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V I S I O N

Shaping Atlanta to be a world class city by enabling the 

use of innovative technology solutions to serve 

our residents, businesses, and visitors.

M I S S I O N

Advancing Atlanta by consistently delivering 

innovative, reliable, secure, and user-focused 

technology solutions.

Trust Accountability Collaboration Service Integrity

C O R E  V A L U E S

A T L A N TA  I N F O R M A T I O N  M A N A G E M E N T  O V E R V I E W



O R G A N I Z A T I O N A L  C H A R T :  E X E C U T I V E  L E A D E R S H I P
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• Infrastructure and 

Technology

• Public Safety and 

Judicial Agencies

• Smart Cities

• Department of 

Aviation

• Enterprise PMO

• Business 

Relationship

Management

• Department of 

Public Works

• Department of 

Transportation

• Enterprise GIS

• Department 

of Watershed

• Information 

Security
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Patch Management

• Administration
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• Vendor Management
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• Performance 

Management

• Training

• Workforce 

Management

F Y 2 3  P e r s o n n e l  S a l a r y  
B u d g e t :

* $ 8 , 2 6 8 , 7 1 9 . 0 0

C u r r e n t  P r o j e c t i o n : ( 6 3 4 , 7 7 4 . 9 8 )

FY 2023 as of 7/1/22 FY 2023 Actuals

A ctive (filled) Pos itions 104.11 105.11

FY 2023 Forecast $8,968,726.28 $8,903,493.98
*Budget and forecast are based upon A IM 's funding lines and do not include split funded costs acros s other 
G eneral Fund departments. S plit funded G eneral Fund positions equate to $270,100 of the overall salary 
budget.

Deputy Chief 
Information Officer
Reginald Baldwin

• Financial Admin

• City Operation 

Services



A I M  C I O  O P E R A T I O N A L  D A S H B O A R D

Salaries, Pension, Other Personnel Costs



F Y 2 3  F O C U S :  C O S T  R E D U C T I O N  O P P O R T U N I T I E S

A D O B E  E N T E R P R I S E  L I C E N S E  M I G R A T I O N

Software Enterprise Licensing Cost Total Individual Licensing Cost Qty Total

Adobe DC $90 $139,500 $180 1,550 $278,814 

Creative Cloud all apps $860 $172,000 $1,020 200 $203,976 

Photo Shop $380 $22,800 $432 60 $25,913 

Illustrator $380 $19,000 $432 50 $21,594 

InDesign $380 $2,280 $432 6 $2,591 

Captivate $380 $1,140 $432 3 $1,296 

Total $356,720 $534,184 

Department Adobe Pro Adobe Creative Cloud InDesign Illustrator Photoshop Adobe Captivate Adobe DC

Audit 17 0 0 0 0 0 0

Aviation 750 85 0 38 48 3 50

Contract Compliance 3 0 0 0 0 0 0

Customer Service / 311 14 11 0 0 0 0 0

DCP 263 55 0 0 0 0 0

DEAM 55 12 0 0 0 0 0

DOL 99 0 0 0 0 0 0

DOP 54 1 0 0 0 0 0

DPR 25 5 0 0 0 0 0

DWM 79 9 3 0 0 0 0

Ethics 10 10 0 0 0 4 0

Unreported / Expired (estimate) 131 12 3 12 12 0 0

Total 1,500 200 6 50 60 7 50

$177,464
Total Savings



O P E R A T I O N A L  P E R F O R M A N C E  M E T R I C S

S E R V I C E  D E L I V E R Y I N S I G H T S

• A significant impact to AIM's ability to meet or exceed the Service Level Agreement (SLA) target is related to resource constraints across multiple departments.

• Changes were implemented in July to realign ticket types and SLAs appropriately. 

METRIC 2021 2022

Total Tickets Created 31,111 32,704

Total Tickets Resolved 30,487 32,672

Average Time to Resolve Incidents 21 hrs. 18 mins 40 hrs. 32 mins

65%

70%

75%

80%

85%

90%

95%

0

500

1000

1500

2000

2500

3000

3500

4000

4500

Ja
n

u
ar

y

Fe
b

ru
ar

y

M
ar

ch

A
p

ri
l

M
ay

Ju
n

e

Ju
ly

A
u

gu
st

S
ep

te
m

b
er

O
ct

o
b

e
r

N
o

ve
m

b
er

D
ec

em
b

e
r

Ja
n

u
ar

y

Fe
b

ru
ar

y

M
ar

ch

A
p

ri
l

M
ay

Ju
n

e

Ju
ly

A
u

gu
st

2021 2022

S E R V I C E  D E L I V E R Y :  A I M  T I C K E T S

 Requests Created

 Requests Resolved

 Incidents Created

 Incidents Resolved

 Incidents Within SLA

 Incident SLA Target

C O M P A R I N G  2 0 2 2  T O  2 0 2 1  ( C a l e n d a r  y e a r  t o  d a t e )

• In 2022, over 1,500 more tickets were created than the same timeframe in 2021

• In 2022, AIM resolved over 2,000 more tickets than the same timeframe in 2021

• In 2022, AIM's average time to resolve incidents increased by roughly 19 business hours.



