at University of Miami (UM) GIS Day conference, 10/15/20 staff years of service pins, among other
recognitions. Our staff has also received a substantial amount of positive feedback as well as constructive
observations and recommendations from our customers.
Several major milestones have been achieved by our CGIT team during 2016, and we are excited about the new
challenges and opportunities ahead. We look forward to continue improving and developing our team, our
leadership practices and our performance as a department to the highest expectations of the city and its
constituents, and continue working together with our city big family to achieve our goals in 2017 and beyond.
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