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2015-16 Approved Budget, Austin, TX

Communications and Technology
Management

Other

Revenue Sources of Funds Wireless Uses of Funds
9% Communica- .
8% tion Services Communica-
Other 11.8% tions & Tech.
Indirect Cost Transfers Management
Recovery 32.1% 47.1%
>:3% Transfers &
Other Req.
County 19.7%
Revenue
2.7%
General Fund Support CTECC and

TXDOT 52.7% Services & Public Safety
o Other IT Support
2.4% 1.5% 16.9%

Budget Overview

2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Communications and Technology
Management Fund
Revenue $217,457 $218,501 $223,377 $223,377 $217,260
Transfers In $39,664,419 $43,614,183 $45,289,467 $45,289,467 $53,203,227
Requirements $38,753,205 $43,599,965 $48,130,668 $48,209,780 $54,059,384
Full-Time Equivalents (FTEs) 217.00 221.00 221.00 221.00 229.00
Combined Transportation, Emergency &
Communications Center Fund (CTECC)
Revenue $3,151,284 $3,653,364 $4,794,623 $4,793,134 $5,063,309
Transfers In $10,180,652 $11,722,248 $14,431,800 $14,431,800 $12,896,878
Requirements $13,685,419 $15,216,459 $19,126,605 $19,130,057 $18,361,368
Full-Time Equivalents (FTEs) 43.00 46.00 48.00 48.00 47.00
Wireless Communication Services Fund
Revenue $6,088,744 $7,094,978 $9,436,500 $9,244,665 $7,405,922
Transfers In $3,278,818 $6,815,056 $6,409,816 $6,409,816 $8,079,609
Requirements $10,492,992 $15,093,169 $15,625,370 $15,625,370 $15,475,384
Full-Time Equivalents (FTEs) 40.00 40.00 40.00 40.00 39.00
Expense Refunds $962,365 $782,495 $1,850,652 $961,612 $654,264
Total Budget $63,893,981 $74,692,088 $84,733,295 $83,926,819 $88,550,400

In addition to the amount shown above, the FY 2015-16 Budget also includes $11,868,286 for capital and critical one-time costs.
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2015-16 Approved Budget, Austin, TX

Communications and Technology Management
Organization by Program and Activity for 2016

Communications and Technology
Management

Support Services

Applications
Infrastructure
Strategy & Planning

CTECC and Public Safety IT Support

CTECC Infrastructure & Public Safety

One Stop Shop

Inspection, Review, and Support

Departmental Support Services

Transfers and Other Requirements

Other Requirements
Transfers

Wireless Communication Services

Wireless Infrastructure & Public Safety
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2015-16 Approved Budget, Austin, TX

Communications and Technology Management
Mission and Goals for 2016

Mission

The mission of the Communications and Technology Management (CTM) Department is to provide an
excellent customer experience and deliver innovative business technology solutions so that our customers
can meet their diverse business needs.

Goals

Provide a higher level of customer service
« Maintain overall customer service rating at 90% or better.
o Successfully close 90% of Level 3 Helpdesk tickets in 5 days.

Promote effective utilization of IT resources
« Successfully negotiate one Public Private Partnership or Shared Services agreement annually.
« Develop a lifecycle management strategy to reduce the number of supported legacy applications by
5%.
« Increase the number of Service Level Agreements for applications by 5%.

Promote innovation using technology
« Expand mobile services to departments to provide access to City data and app's via mobile devices.
» Establish Cloud Technology as a service to increase Software as a Service (SaaS) Solution
implementations by 5%.
« Develop a Data Governance program to support master data management and provide 10%
increase in available data sets.

Develop and support a Team Environment for Technology Professionals
« Improve the employee satisfaction rate by 5% through communication and empowerment to enhance
service delivery.
« Support employee development to enrich and retain staff by increasing investment in employee
training by 5%.

Volume Il | 11



2015-16 Approved Budget, Austin, TX

Communications and Technology Management

Message from the Director

Communications and Technology Management (CTM) provides information technology services to City of Austin
departments and external agencies in the Central Texas region. With 315 FTEs, CTM manages three major programs
consisting of Communication and Technology Management, Wireless Communications Services Division (WCSD), and the
Combined Transportation, Emergency and Communications Center (CTECC).

CTM'’s customer base includes internal City departments and external governmental entities that are coalition members of
the Regional Radio System and the Combined Transportation, Emergency and Communications Center. The Greater
Austin/Travis County Regional Radio System is a robust radio network that serves public safety and public works agencies
across Central Texas and South Texas. WCSD provides proactive two-way radio system infrastructure installation, removal,
and maintenance services to the office's customers so they can experience reliable area-wide radio communication. The
CTECC program supports the CTECC Operations Center, Austin Police, Fire, and Emergency Medical Services applications,
networks, personal computers (PCs), and peripherals. The CTECC Operations Center brings the City of Austin 911 dispatch
for Police, Fire, and EMS, the Travis County 911 dispatch for Sheriff and Constable, the Capital Metropolitan Transportation
Authority, and the Texas Department of Transportation (TxDOT) together under one roof to share command-and-control
resources in the area.

Ever-increasing requirements for information, technology support, upgrades, network storage, bandwidth, project
management services, public safety support and interoperability of communication services all drive the demand for
technology services. CTM has worked to meet these demands while maintaining or improving service and controlling costs.

During FY 2015-16, CTM will continue implementation of major technology upgrades and replacements of the City of
Austin’s core technology foundation including piloting Microsoft Office 365 and continuing the PC Lifecycle project. In
addition, CTM is entering Phase 3 of upgrading the City of Austin Telecommunications Network (COATN) to ensure
adequate bandwidth resources for existing and future technology requirements, including the implementation of Google
Fiber. New technology requirements for additional public safety personnel, the continuation of the upgrade of public
safety mobile data computers and the Greater Austin/Travis County Regional Radio System is planned along with other
projects for critical technology replacement.

Numerous technology projects, both Citywide and department specific, were prioritized through this year’s IT Governance
process. For FY 2015-16, the governance process has focused on identifying enterprise IT solutions that can efficiently and
effectively meet the broadest range of business needs Citywide, such as the upgrade of the AMANDA case management
system and projects which will enable further implementation of MicroStrategy’s business intelligence tool. A new Service
Desk Call Tracking System and replacement of the Municipal Court Case Management System are also planned. There will
be continued emphasis on leveraging existing solutions where possible.

CTM is committed to delivering an enhanced customer experience and providing the resources required to support a

flexible workforce.

Stephen Elkins, Chief Information Officer
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2015-16 Approved Budget, Austin, TX

Budget Highlights

The Communications and Technology Management (CTM) Budget for FY 2015-16 reflects requirements for its major
functional areas: Communication and Technology Management; Combined Transportation, Emergency and
Communications Center; and Wireless Communication Services. In addition to the fund-specific operating budget
requirements noted below, each fund includes increases for employee salaries and benefits and increases in contractuals
such as software and hardware maintenance. Each fund also has contributions to the capital budget for replacement of
critical infrastructure.

Communications and Technology Management (CTM) Fund

CTM is the City of Austin’s principal information technology department and focuses on the delivery and operations of vital
Information Technology infrastructure network and telecommunications services, continuous service improvement and
solutions to enable customer success. CTM works in partnership internally and with other departments’ IT groups to
deliver and sustain technology solutions across the organization. CTM'’s services include business application services,
enterprise infrastructure management including 24/7 Service Desk support, enterprise architecture, financial and
administrative services, and project management office services such as corporate IT training. In 2014, CTM refreshed over
4,000 computers to support the latest Windows desktops, installed modernized email and faxing applications, upgraded
and deployed 3,500 phones across the city, and installed 1,500 replacement PCs.

The CTM Budget will support ongoing initiatives in FY 2015-16 in addition to increases in the budget for software and
hardware maintenance contracts and market study wage adjustments. This includes the continuation of the Windows
Operating System upgrade, which incorporates the Microsoft Enterprise License Agreement, Office 365 and PC Refresh, the
replacement of PCs on a five-year rotating cycle. The Budget also includes partial year funding for 3 new positions to
enhance contract monitoring, cyber security and to support Greater Austin Area Telecommunications Network.

Over the past four budget cycles, CTM has developed an IT Governance practice for reviewing departments’ requests for
resources for hardware and software to improve business processes. From the projects that were submitted for evaluation
by the two IT Governance committees made up of department directors and department information officers, $6.0 million
in funding for initiatives was approved and included in the FY 2015-16 CTM Fund Budget.

Key Performance Indicators
CTM continues to focus on improving customer service for all stakeholders. The graph below shows that 90% of customer
stakeholders taking a satisfaction survey are satisfied with CTM’s service. The goal for FY 2015-16 is 90% satisfaction.

Customer Service Satisfaction Rate for CTM
100% - 90% 90% 90% 90%
90% - 80%
80% -
70% -
60% -
50% -
40% -
30% T T r T
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

One of the key measures for CTM’s performance is the percentage of the Infrastructure Activity’s Urgency 3 service desk
incidents closed within 5 business days. The purpose of the Infrastructure Activity is to provide technology infrastructure for
the City of Austin systems and applications. With the additional staff added in FY 2015-16, CTM expects to be able to
continue to provide fast issue resolution and has set its goal for FY 2015-16 at 94%.

