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Introduction
The Bureau of Technology Services
provides management, policy setting,
strategic planning and leadership in
the use of computer, radio, and
telecommunications technologies, in
order to support the effective delivery
of government services.
The 2011-2014 BTS Strategic Plan
specifies a roadmap of key activities
that will assist BTS in achieving its
vision. This vision will be obtained
through the successful execution of
the plans strategies and initiatives.
This plan covers three fiscal years and
is designed to enumerate the Bureau’s
strategic work plan between the dates
of July 1, 2011 and June 30, 2014.
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approach, outreach,
trends & factors
Approach
Between October 2010 and January 2011, BTS conducted outreach sessions with its staff and customers to
assist in the creation of a set of technology goals, strategies and initiatives vital to the City. The information
gathered from these meetings was analyzed and served as the foundation for the BTS Strategic Plan.
This plan will be updated at least annually, and thus will remain current and responsive to the City’s changing
needs and priorities.

Outreach
In order to gain a broad understanding of the City’s priorities, BTS interviewed staff from the following
Bureaus and Offices:
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• Office of Community Technology

• Bureau of Internal Business Services

• Portland Development Commission

• Bureau of Development Services

• Portland Parks and Recreation

• Portland Fire and Rescue

• Bureau of Emergency Communications

• Office of Planning and Sustainability

• Portland Housing Bureau

• Portland Bureau of Emergency

• Portland Bureau of Transportation

• Portland Police Bureau

Management
• Bureau of Environmental Services
• Fire and Police Disability and
Retirement
• Bureau of Human Resources

• City Attorney

• Revenue Bureau

• Office of Government Relations

• Portland Water Bureau

• Office of Human Relations
• Office of Management and Finance
• Office of Neighborhood Involvement

City of Portland Technology Trends

Internal Factors

Based on these meetings, City staff identified several
technology trends and/or needs that presented a strategic
value to the City.

BTS has a number of current commitments and long term
projects that may also affect its ability to complete the
Strategic Plan. These commitments are as follows:

• Increased need for mobile computing solutions that

		 enable the City’s workforce to work at anytime and
		 from any location.
• Significant need for 24x7 technical support and
		 disaster recovery capabilities for a variety of
		technology services.
• Demand for online collaboration tools to better enable
		 the City’s workforce to share information and ideas
		 regardless of organization or physical office location.
• Predicted explosive growth in the need for fast access
		 to large amounts of online data including documents,
		 pictures and video.

External Factors
Based on input from City stakeholders and BTS staff, two
strong external factors may affect BTS’ ability to deliver on
the listed goals. They are:
Funding
Several of the plan’s goals will require significant onetime
and ongoing financial commitment. The City Council and/or
other City Bureaus may not have the funds necessary to
assist BTS in its efforts. As the general fund is dependent on
tax revenues, these can be severely affected during trying
economic times.
Staff Capabilities
Some of the plan’s goals require BTS staff to grow its core
knowledge base. This requires additional training and hands-on
experience with several new technologies in order to effectively
implement and support.

Long Term Project Commitments
The Public Safety Systems Revitalization Program (PSSRP) is
a multi-year initiative with multiple sub-projects. The PSSRP
requires significant BTS resources and will continue through
the duration of the Strategic Plan. The ability to accomplish
several of the listed goals is partially dependent on BTS’
ability to complete the PSSRP within projected timelines and
resource allocations.
Significant “Run and Maintain” Tactical Projects
BTS has a number of systems that will reach their end of
useful support life during this Strategic Plan. For example,
BTS must update nearly 6,000 desktop and laptop computers
by April 2014 with the Microsoft’s Windows 7 Operating
System. A vast majority of the City’s Windows server
infrastructure will reach its end of support life. Lastly, there
are a number of additional key infrastructure components that
require replacement during the term of this Strategic Plan,
including the City’s telephone switch and local area network.
Each of these efforts is large and complex and will require
significant resources to successfully complete.
Regulatory and Security Compliance
BTS has significant responsibilities to maintain the security of
various data and systems housed within the City. For example,
BTS plays a large role in achieving and maintaining compliance
with the Payment Card Industry- Data Security Standard
(PCI-DSS). This standard is the metric used by the payment
card industry to determine the City’s compliance with
safeguarding sensitive cardholder data. Additionally, BTS
participates in annual audits of the City’s financial controls.
BTS has seen regulatory and security issues increase in
importance and complexity over time and may require BTS to
devote more human and financial resources to these issues
over the course of the Strategic Plan.
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MISSION, VISION, VALUES,
GOALS & STRATEGIES
The mission of BTS is to provide innovative, reliable and
secure technology services and strategic leadership in
alignment with the needs of the City of Portland, the public
and our regional partners.
Mission
A mission is a statement of purpose and fundamental reason for the existence of BTS. A mission statement
should be broad enough to provide overall strategic direction, yet specific enough to communicate the reason
for the organizations existence to those not familiar with BTS.
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Vision