I N C I D E N T  M A N A G E M E N T
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Y E A R  O V E R  Y E A R :  I N C I D E N T S  C R E A T E D  A N D  R E S O L V E D

2021 - Incidents Created 2021 - Incidents Resolved 2022 - Incidents Created 2022 - Incidents Resolved



R E Q U E S T  M A N A G E M E N T
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Y E A R  O V E R  Y E A R :  R E Q U E S T S  C R E A T E D  A N D  R E S O L V E D

2021 - Requests Created 2021 - Requests Resolved 2022 - Requests Created 2022 - Requests Resolved



I N C I D E N T  M A N A G E M E N T
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T O P  I N C I D E N T  C A T E G O R I E S

Access or Application Issues Equipment Password Management Troubleshooting, Repair or Issues



R E Q U E S T  M A N A G E M E N T
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T O P  R E Q U E S T  C A T E G O R I E S

Application Management and Configuration New Device or Accessory Request

Request/Modify Access Upgrades/Modifications to Devices/Services



O P E R A T I O N A L  P E R F O R M A N C E  M E T R I C S :  O U TA G E S

K E Y S Y S T E M  O U T A G E S  D A T A

O U T A G E I N S I G H T SMETRIC (JAN-AUG COMPARISON) 2021 2022

Total outages 34 28

Total hours of business impact 303.3 236.32

Months meeting SLA for Critical Apps 6 5
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Y E A R  O V E R  Y E A R :  O U T A G E  I M P A C T

2021 -  Outages Occurred 2022 -  Outages Occurred 2021 -  Hours of Impact 2022 -  Hours of Impact

• In 2022, outages have impacted business 65+ hours 

less than the same timeframe in 2021

• AIM implemented a new monitoring tool in July to 

track application and network availability.

• AIM’s availability SLA for FY23 has changed to 98% to 

better align to our current state.

• AIM worked with City departments to confirm 

application criticality. This impacted Critical 

Applications included in the availability metric, 

effective July 2022.

• AIM is working with City departments to identify 

opportunities to migrate applications to the cloud, 

focusing on critical public safety applications first. 

This will contribute towards a more stable 

environment in the future.



P R O J E C T  S TA T S :  C U R R E N T  P O R T F O L I O  D A TA

PROJECT DELIVERY
GENERAL FUND
COUNT AND (%)

WATERSHED
COUNT AND (%)

AVIATION
COUNT AND (%)

TOTALS

Controlled 106 (98.14%) 12 (100%) 15 (100%) 133 (98.52%)

Caution 1 (0.93%) 0 (0%) 0 (0%) 1 (0.74%)

Critical 1 (0.93%) 0 (0%) 0 (0%) 1 (0.74%)

Totals 108 (100%) 12 (100%) 15 (100%) 135 (100%)

O V E R A L L  H E A L T H  I S  D E T E R M I N E D  B Y  T H E  F O L L O W I N G  I N D I C A T O R S

*Scope is also a factor, but impact is determined by influence on schedule.

*PMI best practices used for managing projects and reporting on the health of a project.

Schedule/Work Budget/Costs Resources



P R O J E C T  S TA T S :  O P E N E D / C L O S E D

Projects Opened
January – August 2022

Projects Closed
January – August 2022

General Fund

56
Watershed

2
Aviation

6

General Fund

25
Watershed

10
Aviation

3

Projects Cancelled or
on Hold
January – August 2022

General Fund

5
Watershed

0
Aviation

2



FY23 PROPOSED HIGHLIGHTS

M O V I N G A T L A N T A  F O R W A R D



STRENGTHEN
THE CORE

AIM’s primary focus is the 
delivery of reliable, cost 

effective, and secure core
IT services.

1

INCREASE
ALIGNMENT

Building upon the 
enhanced core, AIM can 

begin aligning delivery of 
services to the City.

2

INNOVATE AND
ACCELERATE

AIM’s focus on innovation 
and acceleration is to 
enhance the end user 

experience by delivering 
efficient, timely and 

innovative IT services.