Volume Il | 13



2015-16 Approved Budget, Austin, TX

Percentage of Urgency 3 Service Desk Incidents Closed within 5 Business Days
100% - 92% 94% 94% 90% 94%
90% -
80% -
70% -
60% -
50% -
40% -
30% T T T T
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Combined Transportation, Emergency and Communications Center
(CTECC) Fund

The budget for CTECC supports requirements for the City of Austin, as well as its
partner agencies—Travis County, Capital Metro and the Texas Department of
Transportation. The CTECC Budget will support ongoing operations in FY 2015-16 in
addition to increases in the budget for implementing IT market study wage
adjustments and law enforcement security services for an additional officer
required for visitor and package screening at CTECC.

Wireless Communication Services Fund

The Wireless Communication Services fund continues to maintain a high measure of reliability for
users of the Regional Radio System within Austin/Travis County, Williamson County and other
jurisdictions. The Wireless Communications program will also have increased service to public
safety vehicles for installation and repairs to voice radios, sirens, emergency lighting, and
automatic vehicle locations devices. The Wireless Budget will support ongoing operations in FY
2015-16 in addition to increases in the budget for implementing IT market study wage adjustments.

The Wireless Communications Services program will continue to increase in scope as the Wireless
division and the State of Texas execute the Statewide Interoperability Plan for radio services.
Because this is a public safety system, it is critical that CTM maintains operations at 99.99%. To
meet this measure, Wireless field operations will continue to perform ongoing routine monitoring
and maintenance of system components and monitoring of the alarm system for network failures.

Volume Il | 14



2015-16 Approved Budget, Austin, TX

Communications and Technology Management
Significant Changes

Communications and Technology Management (CTM) Fund

Revenue Changes Dollars
Transfer from the General Fund and the transfers from other City departments are a
net increase to match the expenditures required for FY 2015-16. $7,913,760
Expenditure Changes FTEs Dollars
Citywide Cost Drivers
Additional funding to cover the cost of a 3% wage increase in FY 2015-16, to
implement a Citywide market study, and to increase in City contributions for health
insurance by 12%. $956,617
Wage adjustments associated with implementing the City's IT market study. $293,869
Department Cost Drivers
Decrease to account for FY 2014-15 CIP one-time transfers and for critical
replacement and IT Governance projects funded in FY 2014-15. ($8,595,290)
An increase that includes additional funding for PC Refresh and one-time transfers to
CIP for critical replacements including servers, storage, voice over internet protocol,
and a data load balancer. $2,480,279
Increases for hardware and software maintenance contracts. $2,050,477
To better align budgetary structure with organizational workflow, transfer a
Administrative Specialist and an IT Security Engineer position from CTECC in FY 2015-
16. 2.00 $218,067
To better support applications and technology needs, transfer a Programmer Analyst
position from Public Works Department in FY 2015-16. 1.00 $91,214
To better support technology needs, transfer a Stores Coordinator position from
Financial Services Department in FY 2015-16. 1.00 $69,709
To better align budgetary structure with organizational workflow, transfer a System
Support Technician position from Wireless in FY 2015-16. 1.00 $69,090
Decrease Personnel Savings to better align with historical savings. $219,377
New Investments
An increase for prioritized IT Governance projects that includes the AMANDA case
management system upgrade, Service Desk call tracking, Real Estate Inventory,
Municipal Court System/JEMS Replacement, and Second Internet Connection. $6,029,790
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2015-16 Approved Budget, Austin, TX

Expenditure Changes FTEs Dollars
Nine months of funding for a Contract Administrator position to allow the City to
have a more effective contract management and technology management role. 1.00 $82,882
Nine months of funding for a IT Security Engineer position to support Greater Austin
Area Telecommunications Network (GAATN). 1.00 $117,085
Nine months of funding for a IT Security Analyst position to allow the City to have
enhanced cyber security. 1.00 $103,921

Combined Transportation, Emergency and Communications Center Fund

Revenue Changes Dollars
Overall increase in Interlocal Agreement revenue from Travis County, Texas
Department of Transportation, and Capital Metro due to an increase in shared
expenditures. $270,175
Interdepartmental transfers from various enterprise and General Fund departments
decreasing due to changes in costs associated with the Emergency Operations
Center and use of the Computer Aided Dispatch system. ($1,534,922)
Expenditure Changes FTEs Dollars
Citywide Cost Drivers
Additional funding to cover the cost of a 3% wage increase in FY 2015-16, to
implement a Citywide market study, and to increase in City contributions for health
insurance by 12%. $195,361
Wage adjustments associated with implementing the City's IT market study. $145,000
Department Cost Drivers
One-time transfer to CIP associated with the critical replacement of various
hardware and software improvements and related licensing and service costs. $875,000
Decrease to account for FY 2014-15 CIP transfers and for critical replacement
projects funded in FY 2014-15. (85,384,044)
To better align budgetary structure with organizational workflow, transfer a
Administrative Specialist and IT Security Engineer position to CTM in FY 2015-16. (2.00) ($218,067)
Increase for law enforcement security services for an additional officer required for
visitor and package screening. $152,014
New Investments
An increase to CIP Transfer for prioritized IT Governance projects that includes a
video display wall at CTECC, data storage systems used by City of Austin public safety
departments, and storage expansion and refresh for Digital Vehicular Video used to
store in car video for Austin Police Department. $2,475,000
Increase for purchase and use of body cameras on Austin Police Department Officers
including nine months of funding for an IT Network Administrator Senior. 1.00 $853,977
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2015-16 Approved Budget, Austin, TX

Wireless Communications Fund

Revenue Changes Dollars
A net decrease in funding from City departments and interlocal agencies for
installation requests, repairs, and maintenance. (1,838,743)
Transfer from the General Fund and the transfers from other City departments for
wireless communications support are a net decrease to match the expenditures
required for FY 2015-16. $1,669,793
Expenditure Changes Dollars
Citywide Cost Drivers
Additional funding to cover the cost of a 3% wage increase in FY 2015-16, to
implement a Citywide market study, and to increase in City contributions for health
insurance by 12%. $147,739
Wage adjustments associated with implementing the City's IT market study. $158,324
Department Cost Drivers
Decrease to account for FY 2014-15 one-time CIP transfers and for critical
replacement projects funded in FY 2014-15. ($1,673,335)
One-time transfer to CIP associated with the critical replacement of wireless
equipment including the replacement of mobile data computers for public safety
departments and Digital Vehicular Video Power Cell replacement. $1,008,950
Decrease Personnel Savings to better align with historical savings. $92,810
To better align budgetary structure with organizational workflow, transfer a System
Support Technician position to CTM in FY 2015-16. ($69,090)
Increase for purchase and use of body cameras on Austin Police Department
Officers. $75,625
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) ) 2015-16 Approved Budget, Austin, TX
Communications and Technology Management

Budget Detail by Activity

Program: Communications and Technology Management

Activity: Applications

The purpose of the Applications activity is to provide development, support and services for applications, database
administration, geospatial services and system consulting.

Percentage of applications with service level agreements

12
10 10
8
6
4
2.7 2.7 3
2 -
0
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Communications and Technology 9,097,006 9713477 9,983,893 10,258,997 12,852,059
Management Fund
Expense Refunds 553,952 567,605 1,191,222 682,348 445,000
Total Requirements $9,651,947 $10,281,082 $11,175,115 $10,941,345 $13,297,059
Full-Time Equivalents
Communications and Technology
Management Fund
Civilian 65.00 68.00 67.00 67.00 70.50
Total FTEs 65.00 68.00 67.00 67.00 70.50
Performance Measures
Number of applications in the inventory New Meas 259 300 300 290
Number of help desk tickets for Database
Administration 2,007 1,116 1,000 1,100 1,100
Number of mobile applications implemented New Meas 1 1 2 1
Percent of Severity Level "3" help desk
tickets closed within 5 business days 76.5 86.75 90 80 90
Percentage of applications with service New Meas 57 27 10 3

level agreements

Services

Assessment of customer needs; Evaluation, planning and development of technical solutions; Development, testing and
implementation of databases; Performance of proper database backups; Database tuning; Customer access and security;
Assuring database utilization is of current, certified versions; Citywide Geographic Information Systems (GIS) coordination;
Application development; Support to all City departments; Coordination of regional GIS issues through CAPCOG Planning
Council; Provision of GIS software through ESRI Enterprise License Agreement to City staff; GIS training to City
employees; Support of the development process through street name review and address creation; Support of public safety

routing and location

Contact
Denise Lucas, Deputy CIO, 512-974-2614

Bold Measure = Key Indicator
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) ) 2015-16 Approved Budget, Austin, TX
Communications and Technology Management

Budget Detail by Activity

Program: Communications and Technology Management

Activity: Infrastructure

The purpose of the Infrastructure activity is to provide technology infrastructure for the City of Austin's systems and

applications.
Incidents closed by any group within two hours of open time and not re-opened within five days
60,000
50,000 50,818
' 43,874 44,257 46,198 40,000
40,000 i
30,000
20,000
10,000
0
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Communications and Technology 19,156,866 20,054,432 21,314,996 21788164 24,797,427
Management Fund
Expense Refunds 194,941 201,764 274,264 274,264 201,764
Total Requirements $19,351,807 $20,256,196 $21,589,260 $22,062,428 $24,999,191
Full-Time Equivalents
Communications and Technology
Management Fund
Civilian 104.00 106.00 107.00 107.00 110.75
Total FTEs 104.00 106.00 107.00 107.00 110.75
Performance Measures
Incidents closed by any group within two
hours of open time and not re-opened 43,874 44,257 46,198 40,000 50,818
within five days
Percentage of Urgency "3" Service Desk
incidents for Data Center closed within 5 92 94 94 90 94

business days

Services

Data center management; Power management; Environmental management; Device monitoring; Server operational support
of operating systems and hardware; Infrastructure application installation and management; Backup and storage
management; Security audits; Deployment of new security systems; Security for remote access systems; Development of
security policies and guidelines; Investigations and incident response

Contact
Teri Pennington, Deputy CIO, 512-974-7761

Bold Measure = Key Indicator
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Budget Detail by Activity

Program: Communications and Technology Management
Activity: Strategy & Planning

The purpose of the Strategy & Planning activity is to manage and guide project teams in the planning and implementation
of technical projects for City departments and other agencies so that project requirements are met in a timely, cost
effective manner.