Goals

A vision is a description of BTS’ ideal future state. It describes
where BTS intends to be in the future or where it should be to
best meet the needs of its partners.

A goal is a broad statement of the long-term results needed to
accomplish the organization’s vision. The BTS Strategic Plan
includes four goals. They are:

The vision for BTS is to be a recognized leader in providing
technology solutions for local government and a valued
strategic partner.

Goal 1:
Be Trusted Business Partners
Become trusted partners by meeting our commitments,
improving engagement processes, and ensuring the most
effective use of our human and financial resources.

Values
Organizational values are concepts and approaches that are
held in high esteem by the members of the organization and
that shape the organization’s philosophy, processes and goals.
The values of BTS are:
Customer Service
• We respond with urgency to our partners’ needs
• We have timely, frequent, and clear communication with
		our partners
Respect
• We view our employees as our most valuable resource
• We invest in and support the professional development
		 of our staff
• We foster a diverse and culturally competent work environment
Stewardship
• We exercise our corporate responsibility to ensure technology
		 decisions are made in the best interest of the City
• We follow business practices that respect the natural
		 environment and further the City’s goals for sustainability
Integrity
• We maintain transparency, honesty and ethical behavior
		 in all we do
• We are accountable for our actions and commit to
		continuous improvement
Quality
• We follow best practices to ensure we deliver high quality
		 products and services
• We manage the City’s technology assets in a manner
		 which achieves high reliability and security
• We continually measure and evaluate our effectiveness

Goal 2:
Implement an Enterprise Technology Service Model
Provide reliable, secure and financially sustainable technology
services.
Goal 3:
Provide Visionary Technology Leadership
Proactively evaluate technology trends and deploy technologies
that solve the City’s business needs.
Goal 4:
Promote a Culture of High Performance
Employ continuous improvements and staff development to
deliver more efficient and effective services.

Strategies, Initiatives & Measures
Each goal has the following elements:
• a strategy,
• an initiative,
• a measure.
A strategy is a plan of action designed to achieve a particular
goal. An initiative is a particular project that supports the
accomplishment of the strategy and delivers the needed
results to accomplish a given goal. Initiatives are the method
to achieve a strategy. Lastly, a measure is a meaningful
indicator used to determine performance or accomplishment
of the plan’s strategies and goals.

Creativity
• We actively encourage a variety of approaches and forward
		 looking ideas in order to spur innovation
6
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Goal 1:
			

Be Trusted Business Partners

			

Become trusted partners by meeting our commitments,

			

improving engagement processes, and ensuring the most

			

effective use of our human and financial resources.

Strategy 1:

Strategy 2:

BTS provides a wide variety of services to City Bureaus. These
services include daily activities associated with the upkeep
and maintenance of more than 6,000 desktop and laptop
computers, their Internet access, vital applications and
supporting the successful implementation of large technology
projects. BTS intends to meet its commitments to these
ongoing activities and projects at mutually agreed service levels.

BTS seeks to create a governance structure that allows
technology investment decisions to be informed by all affected
stakeholders. An effective technology governance structure
and portfolio management will enable BTS and Bureau
management to coordinate and allocate financial and human
resources to projects deemed to be of greatest importance to
the City.

