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• Strengthen the Core

• Increase Alignment

• Innovate & Accelerate

• Application Modernization

• Workforce Planning & Development
IntegrityServiceCollaborationAccountabilityTrust

C O R E  V A L U E S

Advancing Atlanta by consistently delivering innovative, 

reliable, secure, and user-focused technology solutions.

Shaping Atlanta to be a world class city by enabling the use 

of innovative technology solutions to serve our residents, 

businesses, and visitors.

One city with one bright future. A city of safe, healthy, connected neighborhoods with an expansive culture of equity,

Empowering upward mobility and full participation for all residents, embracing youth development, and an innovative,

dependable government moving Atlanta forward, together.

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

M A Y O R ’ S  V I S I O N

V I S I O N M I S S I O N

A I M  S T R A T E G I C  P I L L A R S
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EMPLOYEE 
GROWTH

EMPLOYEE GROWTH OUTCOME

Progressive development of 
employees to enhance skillsets and 
produce positive outcomes within the 
department.

Improve employee morale and 
department culture.

Create a pipeline of recruiting and 
developing new talent, while 
providing promotional opportunities 
within.

F Y  2 0 2 4  F O C U S  A R E A S

ENHANCED CUSTOMER 
EXPERIENCE

EXPERIENCE OUTCOME (internal)

Regardless of the interaction, AIM will 
make every effort to provide 
customers with a high-level 
experience; a perception that we are 
there to help; and the confidence that 
we are invested in swiftly resolving 
their problem.

EXPERIENCE OUTCOME (external)

Working with Citywide departments, 
AIM will assist with enhancing the 
customer experience by increasing 
and improving access to City 
government through technology.

RELIABILITY OF
SERVICES

RELIABILITY OF SERVICES OUTCOME

Establishing the ability to anticipate, 
prepare for, respond to, and adapt 
to both incremental changes and 
sudden disruptions in services, 
reducing impact and increasing 
resiliency in our environment.

Enhance processes, frameworks, 
and supporting infrastructure that
enables the following:
• System Reliability
• System Tolerability
• System Recovery

ENSURING A SECURE 
ENVIRONMENT

INFORMATION SECURITY OUTCOME

Confidentiality, Integrity, Availability 
(CIA)
• Preventing unauthorized persons 

from accessing information
• Secure the authenticity and the 

correctness of information
• Ensure the reliability of the access 

to information

One Safe 
City

A City of 
Opportunity 

for All

A City Built 
for the 
Future

Effective & 
Ethical 

Government

3



O R G A N I Z A T I O N A L  C H A R T :  P E R S O N N E L

Chief Information Officer 
Commissioner

Chief Technology 
Officer

Deputy Chief 
Information Officer

Deputy Chief 
Information Officer

Deputy Chief 
Information Officer

Chief Information 
Security Officer

AIM Chief of Staff

• Enterprise 

Infrastructure 

and Technology

• Public Safety and 

Judicial Agencies

• DPW & ATLDOT

• Office of Digital 

Transformation

• Department of 

Aviation

• Enterprise PMO

• Business 

Relationship

  Management

• Department 

of Watershed

• Enterprise GIS

• Information 

Security

• Risk Management

• Vulnerability and 

Patch 

Management

• Performance 

Management

• Workforce 

Management

• Policy 

and Governance

• Service Delivery

FY24 Personnel Salary Budget: $9,018,237

Current Projection: ($342,858)

FY2023 Actuals FY2024 as of 11/30/23

Active (filled) Positions 102 99

Forecast $8,962,016 110 / $9,361,095

*Budget and forecast are based upon AIM’s general fund positions and reflect mid-year COLA and a 5% attrition 
factor.

FY25 FY26

FTE Projected Need FTE Projected Need

FTEs:  15 / $1.5 million FTEs:  18 / $1.65 million

Reduction of contracted staff: 20% Evaluate the ratio of contracted staff

Highly critical positions Critical positions

AIM has a total of 36 unfunded vacancies

AIM Chief 
Administrative

Officer

• Vendor

   Management

• Legislation

• AIM Finance

• Administration
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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

P E R S O N N E L

N O N - P E R S O N N E L

39.2%

BUDGET

CONSUMPTION

$33.65M

$13.1M
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PROJECT UPDATES

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



P R O J E C T  U P D A T E S :   E F F E C T I V E  A N D  E T H I C A L  G O V E R N M E N T

H I G H L I G H T S

• In addition to the anticipated savings identified in FY24, 

AIM is focused on obtaining more competitive agreements 

through multiple RFP efforts across the following areas:

• Telecom & Network

• Applications

• Enterprise Services

• We are assessing our renewals to ensure we are only 

paying for what we need

• We are partnering with DOP to obtain the most 

competitive bids for the City on existing and new 

procurements 

• We are leveraging opportunities with our vendor partners 

to obtain support on key initiatives 

• $2 million savings in 2023
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P R O J E C T  U P D A T E S :   A  C I T Y  B U I LT  F O R  T H E  F U T U R E

H I G H L I G H T S

• The Mobile Innovation Lab will be designed to 

measurably enhance constituent experiences by 

delivering tailored technology solutions that 

improve access and user experience, with a focus on 

neighborhoods most impacted by a lack of high-speed 

broadband connectivity.