Number of Projects Completed by Project Management Office (PMO)
35 39
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25 29
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15 14
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Actual Actual Estimated Amended Approved
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Communications and Technology 2788661 2917462 3,133,865 3,109,690 3,518,860
Management Fund
Expense Refunds 62,408 0 0 0 0
Total Requirements $2,851,069 $2,917,462 $3,133,865 $3,109,690 $3,518,860
Full-Time Equivalents
Communications and Technology
Management Fund
Civilian 24.00 23.75 23.75 23.75 24.75
Total FTEs 24.00 23.75 23.75 23.75 24.75
Performance Measures
Overall student reaction to effectiveness of 4.64 492 4.71 4.65 4.65
course
Number of Projects Completed by Project
Management Office (PMO) 22 32 14 14 16
Number of Projects in the Portfolio for 98 61 78 78 70
CTM
Services

Project management; reporting and documentation; quality assurance; integration

Contact
Bruce Hermes, Deputy CIO, 512-974-1424
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Budget Detail by Activity

Program: CTECC and Public Safety IT Support

Activity: CTECC Infrastructure & Public Safety

The purpose of the CTECC Infrastructure and Public Safety activity is to support CTECC, Austin Police, Fire, and EMS
applications, networks, and PCs and peripherals.

Percentage of CTECC Infrastructure & Public Safety Urgency "3" Service Desk Tickets resolved within 5 business days
120
97.67
100 95.92 9
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Combined Transportation, Emergency & 12,335,005 13,133,481 13,608,973 13,608,973 14,916,230
Communications Ctr Fund
Expense Refunds 152,374 11,947 7,500 5,000 7,500
Total Requirements $12,487,379  $13,145,428 $13,616,473 $13,613,973 $14,923,730
Full-Time Equivalents
Combined Transportation, Emergency &
Communications Ctr Fund
Civilian 43.00 46.00 48.00 48.00 47.00
Total FTEs 43.00 46.00 48.00 48.00 47.00
Performance Measures
Percentage of City of Austin Public Safety
Applications and Desktop Support Urgency
"3" Service Desk Tickets resolved within 5 95.92 94.83 90 90 90
business days
Percentage of CTECC Infrastructure &
Public Safety Urgency "3" Service Desk 95.92 97.67 90 90 90

Tickets resolved within 5 business days

Services

Support of various shared CTECC applications, networks, PCs and peripherals; Computer Aided Dispatch software support
to COA/Travis County public safety and transportation agencies; Mobile Data wireless implementation, software and
hardware support services to COA/Travis County public safety agencies; network design, security and support as well as
data storage for CTECC and its public safety agencies

Contact
Robert Turner, General Manager, 512-974-0759

Bold Measure = Key Indicator
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Budget Detail by Activity

Program: One Stop Shop
Activity: Inspection, Review, and Support

The purpose of Inspection, Review, and Support is to provide development services and assistance to the Citywide,
consolidated One Stop Shop so that the community can have an efficient and effective development process.

Averaged combined subdivision and site plan initial review times (in days)
40 6
35 32
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Actual Actual Estimated Amended Approved
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Communications and Technology 244,797 305,497 335,566 405,403 449,702
Management Fund
Total Requirements $244,797 $305,497 $335,566 $405,403 $449,702
Full-Time Equivalents
Communications and Technology
Management Fund
Civilian 3.50 4.50 4.50 4.50 4.50
Total FTEs 3.50 4.50 4.50 4.50 4.50
Performance Measures
Averaged combined subdivision and site
plan initial review times (in days) 36 28.5 32 28 21
Number of combined subdivision and site
plan initial reviews 73 909 735 700 750
Number of total applications reviewed
(Citywide land use review) 2,685 3,557 3,400 2,500 3,260
Percent of on-time subdivision and site plan 492 39.08 25 48 50

initial reviews (Citywide)

Services
Geographic Information Systems mapping and addressing

Contact
Joseph Meier, Plan Review Specialist I, 512-974-2355
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Budget Detail by Activity

Program: Support Services
Activity: Departmental Support Services

The purpose of the Departmental Support Services activity is to provide administrative and managerial support to the
department so that it can provide more effective services to customer departments.

CTM's overall customer service satisfaction rating
100 90 90 90
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Requirements

Communications and Technology 3305809 3586384 3481158 2732648 3497632
Management Fund

Expense Refunds (1,310) 1,179 124,397 0 0
Total Requirements $3,304,589 $3,587,563 $3,605,555 $2,732,648 $3,497,632

Full-Time Equivalents
Communications and Technology
Management Fund

Civilian 20.50 18.75 18.75 18.75 18.50

Total FTEs 20.50 18.75 18.75 18.75 18.50
Performance Measures

Employee Turnover Rate 6.26 4.82 10 10 10
Lost Time Injury Rate Per the Equivalent of
100 Employees 0 0 05 0.5 05
Number of publlc/pnvate partnership and/or New Meas 1 1 1 1
shared services agreements
Number of Transformative Projects New Meas New Meas New Meas New Meas 7
Overall Employee Satisfaction Rate New Meas New Meas New Meas New Meas 72
Percentage of Transformative Projects New Meas New Meas New Meas New Meas 10
Sick leave hours used per 1,000 hours 31.44 29.62 33 33 33
CTM's overall customer service 80 90 20 20 20

satisfaction rating

Services

Office of the Director, financial monitoring, budgeting, accounting, human resources, facility expenses, IT support, public
information, vehicle and equipment maintenance, safety, customer service, inventory control, audit/internal review, contract
management

Contact
Peggy MacCallum, Chief Financial Manager, 512-974-1661
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Budget Detail by Activity

Program: Wireless Communication Services

Activity: Wireless Infrastructure & Public Safety

The purpose of Wireless Infrastructure & Public Safety is to provide proactive two-way radio system infrastructure
installation, removal, and maintenance services to the Wireless Communications Services Office's customers so they can
experience reliable area-wide radio communication. This activity also provides equipment tracking and support,
scheduling and assistance to staff and wireless users so they can perform efficiently.

Number of installations and removals completed
2,400
2,155
2,000 1,927 2,000 2,000 2,000
1600
1,200
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400
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Actual Actual Estimated Amended Approved
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 0 0 253,269 0 0
Wireless Communication Services Fund 9,155,336 9,852,471 9,911,205 9,898,623 10,407,129
Total Requirements $9,155,336 $9,852,471  $10,164,474 $9,898,623 $10,407,129
Full-Time Equivalents
Wireless Communication Services Fund
Civilian 40.00 40.00 40.00 40.00 39.00
Total FTEs 40.00 40.00 40.00 40.00 39.00
Performance Measures
Number of installations and removals
completed 2,155 1,927 2,000 2,000 2,000
Percent of total inventory cost due to 27 3.1 4 5 5

shrinkage

Services

Preventive maintenance, installations and removal of wireless devices; equipment programming, inventory management,

licensing, research and development, training

Contact

Chuck Brotherton, Wireless Communication Services Manager, 512-927-3209

Bold Measure = Key Indicator
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Program:Transfers and Other Requirements
Activity: All Activities

The purpose of the Transfers and Other Requirements program is to account for transfers and other departmental
requirements at the fund or agency level.

Graph Not Applicable
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Requirements
Combined Transportation, Emergency &
Communications Ctr Fund
Communications and Technology
Management Fund

1,350,414 2,082,979 5,517,632 5,521,084 3,445,138

4,158,985 7,022,712 9,881,190 9,914,878 8,943,704

Wireless Communication Services Fund 1,337,656 5,240,698 5,714,165 5,726,747 5,068,255
Total Requirements $6,847,055 $14,346,389 $21,112,987 $21,162,709 $17,457,097
Services

Accrued payroll; Property and Liability insurance
Capital Improvement Program; Workers’ compensation; Liability reserve

Contact
Peggy MacCallum, Chief Financial Manager, 512-974-1661
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Communications and Technology Management: 2015-16

Combined Transportation, Emergency & 2012-13 2013-14 2014-15 2014-15 2015-16
Communications Ctr Fund Actual

Actual Estimated Amended Approved

Requirements

CTECC and Public Safety IT Support $12,335005  $13,133481  $13,608973  $13,608,973  $14,916,230
CTECC Infrastructure & Public Safety 12,335,005 13,133,481 13,608,973 13,608,973 14,916,230
Transfers and Other Requirements $1,350,414 $2,082,979 $5,517,632 $5,521,084 $3,445,138
Other Requirements 18,584 64,458 68,269 71,721 40,329
Transfers 1,331,830 2,018,521 5,449,363 5,449,363 3,404,809
Total $13,685419  $15216,459  $19,126,605  $19,130,057  $18,361,368

Full-Time Equivalents (FTES)

CTECC and Public Safety IT Support 43.00 46.00 48.00 48.00 47.00
CTECC Infrastructure & Public Safety 43.00 46.00 48.00 48.00 47.00
Total 43.00 46.00 48.00 48.00 47.00
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Communications and Technology Management: 2015-16