Initiative: Collaboratively Developed Service Level Agreement
The demand for highly reliable technology services is a consistent
need for all City Bureaus. While BTS maintains a Service
Catalog, it does not have a collaboratively developed and
comprehensive enterprise Service Level Agreement (SLA).

Initiative: Multi-Bureau Technology Investment Board
In coordination with City Bureaus, BTS will create and lead a
technology investment board that evaluates, prioritizes and
allocates the City’s technology resources for Bureaus
technology requests.

Measure: Establishment of comprehensive Enterprise Service
Level Agreement, including meaningful performance measures
and periodic reporting.

Measure: Technology Investment Board implemented.

Meet Key Technology Commitments

Initiative: Defined Project Success Criteria
BTS manages a variety of large and medium sized technology
projects for City Bureaus. Defining mutually acceptable project
success criteria is imperative to effectively deliver on project goals.
Measure: BTS will develop a standard methodology for defining mutually agreeable project success criteria for large and

medium sized projects.
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Governance & Portfolio Management

Initiative: Project Portfolio Management
BTS will utilize a standard project portfolio tool and
methodology to allow BTS and the newly formed Technology
Investment Board to make informed decisions.
Measure: Utilization of BTS-wide project portfolio management
tool for all new technology projects.

Strategy 3:

Technology Consulting
Many Bureaus have expressed a desire for BTS to be a partner
in their business. They seek technologically minded individuals
that understand their business and successfully plan services
around business relevant technologies.
Initiative: Technology Business Consulting
BTS will partner with Bureaus to gain a clear understanding of
their strategic needs. To accomplish this, BTS must adequately
resource the function of technology business consulting to
allow Bureaus to create integrated multi-year technology work
plans. This will enable the Technology Investment Board to
effectively evaluate bureau requests for new service.
Measure: All Bureaus with technology business consulting
needs vetted and financially supported by impacted customers
and City Council.

Strategy 4:

Organizational Customer Relationship
Management
BTS strives to add business value for our partners and become
a customer centric organization. To help achieve this, BTS will
implement an organization-wide Customer Relationship
Management (CRM) program and employ fundamental changes
in how we interact with our customers and our own staff.

Initiative: Web Self Service
BTS will implement an online self service capability that
empowers its staff and customers to resolve a majority of their
common problems and complete a majority of routine service
requests without needing to speak directly with Help Desk staff.
Measure: Over 50% of polled respondents agree that a
majority of their problems and routine service requests can
be resolved without the need to call the Help Desk.
Initiative: Social Networking
To ensure continuous feedback, transparent and effective
communication and greater collaboration with our customers,
BTS will implement a social networking strategy and solution.
Measure: Social networking pilot for one major technology
project completed.
Initiative: Procurement & Facilities Related Process Improvement
BTS seeks to optimize end-to-end processes related to
technology solicitations, customer office moves and construction
projects. To accomplish this, BTS will re-engineer workflow
and engagement processes with the Bureau of Internal
Business Services with the goal of making it easier, faster and
more economical.
Measure: Reengineered processes in use citywide.
Measure: More than 75% of polled respondents agree that
processes related to technology solicitations, customer office
moves and construction projects are easier, faster and
more economical.
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Be Effective Stewards of
the City’s Technology

			

Provide reliable, secure, and financially sustainable

			

technology services.

Goal 2:

Strategy 1:

Strategy 2:

BTS maintains financial and human capital responsible for
providing technology services. BTS has successfully partnered
with Bureaus to achieve a cost recovery model for several
technologies; however gaps in funding prevent a fully
sustainable services model for the majority of enterprise
technology assets.

BTS supports critical business functions for City Bureaus.
Roadmaps for the systematic delivery of improved services
are necessary to ensure that BTS continues to meet these
needs in an increasingly cost effective, responsive and
supportable manner.