• Programming expected in Q1 - 2024

M o b i l e  I n n o v a t i o n  L a b
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P R O J E C T  U P D A T E S :   A  C I T Y  O F  O P P O R T U N I T Y  F O R  A L L

• Average of 313 Visits (IKE Touch 

Sessions) per kiosk per month

• Average of 92 seconds of IKE 

touch interaction per visit

• Average of 20 IKE Wi-Fi connections per 

kiosk per month

• Average of 3 emergency call per kiosk 

per month

• Top Applications Used:

• Photo Booth (27%)

• Get Around (23%)

• Eat & Drink (14%)

• Activities (9%)

I K E  S M A R T  K I O S K S :  H I G H L I G H T S

• 46 interactive kiosks throughout the city

• Includes 14 kiosks in underserved

communities

• Additional 36 kiosks inflight, 4 are in 

the final stages of permitting 

and construction

• City Hall IKE options are currently being 

reviewed

• $510,942.48 in confirmed revenue

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

R E C E N T L Y  C L O S E D  P R O J E C T S

• Atlanta Beltline – Segment 2 – Camera Integration

• E-Sports – Thomasville Recreation Center Pilot

I N I T I AT I V E  H I G H L I G H T S

P R O J E C T S  C U R R E N T L Y  I N - F L I G H T

• Safe and Secure Housing Initiative - Website
• AIM remains engaged on the development and updates to the 

recently launched Safe and Secure Housing Website.

• E-Sports
• Thomasville Recreation Center – Pilot just closed. AIM engaged 

on other potential centers and the expansion of the 
infrastructure required for the program.

• Mayor's Strategic Partnership Portal
• Developing a website (atlpartnerships.com) and a presence on 

the City's page for constituents to submit questionnaire for 
engagement on partnership opportunities with the Mayor's 
Office.

• CityNet
• Redeveloping the City's internal hub for employees to make  the 

critical applications (Oracle, ServiceNow, Benefits, Microsoft) 
and other internal information seamlessly accessible.
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PERFORMANCE HIGHLIGHTS

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



I n f o - Te c h  &  A I M  –  S a t i s f a c t i o n  D i a g n o s t i c  S u m m a r y
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U P C O M I N G  L E G I S L A T I O N

• AT&T

• Covendis

• Insight Public sector (Renewal)

• Milner (Renewal)

C O M P E T I T I V E  B I D S  I N  F L I G H T

• Jail Management System

• Managed Security Services Provider (MSSP)

• Enterprise voice, data, network, and internet connectivity

• Enterprise Wireless smartphone & data devices

• Enterprise fiber maintenance & support

• Public Safety & Judicial Middleware Solution

• Multi-Functional Devices

• Document Management licensing & support

A I M  V E N D O R  M A N A G E M E N T  O F F I C E
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32
FISCAL YEAR 2024 LEGISLATIONS

• 43.8% of the contracts have been executed

• 37.5% are in process

• 18.7% are upcoming



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

METRIC 2021 2022 2023 YTD

Total Tickets Created 45,774 45,222 29,380

Total Tickets Resolved 44,820 44,639 29,363

Average Time to Resolve Incidents 23 hrs. 27 mins 40 hrs. 42 mins 30 hrs. 25 mins

S E R V I C E  D E L I V E R Y  

I N S I G H T S

• The average time to complete a 

ticket has remained 10 hours less 

than in 2022.

• In comparing Jan-August across 

2022 & 2023, 6,200 less incident 

have been submitted in 2023.

• In 2023, tickets completed within 

SLAs have exceeded the target       

since April.

C A L E N D A R  Y E A R  2 0 2 1 - 2 0 2 3  S E R V I C E  D E L I V E R Y  S U M M A R Y F I S C A L  Y E A R  2 0 2 2  &  2 0 2 3  C H A N G E S  T O  P R O D U C T I O N

CHANGE TYPE 2022 2023 YTD

Standard / Normal Changes 708 266

Urgent Changes 27 14

Emergency Changes 89 9

Total 2022:  824 Total 2023 YTD:  289
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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

2 0 2 1  -  2 0 2 3  O U T A G E  S U M M A R Y

O U T A G E I N S I G H T S

METRIC (ANNUAL COMPARISON) 2021 2022 2023 YTD

Total outages 53 39 24

Total hours of business impact 1006.22 354.26 954.02

Months meeting SLA for Critical Apps 6 9 7

• There have been two significant outage impact 

in CY 2023:

• A significant outage in March was related 

to the employee Wi-Fi issues that 

occurred sporadically over a 14-day 

period.

• A significant outage in June/July was 

related to the Microsoft Office 365 issues 

that occurred sporadically over a 10-day 

period.

• Critical application availability has exceeded 

SLA every month in 2023.

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

METRIC (ANNUAL COMPARISON) 2021 2022 2023

Total outages 34 28 24

Total hours of business impact 303.3 263.32 914.99

Months meeting SLA for Critical Apps 6 5 8
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Project 
Delivery

General Fund
Count and (%)

Watershed
Count and (%)

Aviation
Count and (%)

Totals

Controlled 86 (93.48%) 24(100%) 11(73.34%) 121 (92.36%)

Caution 5(5.43%) 0 (0%) 2 (13.33%) 7 (5.34%)

Critical 1 (0.0%) 0 (0%) 2 (13.33%) 3 (2.30%)

Totals 92 (100%) 24 (100%) 15 (100%) 131 (100%)

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

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

16



Projects Opened
August – November 2023

General Fund

13
Watershed

4
Aviation

4

Projects Closed
August – November 2023

General Fund

9
Watershed

0
Aviation

2

Projects Cancelled or
on Hold
August – November 2023

General Fund

2
Watershed

0
Aviation

2

P R O J E C T  S TA T S
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M O V I N G  A T L A N T A  F O R W A R D

THANK YOU
QUESTIONS?
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