Wireless Communication Services Fund

2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements

Transfers and Other Requirements $l,337,656 $5,240,698 $5,7l4,165 $5,726,747 $5,068,255
Other Requirements 9,037 11,785 0 12,582 29,564
Transfers 1,328,619 5,228,913 5,714,165 5,714,165 5,038,691
Wireless Communication Services $9,155,336 $9,852,471 $9,911,205 $9,898,623 $10,407,129
Wireless Infrastructure & Public Safety 9,155,336 9,852,471 9,911,205 9,898,623 10,407,129
Total $10,492,992 $15,093,169 $15,625,370 $15,625,370 $15,475,384

Full-Time Equivalents (FTES)
Wireless Communication Services 40.00 40.00 40.00 40.00 39.00
Wireless Infrastructure & Public Safety 40.00 40.00 40.00 40.00 39.00
Total 40.00 40.00 40.00 40.00 39.00
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Communications and Technology Management: 2015-16

Communications and Technology 2012-13 2013-14 2014-15 2014-15 2015-16
Management Fund Actual

Actual Estimated Amended Approved

Requirements

Communications and Technology Management $31,043523  $32,685371  $34,432,754  $35156,851  $41,168,346
Applications 9,097,996 9,713,477 9,983,893 10,258,997 12,852,059
Infrastructure 19,156,866 20,054,432 21,314,996 21,788,164 24,797,427
Strategy & Planning 2,788,661 2,917,462 3,133,865 3,109,690 3,518,860

One Stop Shop $244,797 $305,497 $335,566 $405,403 $449,702
Inspection, Review, and Support 244797 305,497 335,566 405,403 449,702

Support Services $3,305,899 $3,586,384 $3,481,158 $2,732,648 $3,497,632
Departmental Support Services 3,305,899 3,586,384 3,481,158 2,732,648 3,497,632

Transfers and Other Requirements $4,158,985 $7,022,712 $9,881,190 $9,914,878 $8,943,704
Other Requirements 82,906 93,412 1,030,900 1,064,588 258,914
Transfers 4,076,079 6,929,300 8,850,290 8,850,290 8,684,790

Total $38,753,205 $43,599,965 $48,130,668 $48,209,780 $54,059,384

Full-Time Equivalents (FTEs)

Communications and Technology Management 193.00 197.75 197.75 197.75 206.00
Applications 65.00 68.00 67.00 67.00 70.50
Infrastructure 104.00 106.00 107.00 107.00 110.75
Strategy & Planning 24.00 23.75 23.75 23.75 24.75

One Stop Shop 3.50 4.50 4.50 4.50 4.50
Inspection, Review, and Support 3.50 4.50 4.50 4.50 4.50

Support Services 20.50 18.75 18.75 18.75 18.50
Departmental Support Services 20.50 18.75 18.75 18.75 18.50

Total 217.00 221.00 221.00 221.00 229.00
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Communications and Technology Management: 2015-16

Expense Refunds 2012-13 2013-14 2014-15 2014-15  2015-16
Actual Actual Estimated Amended Approved

Requirements

Communications and Technology Management $811,301 $769,369 $1,465,486 $956,612 $646,764
Applications 553,952 567,605 1,191,222 682,348 445,000
Infrastructure 194,941 201,764 274,264 274,264 201,764
Strategy & Planning 62,408 0 0 0 0
CTECC Infrastructure & Public Safety 152,374 11,947 7,500 5,000 7,500

Support Services ($1,310) $1,l79 $124,397 $O $0
Departmental Support Services (1,310) 1,179 124,397 0 0

Wireless Communication Services $0 $0 $253,269 $0 $0
Wireless Infrastructure & Public Safety 0 0 253,269 0 0

Total $962,365 $782,495 $1,850,652 $961,612 $654,264
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Fleet Services

Sources of Funds

Uses of Funds

Vehicles
Support
Fleet Fund Services
98.9% 40.5%
Support
Services
11.7%
Expense
Refunds Transfers &
1.1% Service Other Regs.
Centers 2.9%
44.9%
*
Budget Overview
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Fleet Services Fund
Revenue $50,082,334 $47,828,672 $50,789,846 $51,369,887 $42,508,258
Requirements $48,813,920 $46,219,631 $44,791,462 $51,541,767 $54,794,202
Full-Time Equivalents (FTEs) 200.00 205.00 205.00 205.00 212.00
Expense Refunds $646,386 $796,722 $561,168 $599,997 $610,922
Grants
Requirements $2,292,116 $414,011 S0 S0 S0
Total Budget $51,752,422 $47,430,364 $45,352,630 $52,141,764 $55,405,124
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Fleet Services
Organization by Program and Activity for 2016

Service Centers Transfers and Other Requirements
Preventive Maintenance Other Requirements
Scheduled Maintenance Transfers

Unscheduled Repairs
Vehicle Support Services

Support Services Auction
Departmental Support Services Fuel Management
Rental Pool
Taxi

Vehicle Life Cycle Management
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Fleet Services
Mission and Goals for 2016

Mission

The mission of Fleet Services is to provide Fleet management services to the City of Austin, to continue
building and maintaining positive working relationships while exceeding expectations, and to provide
exceptional service in a safe, efficient, environmentally responsible, and ethical manner.

Goals

Fleet Services will strive to keep 95% of all City vehicles operational and available at all times.

Fleet Services will strive to achieve and maintain a 95% or higher on-time completion rate for preventive
maintenance on City vehicles.

Fleet Services will improve communications with customers by:
« Making available daily Fleet Vehicle and Equipment status reports; and
« Providing monthly summary reports to customer departments 95% of the time.

Fleet Services will work toward achieving carbon neutrality by:
« Converting 75% of the fleet to Alternative Fuel Vehicles (AFV) and hybrid (electric) vehicles; and
« Increasing the fleet's ratio of alternative fuel to traditional fuel consumed to 60% by 2020.
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Fleet Services

Message from the Director

The Fleet Services Department provides a full range of fleet services to City of Austin departments in support of their
missions, making Austin an attractive place to live, work, and play.

Our services include managing the full life cycle of all vehicles
and equipment. This begins with acquisition and continues with
fueling, maintenance, repair, and disposition. Fleet technicians
routinely repair breakdowns and provide maintenance for
various types of equipment in 6 maintenance facilities located
across the city and handle over 48,000 work orders per year.
The City’s fleet consists of approximately 6,200 on and off road
units in 480 equipment classes ranging from lawn mowers to
fire trucks and heavy off-road construction equipment.

Fleet is also responsible for providing fuel services to all City
departments. This entails the maintenance and monitoring of
43 fuel sites located around the city and dispensing over
5,000,000 gallons of fuel per year.

The Department continues to evaluate new emerging technologies to meet our environmental responsibilities for reducing
emissions. When warranted, Fleet incorporates these technologies into the City’s fleet while expanding the City’s
alternative fuel infrastructure to meet growing demand. While these changing technologies can cost more in both time and
money, Fleet Services Department will continue to search for opportunities to mitigate these costs by optimizing grant
funding and other available incentives. Furthermore, Fleet continues to improve our reporting mechanism to monitor and
provide critical vehicle data to departments to help them meet their operational and environmental goals.

The Fleet Services Department remains committed to providing service levels that are directly in line with the City of Austin
mission of being the Best Managed City in the country. To further solidify this objective, the Department successfully
completed the Certified Fleet Management Operation and Testing Program and is now recognized and qualified as an
Industry Competitive Fleet Management Operation. Fleet Services is one of sixteen organizations which significantly
exceeded industry targets in the United States to receive the top Crystal Award. To maintain this achievement, the
Department will continue to address items in a consistent manner while maintaining strong fiscal accountability. As we
move into FY 2015-16, we remind ourselves that our customers require our services and that the Fleet Services Department
keeps the City moving forward to better establish an increased sense of trust, comfort, and security with the citizens of
Austin.

The Budget presented represents Fleet Services’ efforts to maintain existing service levels, while mitigating risks associated
with our business.

Gerry Calk, Fleet Officer
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Budget Highlights

The Fleet Services Department provides a full range of fleet services to City departments in support of their missions serving
the citizens of Austin. Fleet Services manages a budget of $55.4 million and 212 full-time equivalents (FTEs). The Service
Centers comprise the largest share of Fleet’s operating budget at 44.9%, followed by Vehicle Support Services at 40.5% and
Support Services, Transfers, and Other Requirements at 14.6%.

Fleet Services is responsible for the acquisition, maintenance, fueling and disposal of vehicles and other related equipment
utilized by the City. The department’s goal is to have the maximum number of vehicles and equipment available to
customers in order to minimize downtime for department operations. Minimal downtime is also a factor in determining the
size of the fleet required to maintain operations. Fleet’s goal for FY 2015-16 is 95% availability and the estimate for FY 2014-
15 is 93%.

Fleet Availability Rate
100%
95%
95% - 94% 93% 93%
91%
90%
85%
80%
75% f 1 i 1 1
FY 2012-13 FY 2013-14 FY 2014-15 FY 2014-15 FY 2015-16
Actual Actual Estimated Amended Approved

The variety and complexity of the City’s fleet requires specialized training and skills for repair and operations. In FY 2014-15,
extensive progress was made in the hiring of qualified technicians. Fleet expects to see the improvement in this measure as
new technicians are hired, trained, and as they become more experienced. Fleet will continue to emphasize training to
minimize the number of vehicles that must be sent outside Fleet Services for repairs and decrease vehicle down time.

Environmental Compliance

The FY 2015-16 Budget includes $15,050, a decrease from $23,965, to maintain Fleet’s chemical compliance management
services and maintain its hazardous chemical inventory. This service conforms to the City of Austin Hazard Communication
Standard, which was created to prevent injuries and illnesses resulting from exposure to hazardous chemicals and to
provide employees access to information in compliance with the Federal and State Hazard Communication Acts.