3

APPLICATION
MODERNIZATION

Modernize, invest, and 
retire redundant 

applications.

4

WORKFORCE PLANNING AND 
DEVELOPMENT

Investment in our most 
important asset – our people.

5

O P E R A T I O N A L  E X C E L L E N C E



STRENGTHEN THE CORE

M O V I N G  A T L A N T A F O R W A R D



Migrate Critical and High Priority On-
premis es  A pplications  to Cloud 
Infras tructure and/or Tier 3 Data Center

As AIM continues our cloud smart initiative, we are creating a 

resilient infrastructure to provide scalable technology solutions 

throughout the City.

S T R E N G T H E N  T H E  C O R E

Remediate Gaps  in our IT Operational 
ModelMultiple gaps exist across AIM’s operating model, including 

key skillsets, standards and processes, strategic frameworks, 

and traceability.

Resource gaps exist in multiple functions, as well as heavy 

reliance on subject matter experts.

Strengthen our Workforce Res iliency

Maximize A pplication Usage and Decreas e 
A pplication Portfolio

Hundreds of applications exist across the City to support 

functions across all departments. In some cases, multiple 

applications exist to support like functions and can be collapsed 

to reduce the City’s portfolio and run costs.



INCREASE ALIGNMENT

M O V I N G  A T L A N T A F O R W A R D



A lign A IM Operational Performance to 
Service-level A greements

Service level agreements were not aligned appropriately to 

customer needs, nor do they exist for all

processes across AIM.

I N C R E A S E  A L I G N M E N T

Establish Bus ines s  and Technology 
RoadmapsBusiness and technology roadmaps do not exist City-wide 

resulting in gaps in technology needs.

Customers are frustrated with the technology supporting 311 

customer service. The current technology does not provide ease 

of use, relevant information, efficiency of workflows, or an 

integrated operating model. This effort will provide an artificially 

intelligent chatbot technology, an enhanced IVR experience, and 

an integrated mobile app.

311 Cus tomer Experience Enhancements

Establish a Robus t Portfolio Management 
Framework

AIM supports project and operational technology efforts for all City 

departments, resulting in prioritization and resource conflicts.



Continue implementation of the Vendor 
Management Office

Vendor management is the discipline of managing, 

administering, and guiding product and service vendors in an 

organized way to drive vendor behavior in order to optimize IT 

or business outcomes. 

The vendor management discipline focuses on best practices 

for managing vendors in four key areas: contracts, 

performance, relationships and risk. Good vendor management 

prompts vendors to deliver city of Atlanta products and services 

at the optimal level of quality and risk, at the required time and 

place, and at the best price.

I N C R E A S E  A L I G N M E N T



INNOVATE AND ACCELERATE

M O V I N G  A T L A N T A F O R W A R D



Establish ATL Smart City Eco-s ys tem

Historically, COA Smart City efforts have been siloed within select City 

departments, having limited to no input and/or collaboration with 

external entities.

I N N O V A T E  A N D  A C C E L E R A T E

Implement the Office of Digital 
Trans formationInnovation and user-centered design approaches have been limited within 

AIM. This effort will align resources dedicated to establishing the necessary 

frameworks and methodologies that would support a customer focus 

approach, resulting in multiple user experience frustrations across City 

applications.

An enterprise-wide data strategy and 

framework has not been established for 

the City. This has resulted in siloed data, 

inefficient processes across departments, 

and limited insight into operational 

performance.

Establish a Data Driven 
Strategy



APPLICATION MODERNIZATION

M O V I N G  A T L A N T A F O R W A R D



A utomate Manual Proces s es  A cros s  
Departments

Departments across the City have archaic manual processes 

that could be automated leveraging existing applications.

Many applications are maintained on-premises rather than in 

a cloud environment. Infrastructure improvements enable 

the ability to migrate cloud-ready applications to a cloud 

environment. Additionally, best practices and standards 

have not historically been maintained for applications 

previously migrated.

Cloud Migration Strategy and Implementation

A P P L I C A T I O N  M O D E R N I Z A T I O N



WORKFORCE PLANNING
AND DEVELOPMENT

M O V I N G  A T L A N T A F O R W A R D



Build a Talent Pipeline

We are actively working to build a pipeline for talent to ensure 

that we remain adequately staffed with top professionals. The 

aspects include recruiting and candidate sourcing, developing 

IT skills, performance management, and enhancing the 

employee experience from pre-onboarding to post-

offboarding.

A P P L I C A T I O N  M O D E R N I Z A T I O N



THANK YOU
QUESTIONS?

M O V I N G  A T L A N T A F O R W A R D


