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The Information Technology (IT) Department maintains and 
administrates all City business technology including over 2,500 devices 
and responds to over 7,000 service requests. The IT team, comprised 
of three major functions with seven divisions, is dedicated to providing 
excellent customer service and enabling efficient City government. We 
believe that customer service is the most important function of our 
jobs. Our customers, both internal and external, are the center of 
everything we do. We strive to manage and exceed our customers’ 
expectations through effective communication, listening to the

the Customer, frequent analysis of the service we provide, and interacting with our customers to get to 
know their business proces

 Voice of 

ses. 
 

 Purpose 
o Provide excellent customer service 

 Objectives 
o Cross-training within IT department 
o Accountability through reporting and performance measurements 
o Focus on communication and follow-up with customers 

 Success Criteria 
o Customer Satisfaction: Customer Service Survey results above average in comparison to 

benchmarks; room for improvement in several areas; follow-up surveys will begin this 
year. 

o All incidents and service requests entered into tracking system and assigned to 
responsible team members 

o Managers and staff held accountable to performance targets 
o Customer service reports generated bi-weekly  
o Current report shows marked improvement over the last 6 months 

 65% High/Critical priority incidents and service requests resolved within 4 hours 
 90% Medium priority incidents resolved within 5 business days 
 We are currently at 77% High/Critical and 93% Medium compared to last year at 

this time which was 41% and 76% respectively. 
 Roles and Responsibilities 

o Project Sponsor:  Hong Sae, Chief Information Officer 
o Manager: Mike Sinor, Assistant IT Director/Service Desk Manager 
o IT Management Team:  monitor and supervise program operation by providing guidance 

and strategic direction to the program manager 
 Deliverables 

o Bi-weekly Service Desk statistics reports available to IT Staff. 
o Customer Service Survey created and distributed every 18 months. 
o Service Desk Project Managers meet with every department on a regular basis. 
o Customer Service Pledge, signed by all IT employees.  

 



 
 

 
 