Service Center Programs

The Service Center Program includes the following activities: Preventive Maintenance, Scheduled Maintenance, and
Unscheduled Maintenance. Total requirements for the Service Center Program in FY 2015-16 are $24.9 million, an increase
of 4% from FY 2014-15. This increase is primarily due to the implementation of the Technician market study needed to
attract and retain qualified technicians from the private sector. The escalating cost for parts and services related to fleet
maintenance seen over the past two years appears to have leveled off. As a result, Fleet is projecting a minimal increase of
3% in its maintenance charges to keep pace with the costs of a growing fleet and changing technology. Two FTEs are
transferring out; one position transferred to Departmental Support Services and another transferred to Fuel Management.
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Vehicle Support Services Programs

FY 2015-16 requirements for the Vehicle Support Services Program are approximately $22.4 million, an increase of 5% from
FY 2014-15. There is a net increase of two FTEs in FY 2015-16, with one new position being added to Vehicle Life Cycle
Management and one transferring in from Service Center Programs. The Vehicle Support Services Program includes the
following activities:

0 Auction

0 Fuel Management

0 Rental Pool

0 Taxi

0 Vehicle Life Cycle Management (Acquisitions and Accidents)

Increases in the Vehicle Support Services Program include Citywide cost
drivers and an increase in the volume usage of fuel due to fleet growth. The
U.S. Energy Information Administration (EIA) projects Fuel prices to remain
relatively stable throughout FY 2015-16 reflecting an average (retail) cost of
$2.67 per gallon and a fiscal year price range of $2.41 - $2.90 per gallon.
However, the oil and fuel commodity indexes are extremely volatile,
positioning the department to take a conservative approach on the fuel
expense budget in FY 2015-16 by carrying over our FY 2014-15 Budget. Due
to the volatility in the price of fuel, Fleet Services is recognizing significant
savings in FY2014-15, resulting in fuel cost savings Citywide in FY 2015-16.

In FY 2014-15, Fleet Services is planning a reimplementation of alternative diesel fuel. This will be accompanied with an
improved quality control process to help ensure the quality of the product meets the industry standards. Our contract with
the vendor was amended to include language to help ensure testing processes are a solid part of the delivery process. The
temporary stop of alternative diesel fuel in FY 2013-14 was to resolve issues relating to fuel filters that were clogging, which
resulted in refuse vehicles becoming inoperable. The department temporarily switched from biodiesel to conventional
diesel, resulting in the alternative fuel performance measure’s reduction from 45% to 16%. Upon reimplementation of
alternative diesel fuel, the department has proposed a FY 2015-16 performance measure target of 45% of alternative fuel
issued as a percentage of all fuel issued. The FY 2015-16 Budget also includes an increase for the acquisition of eleven (11)
new vehicles to meet City demands of the Rental Pool.

Departmental Support Services

The City of Austin fleet has experienced a 26% growth in size since 2001. In order to properly and safely manage our
growing fleet, essential staffing is required for conducting operations, support, administration, and the delivery of fleet
services. Three new positions are being added for inventory control and other vehicle support duties. Also, with the newly
passed legislation on the registration single sticker process and the audit findings to standardize contract monitoring,
contract compliance and contract management activities three additional positions are needed, bringing the total new
positions added to Support Services to six. In addition, one position is transferring in from the Service Center Program.

Other Funds

The Vehicle Acquisition fund is utilized to fund the acquisition of new and replacement vehicles and equipment for General
Fund and Support Services Fund departments. Throughout the year, vehicles are inspected and rated for replacement. The
vehicles rated for replacement and their replacement costs are reviewed during budget development. This fund typically
replaces public safety response units, ambulances, fire trucks, and police patrol vehicles, and vehicles for other
departments. The additional funds will continue to allow Fleet to replace these older vehicles with fuel efficient,
environment friendly models, thereby lowering maintenance costs for departments and reducing the percentage of
vehicles exceeding replacement criteria.
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Fleet Services
Significant Changes

Fleet Services Fund

Revenue Changes Dollars
Decrease in fuel revenue due to the unanticipated drop in the fuel costs over the
past two fiscal years and associated departmental rebates. (58,986,038)
Expenditure Changes FTEs Dollars

Citywide Cost Drivers
Additional funding to cover the cost of a 3% wage increase in FY 2015-16, to

implement a Citywide market study, and to increase City contributions for health
insurance by 12%. $682,031

Department Cost Drivers
Personnel savings are decreasing to align with historical trends of improved hiring
and retention. $434,934

The Budget includes a wage increase to fund the Service Technicians market study. $1,244,454

An increase for phase Il of the incentive pay allowances for the Technician
Certification Program. $112,934

An increase associated with the rise in GO Debt Service. $92,083

New Investments

City Audit #aul13002 standardizes contract monitoring, contract compliance and

contract management activities and transfers the responsibility to the department.

The Budget includes one Contract Compliance Specialist Senior. 1.00 $87,799

This Budget includes the addition of a Vehicle Support Specialist to support the
growth of the department as well as the increased demand to efficiently prepare
vehicles for "in service" operation. Fleet Services' existing custodial budget will
offset of this addition. 1.00 SO

Nine months of funding for a Fleet Tire Technician to diagnose, repair, replace, and
deliver tires to the Service Centers to refill their stock or meet emergency needs. 1.00 $43,456

Nine months of funding for an Automotive Stores Specialist to order and issue parts
requested by Service Center Technicians while ensuring inventory security is
maintained at all times. 1.00 $47,833
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Expenditure Changes FTEs Dollars

This Budget includes the conversion of a temporary employee to a Vehicle Support
Specialist in order to support departmental growth as well as increased demand to
efficiently prepare vehicles for "in service" operation. 1.00 $27,000

Funding for the acquisition of 11 new vehicles for the Vehicle Support Services
Rental Pool. $300,000

Texas House Bill 2305 eliminated the vehicle inspection sticker resulting in a single-
sticker system and made vehicle registration dependent on obtaining a passing
vehicle inspection. Fleet Services is now required to submit the registration,
purchase, track, inventory, distribute, and provide administrative functions for all
City owed vehicles via our local Travis County registration office. The Budget
includes an Automotive Stores Specialist and an Administrative Specialist. 2.00 $131,789
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Fleet Services

Budget Detail by Activity

Program: Service Centers
Activity: Preventive Maintenance

The purpose of the Preventive Maintenance Activity is to provide timely preventive maintenance service to City of Austin
vehicles and equipment. Preventive Maintenance Services promote fleet reliability and fleet availability by minimizing
unscheduled repairs and lessening service interruptions to customers.

Fleet Preventive Maintenance On-Time Completion Rate
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 34,599 106,079 73,000 66,084 66,084
Fleet Services Fund 2,907,047 2,885,567 4,301,024 3,746,272 3,856,686
Total Requirements $2,941,646 $2,991,645 $4,374,024 $3,812,356 $3,922,770
Full-Time Equivalents
Fleet Services Fund

Civilian 20.25 20.85 20.70 20.70 20.40
Total FTEs 20.25 20.85 20.70 20.70 20.40

Performance Measures
Actual Costs per Job for Preventive

Maintenance 158 168 157 158 157
Customer Satisfaction Rating 86 92 90 90 90
Fleet Availability Rate 91 94 93 93 95
Fleet Preventive Maintenance On-Time 9 90 95.6 95 95

Completion Rate

Services

Scheduled Preventive Maintenance (PM) Service. PM services to vehicles and equipment; manufacturer recommended PM
services; thorough vehicle inspection, system and component inspection, filter and fluid replacement, lubrication.

Contact
Julie Boring, Division Manager, 512-974-1782
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Program: Service Centers

Activity: Scheduled Maintenance

Fleet Services
Budget Detail by Activity

2015-16 Approved Budget, Austin, TX

The purpose of the Scheduled Maintenance Activity is to provide routine and timely maintenance services to City of
Austin vehicles and equipment. Performing scheduled maintenance services lessens vehicle breakdown, costly repairs,

and additional downtime attributed to unscheduled and undiagnosed repairs.

Scheduled Maintenance Jobs as a Percentage of Total Maintenance Jobs
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 116,274 153,533 145,344 186,745 186,745
Fleet Services Fund 11,933,891 14,058,285 14,469,144 15,191,290 16,021,282
Total Requirements $12,050,165 $14,211,818 $14,614,488 $15,378,035 $16,208,027
Full-Time Equivalents
Fleet Services Fund
Civilian 87.75 90.35 89.70 89.70 88.40
Total FTEs 87.75 90.35 89.70 89.70 88.40
Performance Measures
Actual Costs per Job for Scheduled
Maintenance 170 166 168 150 173
Scheduled Maintenance Jobs as a 58 71 64.8 65 65

Percentage of Total Maintenance Jobs

Services

Scheduled Maintenance Service to vehicles and equipment. Routine scheduled maintenance to vehicles and equipment;
diagnoses, replacement of braking system components, transmission service, belt and hose replacements, cooling system

service, warranty service, manufacturer recalls.

Contact

Julie Boring, Division Manager, 512-974-1782

Bold Measure = Key Indicator
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Fleet Services

Budget Detail by Activity

Program: Service Centers
Activity: Unscheduled Repairs

The purpose of the Unscheduled Repair Activity is to provide prompt repair services to City of Austin vehicles and
equipment and return the unit to service as expeditiously as possible.

Unscheduled Maintenance Jobs as a Percent of Total Maintenance Jobs
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 55,246 34,267 24,621 54,530 54,530
Fleet Services Fund 5,720,031 3,342,462 3,957,784 4,678,891 4,743,208
Grants 0 87,761 0 0 0
Total Requirements $5,775,277 $3,464,490 $3,982,405 $4,733,421 $4,797,738
Full-Time Equivalents
Fleet Services Fund
Civilian 27.00 27.80 27.60 27.60 27.20
Total FTEs 27.00 27.80 27.60 27.60 27.20
Performance Measures
Actual Costs per Job for Unscheduled
Maintenance 162 185 162 153 164
Unscheduled Maintenance Jobs as a 28 15.2 226 25 25

Percent of Total Maintenance Jobs

Services

Unscheduled Repair Services to vehicles and equipment. Accident repair, diagnoses, road service, vehicle breakdown, flat
tire repair.

Contact
Julie Boring, Division Manager, 512-974-1782
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Fleet Services

Budget Detail by Activity

Program: Support Services
Activity: Departmental Support Services

The purpose of the Departmental Support Services activity is to provide administrative and managerial support to the
department in order to provide more effective services.

Lost Time Injury Rate Per the Equivalent of 100 Employees
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 402,829 460,549 272,203 266,638 277,563
Fleet Services Fund 4,606,497 4,436,843 4,964,957 5,283,467 6,221,712
Total Requirements $5,009,326 $4,897,392 $5,237,160 $5,550,105 $6,499,275
Full-Time Equivalents
Fleet Services Fund
Civilian 44.00 44.00 45.00 45.00 52.00
Total FTEs 44.00 44.00 45.00 45.00 52.00
Performance Measures
Employee Turnover Rate 7.69 9.24 7 6.9 7.1
Lost Time Injury Rate Per the Equivalent of 8.28 6.05 595 595 5
100 Employees ) ) ) )
Parts Shrinkage 0.35 0.1 0.18 0.27 0.2
Sick Leave Hours Used per 1,000 Hours 35.28 33.58 33.85 33.5 34.28

Services

Office of the Director, financial monitoring, budgeting, accounting, purchasing, human resources, facility expenses,
information technology support, public information, grant administration, safety, customer service, audit/internal review,
contract management, and materials management.

Contact
Urcha Dunbar-Crespo, Deputy Fleet Officer 512-974-2690
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Fleet Services

Budget Detail by Activity

Program: Vehicle Support Services
Activity: Auction

The purpose of the Auction activity is to sell old or underused vehicles and equipment at the best prices so City
departments can reduce their maintenance costs and recover funds.

Operating Costs per Unit Sold
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 779 611 1,000 1,000 1,000
Fleet Services Fund 367,326 404,011 562,749 407,299 451,432
Total Requirements $368,104 $404,622 $563,749 $408,299 $452,432
Full-Time Equivalents
Fleet Services Fund
Civilian 3.70 3.70 3.70 3.70 3.70
Total FTEs 3.70 3.70 3.70 3.70 3.70
Performance Measures
Average Cost of Disposal per Vehicle 335 291 354 403 400
Operating Costs per Unit Sold 1,141 1,005 961 921 1,009

Services

Surplus vehicle receiving; surplus vehicle preparation for auction; surplus vehicle posting for auction; surplus vehicle sale
and transfer.

Contact
Homer Bradshaw, Division Manager, 512-978-2644
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Fleet Services
Budget Detail by Activity

Program: Vehicle Support Services
Activity: Fuel Management

2015-16 Approved Budget, Austin, TX

The purpose of the Fuel Management activity is to provide fuels for City of Austin Vehicles so that city departments can
accomplish their goals and tasks, which include the use of Alternative Fuels. Fleet Management has aligned our goals
with the City of Austin to be carbon neutral by 2020 while being best managed. Our efforts toward this goal include
providing a diverse fuel infrastructure to help reduce our dependency on foreign oil.

Alternative Fuel Issued as a Percentage of All Fuel Issued
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Fleet Services Fund 17,064,493 16,707,498 12,431,732 17,992,603 18,271,573
Grants 2,292,116 326,250 0 0 0
Total Requirements $19,356,609 $17,033,748 $12,431,732 $17,992,603 $18,271,573
Full-Time Equivalents
Fleet Services Fund
Civilian 5.20 5.20 5.20 5.20 6.20
Total FTEs 5.20 5.20 5.20 5.20 6.20
Performance Measures
Average Annual Fuel Inventory Adjustment
Percentage 1 0.89 0.97 1 0.98
Alternative Fuel Issued as a Percentage
of All Fuel Issued 45 16.6 20 45 45

Services

Fuel ordering, receiving and issuing; fuel inventory control; fuel site construction and maintenance; fuel support services.

Contact

Bruce Kilmer, Division Manager, 512-974-1531

Bold Measure = Key Indicator
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Fleet Services

Budget Detail by Activity

Program: Vehicle Support Services
Activity: Rental Pool

The purpose of the Rental Pool activity is to provide rental units to City customers so that they can do their jobs without
having to acquire units of their own.

Customer Satisfaction Rating (Rental Pool)
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Fleet Services Fund 899,908 997,012 852,566 966,151 1,120,565
Total Requirements $899,908 $997,012 $852,566 $966,151 $1,120,565
Full-Time Equivalents
Fleet Services Fund
Civilian 0.95 0.95 0.95 0.95 0.95
Total FTEs 0.95 0.95 0.95 0.95 0.95
Performance Measures
Average Cost of Rental or Lease 676 700 688 679 689
Customer Satisfaction Rating (Rental Pool) 98 97 98 95 95

Services

Rental/leased unit scheduling; rental/leased unit preparation; rental/leased unit issuing; rental/leased unit accounting.

Contact
Homer Bradshaw, Division Manager, 512-978-2644
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Fleet Services

Budget Detail by Activity

Program: Vehicle Support Services
Activity: Taxi

The purpose of the Taxi activity is to provide dispatch, fleet vehicle relocation support, taxi, interoffice mail and other
support services.

Customer Satisfaction Rate (Taxi)
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Fleet Services Fund 90,139 129,636 145,542 131,417 144,058
Total Requirements $90,139 $129,636 $145,542 $131,417 $144,058
Full-Time Equivalents
Fleet Services Fund
Civilian 2.25 2.25 2.25 2.25 2.25
Total FTEs 2.25 2.25 2.25 2.25 2.25
Performance Measures
Customer Satisfaction Rate (Taxi) 95 90 96 95 95
Total Miles Driven by Taxi Vehicles 9,488 8,906 9,768 9,108 9,863

Services
Taxi service; City Hall support services; interoffice mail, and interfacility deliveries (i.e. parts, materials, etc.)

Contact
Homer Bradshaw, Division Manager, 512-978-2644
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Budget Detail by Activity

Program: Vehicle Support Services

Activity: Vehicle Life Cycle Management

The purpose of the Vehicle Life Cycle Management activity is to efficiently and economically purchase and prepare new
vehicles and to repair vehicles damaged in accidents so that the City employees who need these vehicles can continue to

perform their jobs.

Number of Vehicles Put in Service per Year
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2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved
Requirements
Expense Refunds 36,659 41,682 45,000 25,000 25,000
Fleet Services Fund 1,747,580 1,560,875 1,762,053 1,769,730 2,413,759
Total Requirements $1,784,239 $1,602,557 $1,807,053 $1,794,730 $2,438,759
Full-Time Equivalents
Fleet Services Fund
Civilian 8.90 9.90 9.90 9.90 10.90
Total FTEs 8.90 9.90 9.90 9.90 10.90
Performance Measures
Actual Costs per Unit Put in Service 1,569 721 927 837 1,000
Customer Satisfaction Rate (Make Ready) 90 95 93 90 90
Number of Vehicles Put in Service per Year 484 707 676 612 500
Alternative Fuel, Hybrid, or Electric
Vehicles as a Percent of Total Units 68 71.5 72 70 72
Operated
Percent of Vehicles Exceeding 8 76 758 75 76

Replacement Criteria

Services

Vehicle acquisitions; Vehicle commission and decommission, Accident repair coordination; New vehicle receiving; New unit
title and licensing; unit assignment or reassignment; unit decaling; new or reassigned unit operator training; new or

reassigned unit issuing.

Contact

Homer Bradshaw, Division Manager, 512-978-2644

Bold Measure = Key Indicator
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Fleet Services
Budget Detail by Activity

Program:Transfers and Other Requirements
Activity: All Activities

The purpose of the Transfers and Other Requirements program is to account for transfers and other departmental
requirements at the fund or agency level.

Graph Not Applicable

2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Requirements
Fleet Services Fund 3,477,008 1,697,445 1,343,911 1,374,647 1,549,927
Total Requirements $3,477,008 $1,697,445 $1,343,911 $1,374,647 $1,549,927

Services
Accrued payroll; Property and Liability insurance

Citywide administrative and information technology support; Workers' compensation; General Obligation Debt service;
Wireless communication; and Liability reserve

Contact
Gloria Esparza, Fleet Division Manager 512-974-1720
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Fleet Services: 2015-16

Fleet Services Fund 2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Requirements

Service Centers $20,560,969  $20,286,313  $22,727,952  $23,616,453  $24,621,176
Preventive Maintenance 2,907,047 2,885,567 4,301,024 3,746,272 3,856,686
Scheduled Maintenance 11,933,891 14,058,285 14,469,144 15,191,290 16,021,282
Unscheduled Repairs 5,720,031 3,342,462 3,957,784 4,678,891 4,743,208

Support Services $4,606,497 $4,436,843 $4,964,957 $5,283,467 $6,221,712
Departmental Support Services 4,606,497 4,436,843 4,964,957 5,283,467 6,221,712

Transfers and Other Requirements $3,477,008 $1,697,445 $1,343,911 $1,374,647 $1,549,927
Other Requirements 68,067 73,499 46,755 77,489 157,257
Transfers 3,408,941 1,623,946 1,297,156 1,297,158 1,392,670

Vehicle Support Services $20,169,446 $19,799,031 $15,754,642 $21,267,200 $22,401,387
Auction 367,326 404,011 562,749 407,299 451,432
Fuel Management 17,064,493 16,707,498 12,431,732 17,992,603 18,271,573
Rental Pool 899,908 997,012 852,566 966,151 1,120,565
Taxi 90,139 129,636 145,542 131,417 144,058
Vehicle Life Cycle Management 1,747,580 1,560,875 1,762,053 1,769,730 2,413,759

Total $48,813,920 $46,219,631 $44,791,462 $51,541,767 $54,794,202

Full-Time Equivalents (FTES)

Service Centers 135.00 139.00 138.00 138.00 136.00
Preventive Maintenance 20.25 20.85 20.70 20.70 20.40
Scheduled Maintenance 87.75 90.35 89.70 89.70 88.40
Unscheduled Repairs 27.00 27.80 27.60 27.60 27.20

Support Services 44.00 44.00 45.00 45.00 52.00
Departmental Support Services 44.00 44.00 45.00 45.00 52.00

Vehicle Support Services 21.00 22.00 22.00 22.00 24.00
Auction 3.70 3.70 3.70 3.70 3.70
Fuel Management 5.20 5.20 5.20 5.20 6.20
Rental Pool 0.95 0.95 0.95 0.95 0.95
Taxi 2.25 2.25 2.25 2.25 2.25
Vehicle Life Cycle Management 8.90 9.90 9.90 9.90 10.90

Total 200.00 205.00 205.00 205.00 212.00
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Grants

2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Requirements
Service Centers $0 $87,761 $0 $0 $0
Unscheduled Repairs 0 87,761 0 0 0
Vehicle Support Services $2,292,116 $326,250 $0 $0 $0
Fuel Management 2,292,116 326,250 0 0 0
Total $2,292,116 $414,011 $0 $0 $0
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Fleet Services: 2015-16

Expense Refunds 2012-13 2013-14 2014-15 2014-15  2015-16
Actual Actual Estimated Amended Approved

Requirements

Service Centers $206,119 $293,879 $242,965 $307,359 $307,359
Preventive Maintenance 34,599 106,079 73,000 66,084 66,084
Scheduled Maintenance 116,274 153,533 145,344 186,745 186,745
Unscheduled Repairs 55,246 34,267 24,621 54,530 54,530

Support Services $402,829 $460,549 $272,203 $266,638 $277,563
Departmental Support Services 402,829 460,549 272,203 266,638 277,563

Vehicle Support Services $37,438 $42,293 $46,000 $26,000 $26,000
Auction 779 611 1,000 1,000 1,000
Vehicle Life Cycle Management 36,659 41,682 45,000 25,000 25,000

Total $646,386 $796,722 $561,168 $599,997 $610,922
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Support Services Fund

Uses of Funds - $116.0 million

Human Resources Financial Services
12.1% 28.5%

Law
10.8% Transfers & Other
Requirements

Management 2.7%

Services
7.8%

Building Services
13.8%

Other Support
Departments
24.3%

Purpose and Nature of Fund

Departments within the Support Services Fund provide assistance to the City of Austin and its citizens. These services
include providing objective analysis of the adequacy of the City’s management systems, maintaining the financial integrity
of the entire City government, providing a liaison between the City and other governmental entities and legislative bodies,
managing the City’s human resources, and overseeing the implementation of all programs and services. Support Services
departments include:

e Building Services — (160.08 FTEs) Manages facilities owned and leased by the taxpayers of Austin.

e Communications & Public Information —(25.00 FTEs) Provides communications consultation, media relations, tools and
resources that enhance the City’s engagement with residents and employees so that they can make informed decisions
and actively participate in City government.

e Financial Services — (241.50 FTEs) Maintains the financial integrity of the City and provides comprehensive and
integrated financial management services to City departments and other customers so that they can accomplish their

mission.

e Government Relations — (4.00 FTEs) Supports, promotes, initiates and monitors legislation that strengthens and
protects the City’s interests.

e Human Resources — (107.50 FTEs) Secures, develops, and maintains the human resources including personnel services,
civil service, Equal Employment Opportunity Compliance, and risk management services.

e  Labor Relations Office — (6.00 FTEs) Negotiates and administers labor contracts with public employee unions.

e Law — (94.00 FTEs) Provides a variety of general and specialized legal services, collects delinquent accounts, and files
cases involving bankruptcy, workers’ compensation and other claims.
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e Management Services — (64.23 FTEs) City Manager, Agenda, Police Monitor, Innovations, Sustainability, and Homeland
Security and Emergency Management.

e Mayor and Council — (59.00 FTEs) Provides leadership and policy direction for the City.

e Office of Real Estate Services — (35.00 FTEs) Provides leasing, property acquisition and sale, and land management
services to City departments to meet operational needs.

e Office of the City Auditor — (26.50 FTEs) Promotes transparency, accountability and continuous improvement through
audit and investigative services.

e Office of the City Clerk — (24.00 FTEs) Ensures that all City records are accurately kept in compliance with City
ordinances and state and federal law and conducts City elections.

e Office of the Medical Director — (9.00 FTEs) Provides comprehensive medical oversight to the Austin/Travis County
Emergency Medical Services and the Austin Fire Department.

e Small and Minority Business Resources — (29.00 FTEs) Promotes and develops business opportunities for small,
minority-owned and women-owned firms.

e Telecommunications and Regulatory Affairs — (15.00 FTEs) Ensures the City receives fair compensation for the private

use of public rights-of-way, brings access to the Internet and computer technology, and protects consumers from
utility rate increases and predatory lending practices.

Factors Affecting Revenue

The Support Services Fund receives revenue from the General Fund and enterprise funds based on an annually updated
cost allocation plan. The purpose of the plan is to identify, as closely as possible, the cost of services that the support
departments provide to the receiving City departments. Each support department is analyzed to determine the primary
service(s) it provides; statistics are developed to form the basis of allocation for each identified function, ensuring the
allocated costs are representative of the level of service provided to each receiving department; and a calculation is
performed to determine each receiving department’s equitable share of the support department’s costs.

Since revenue is a function of requirements, it fluctuates accordingly. The individual fund contributions change based on
the changes in the statistics used to compute the allocation. In FY 2015-16, the total available funds are $110.5 million.

Factors Affecting Requirements

The FY 2015-16 requirements of $116.0 million increased 9.6%, or $10.2 million, from the FY 2014-15 Amended Budget.
Some of the significant budget changes include:

e Funding personnel items such as wage adjustments, citywide markets and increases in health insurance costs at an
amount of $3.8 million;

e Adding 13 new FTEs for $1.1 million, one for each Council office and 3 for the Mayor’s office;

e Annualizing the remaining three months of cost of 16 new FTEs for the four new Council offices needed to transition to
the 10-One Council structure for $0.3 million;
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Increased costs of $0.2 million for providing food and ATXN coverage of Council and Council Committee meetings as a
result of the 10-One Council structure;

Nine months of funding for 1 FTE in Management Services to support the new Council Committee structure, and 1 FTE
to coordinate innovation events for a total of $0.1 million; establishing an Equity Office with 6 months of funding for 3
FTEs for $0.2 million; reclassifying an Assistant City Manager position to an Assistant to the City Manager for a
reduction of $0.2 million;

Increasing Financial Services Department $0.5 million to establish a Sunset Review process;

Increasing the Preventive Maintenance program in the Building Services Department by $0.6 million; transferring 2
FTEs from Public Works to Building Services for lead abatement and other environmental services, and adding nine
months of funding for 1 FTE to manage security at City facilities for a total of $0.4 million;

Nine months of funding in the Human Resources Department for 2.5 FTEs to meet the increased demand in
reclassification of positions and to expand the scope of the Youth and Family Services Initiatives, as well as full year
funding for 1 Public Information manager to meet increased demand for requests at a total cost of $0.4 million;

Transferring 1 FTE from Aviation to the Law Department to better support legal advice for the airport, as well as adding
nine months of funding for 2 FTEs for the significant increase in Public Information Requests for a cost of $0.3 million;

Nine months of funding 1 FTE in Telecommunications and Regulatory Affairs to monitor and enforce the credit access
business ordinance for $70,000;

Adding nine months of funding for 1 FTE in the Office of the Medical Director to support clinical data management and
the EMS Fellowship program at a cost of $51,000;

Increase in the transfer to the Communications and Technology Management Funds, Accrued Payroll, and General
Obligation Debt Service for $2.1 million;

Transferring 1 FTE from Financial Services Department to Communications and Technology Department and 1 FTE from
Building Services to Austin Police Department to better align service needs for a total reduction of $0.1 million;

Reducing underutilized funding for legal services to clients in the Small and Minority Business Resources Department
for a savings of $50,000;

Removing $1.0 million from the City Clerk’s budget no longer needed for the 2014 Council and runoff elections;

Reducing the transfer to the Capital Improvement Projects fund by $1.7 million related to prior year accounting system
and business intelligence software upgrades;

Consolidating the Contract Management Department and the Capital Planning Office into the Financial Services
Department at no net impact to the Budget;

Separating the Labor Relations Office, Office of the Medical Director, and Telecommunications and Regulatory Affairs
Office from the Management Services Department. The related accounting changes increase both the revenue and
expenditure budgets by $1.5 million with no net impact to the Budget.

2012-13 2013-14 2014-15 2014-15 2015-16

Actual Actual Estimated Amended Approved

Revenue $2,384,189 $2,160,293 $1,844,000 $1,530,807 $1,602,806
Transfers In $86,323,216 $96,659,830 $99,630,080 $99,462,514 $108,894,802
Requirements $86,924,977 $96,779,090 $104,822,361  $105,786,241 $115,988,861
Full-time Equivalents (FTEs) 819.58 850.08 872.31 872.31 899.81
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Building Services

Sources of Funds

Support

Services
Fund Expense
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Uses of Funds
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Budget Overview
2012-13 2013-14 2014-15 2014-15 2015-16
Actual Actual Estimated Amended Approved

Support Services Fund

Requirements $11,146,777 $13,084,120 $14,091,725 $14,091,725 $16,043,050
Full-Time Equivalents (FTEs) 155.35 158.35 158.08 158.08 160.08
Expense Refunds $3,378,294 $1,353,245 $1,443,736 $1,558,377 $995,860
Total Budget $14,525,071 $14,437,365 $15,535,461 $15,650,102 $17,038,910

Beginning in FY 2014-15, certain administrative and personnel cost centers have been allocated to individual departments. In prior years, these

expenditures were budgeted for in aggregate at the Support Services level.

In addition to the amount shown above, the FY 2015-16 Budget also includes $26,000 for capital, critical one-time costs, and short-term funding needs.
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Building Services
Organization by Program and Activity for 2016

Building Services Support Services

General Maintenance Departmental Support Services
General Maintenance Support
Transfers and Other Requirements

Other Requirements
Transfers
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Building Services
Mission and Goals for 2016

Mission

The mission of the Building Services Department (BSD) is to provide reliable, efficient and sustainable City
facilities so that departments can accomplish their missions.

Goals

Improving communication with customers:

« Provide safe, attractive and efficiently managed facilities that achieve an annual customer
satisfaction rating of 90%.

Be good stewards of tax dollars:
« Achieve facilities cost of ownership per square foot of $10 for core buildings by 2018.

« Achieve and maintain a ratio of 60% scheduled versus unscheduled maintenance by 2020.

Improve energy efficiency of City buildings:
« Achieve EPA Energy Star Portfolio Manager score of 90 for core managed properties by 2020.
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Building Services

Message from the Director

The mission of the Building Services Department (BSD) is to provide reliable, efficient and sustainable City facilities so that
departments can accomplish their missions. Our services include: custodial, carpentry, plumbing, HVAC, locksmith,
electrical, project management, security, property management, and mail services. Building Services provides varying levels
of support for an estimated 5.5 million square feet of City buildings spanning approximately 300 square miles across the
city. Building Services is organized based on the following activities: General Maintenance, General Maintenance Support
and Support Services.

Significant growth in the City’s facility portfolio, aging buildings, deferred maintenance, and space shortages are all drivers
necessitating a transformation of Building Services from a work-order based fix on failure maintenance shop to a
facilities/asset management organization. Benefits of this shift will include improved asset reliability, operational efficiency,
and ultimately a systematic approach to managing operations and costs with a focus on Total Cost of Ownership
Management.

Efforts to achieve this transformation have been underway in recent years and will continue into FY 2015-16. In 2013, the
Strategic Facilities Governance Team was established with Building Services, Real Estate Services, and Financial Services to
link citywide facilities issues and develop strategic approaches and solutions. Progress in these efforts will continue in FY
2015-16 as work system design and data collection continue to improve and action plans for citywide facility issues are
further refined and implemented.

Other achievements include:

e New Department Key Performance Indicators (KPIs) to better measure building and department performance will
be introduced in FY 2015-16 at 7 locations. These measures will better enable Building Services to track energy
efficiency, costs by building, planned vs. unplanned maintenance, facility conditions, and customer satisfaction.

e One Texas Center awarded 6™ consecutive Energy Star certification in the 95" percentile.

e New mobile technology has been fully deployed in 2015 to enable trade personnel to update work orders from the
field, improving efficiency by reducing downtime associated with administrative tasks and extra trips to BSD
headquarters.

Building Services’ FY 2015-16 Budget reflects a balance to meet the City Manager’s affordability goals and maintain the
momentum of continuous improvement. Initiatives to improve measurement and analysis, increase the ratio of scheduled
(proactive) vs. unscheduled (reactive) maintenance, as well as improve facility conditions will continue to be priorities.

Eric Stockton, Building Services Officer
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Budget Highlights

The Building Services Department (BSD) budget includes requirements of $16.0 million and 160.08 full-time equivalents
(FTEs). Building Services provides custodial, carpentry, plumbing, HVAC, electrical, security, locksmith, property
management, space planning and light remodeling services. Building Services has three activities: General Maintenance,
General Maintenance Support and Support Services.

General Maintenance

The General Maintenance division includes requirements of $8.6 million and 119.35 FTEs. In FY 2015-16 BSD will receive
$600,000 in preventative maintenance funding to support its transformation from a reactive to a proactive maintenance
work environment. The funding will be for contractuals and commaodities used to implement electrical, plumbing, and HVAC
preventative maintenance initiatives designed to improve the ratio of scheduled to unscheduled maintenance from 9% to
40% which will allow BSD to forecast a more accurate facilities cost of ownership per square foot. The General Maintenance
activity consists of the following services:

Custodial—Staff provide cleaning services to ensure City facilities
meet or exceed sustainable cleanliness standards. For the past few
years staff has worked towards achieving Green Seal certification,
a strenuous process requiring specific green initiative standards
regarding cleaning products, training, and recycling. Green Seal
standards have been implemented at City Hall.

Electrical —Staff  provide electrical service installations,
maintenance of current electrical systems, efficiency retrofits, and
maintenance of generators and uninterruptable power supply
apparatus.

HVAC—Staff provide commercial mechanical system maintenance,
installation, and repair services to support reliable, sustainable,
and energy efficient facilities.

General Maintenance—Staff provide building and equipment maintenance, repairs, remodeling, plumbing, and locksmith
services.

One of the BSD key indicators, customer satisfaction, is tracked by surveying our customers on a monthly basis. Until FY
2012-13, the surveys were administered by mailing out forms to our customers. For FY 2013-14, BSD implemented the use
of Survey Monkey to administer the surveys to improve consistency and solicit specific feedback from our customers. BSD
continues to improve efforts in gathering customer feedback as we strive to maintain a high customer satisfaction.

Customer Satisfaction with Building General Maintenance Services
98% 96%
96% -
94% -
92% - 91% 90% 90% 90%
90% -
Z E = =
86% - T T T )
FY 2012-13 FY 2013-14 FY 2014-15 FY 2014-15 FY 2015-16
Actual Actual Estimated Amended Approved
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Although BSD performs maintenance services across all general government facilities, the level of service provided varies
between each individual location. The Department has identified 7 sites (Municipal Building, Rutherford Lane Campus,
Technicenter, City Hall, One Texas Center, Building Services Headquarters, and the Public Safety Training Center) to be used
during the upcoming fiscal year to introduce two new performance measures: Building Performance and Total Cost of
Ownership. Total Cost of Ownership is a typical asset management standard used to describe the total cost required to
operate a building. This information is vital to managing the City’s building infrastructure and benchmarking against other
facility management organizations to identify areas requiring improvement and innovation.

General Maintenance Support
The General Maintenance Support division includes requirements of $3.2 million and 25.73 FTEs and consists of the
following services:

Safety Program—Provide training, inspections, accident investigation and wellness services to ensure that City facilities and
staff meet City safety standards.

Security Program—Staff maintain security systems and services at select City facilities to prevent unauthorized entry and to
oversee installation, maintenance and certifications of fire sprinklers and alarm systems. This
program also includes operation and oversight of City mail services. Currently, BSD has 1.0 FTE
to manage this entire program. In FY 2015-16 BSD will receive 1.0 FTE in a Security
Coordinator and $36,000 in contractuals to address demand. The department continues to
refine and standardize emergency response and security policies throughout all City sites.

Project Management—Staff manage and coordinate capital replacement projects as well as
oversee larger projects which require a combination of trade services. They also oversee
several contracts such as roofing, painting, flooring, graffiti removal, fencing, and parking lot
maintenance.

Property Management—Staff provide oversight of core facility maintenance needs and
operations as required by tenant needs, acting as a liaison for the Department.

Hazardous Materials Mitigation—This program is new for FY 2015-16 and includes 2.0 FTEs from Public Works. Staff will
ensure BSD has implemented processes, standards and other resources for the purpose of minimizing and/or eliminating
the possibility of exposure to hazardous materials or fibers such as asbestos, lead or other airborne hazards to maintenance
personnel, tenants, or the public.

Support Services
The Support Services division includes requirements of $3.6 million and 15.00 FTEs. Support Services staff provide human
resources administration, budgeting and accounting, purchasing, and minor technology support.

In recent years, additional resources have been added to Building Services to
strengthen management, planning, analysis, and data collection. The Maintenance
Edge work order management system and the Integrated Workplace Management
System (IWMS), which is used to manage facility maintenance records and space
management detail, will enable BSD to measure and analyze maintenance and
facility operations with greater accuracy and identify opportunities for
improvement. Once fully mature, these systems will contribute valuable data to the
Strategic Facility Governance Team assisting with efforts to shift the City to a
strategic, corporate wide facility asset management approach. The Strategic Facility
Governance Team has proposed a new model for delivering improvements for new
buildings to address deficiencies in space and logistic center oper