Enterprise Service Model

Initiative: Infrastructure Replacement
Technology infrastructure (such as hardware and software) has
a finite service life. Once this infrastructure reaches the end
of its service life, there is no support from the vendor and vital
updates such as software patches are no longer available.
Managing end of life infrastructure with regularly planned and
funded replacement reduces the overall cost of delivering
reliable technology services.
Measure: Creation of a sustainable infrastructure replacement
model for storage, servers, and data networks.
Initiative: Extended Hours Support
Several City Bureaus have technology support needs that
extend beyond normal business hours. In order to meet these
needs, BTS will collaborate with Bureaus to develop a support
model that provides options for extended hours support.
Measure: Extended hours support needs and cost model
defined and implemented.
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Optimized Enterprise Technology Roadmap

Initiative: Cloud Based Services
Internet based (also known as “cloud”) services have
matured into enterprise class offerings within the last few
years. These services include the ability to rely on managed
service providers to host a variety of services such as email,
productivity software, collaboration tools, document
management solutions and storage. In order to maximize
the value of its current services and meet Bureau’s disaster
recovery needs, BTS will evaluate the feasibility of cloud based
services as an alternative to in-house hosted solutions.
Measure: Decision on Microsoft Office software suite
replacement strategy.
Measure: Decision on collaboration tool strategy.
Measure: Evaluation of other cloud based solutions completed.

Strategy 4:

Business Continuity & Disaster
Recovery Planning

Strategy 3:

Reduce Security Risks
Information security threats continue to increase. BTS will
implement processes and solutions which result in an overall
reduction in information security vulnerabilities, while balancing
the City’s business needs and financial constraints.
Initiative: Security Maturity Assessment
Due to various regulatory needs and evolving threats, BTS has
invested significant resources in maturing the City’s information
security posture. BTS is now at the point where prioritized guidance
on the identification and mitigation of security risks will assist BTS
in prioritizing its future information security investments.
Measure: Independent information security maturity
assessment completed.
Initiative: Network Access Control
The majority of security threats within the City are caused by
computers that lack up-to-date security patches and anti-malware
software. When connected to the City network, these vulnerable
systems increase the risk of widespread malware outbreaks and
compromise the security of the City’s information systems and
assets. To reduce this risk, an additional security technology,
known as Network Access Control, is needed. This technology
ensures that all computers that connect to the City network have
the necessary security patches and antivirus software required to
operate safely on the network
Measure: Network Access Control pilot completed.

Business continuity and disaster recovery planning ensures
that the City’s critical business functions which rely on
technology will be available in the case of a major disaster.
It is a proactive effort to mitigate various natural and
man-made threats to the City’s critical business operations.
BTS will develop and maintain a business continuity and
disaster recovery plan for the City’s critical technology
systems. A wide variety of City Bureaus see this planning as
a vital need. In their view, an accurate and well-communicated
plan is essential to their business operations.
Initiative: Business Continuity Plan
BTS completed its first business continuity plan in 2008,
however, the plan needs to be revised based on changing
business needs and deployed technologies. As part of this plan
revision BTS will partner with Bureaus to request the
necessary human and financial resources needed to address
the business continuity threats that are currently beyond its
ability to remediate.
Measure: Presentation of updated business continuity
readiness and gaps to City Council by the FY 2013-14 Fall
budget prep work session.
Measure: Annual update and tabletop exercise of the BTS
business continuity plan.
Initiative: Disaster Recovery Plan
Bureaus have requested BTS provide a more meaningful
disaster recovery plan in order to understand the priority and
timelines for service recovery in the event of a disaster. In order
to accomplish this, BTS will develop a disaster recovery plan
for critical services based on current funding levels, using the
business continuity plan priorities for system recovery.
Measure: Disaster recovery plan developed for critical services
with no/low-cost improvements to recovery capabilities, identified.
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Provide Visionary
			Technology Leadership
Goal 3:
			

			

Proactively evaluate technology trends and deploy

			

technologies that solve the City’s business needs.

Strategy 1:

Anytime, Anywhere Access
The City’s workforce is increasingly mobile. Several Bureaus
have over 30% of their workforce in the field. Additionally,
City users have a need for diverse access to Internet based
content and internal City data. This workforce needs high
speed access to work systems and data as well as a means
to collaborate effectively regardless of location.
Initiative: City-wide Video, Voice and Web Conferencing
City staff requires the capability to conduct on-demand and
online collaboration sessions that include the ability to share
documents between groups and to set up video and audio
conferences. A solution that meets these needs will allow City
staff to increase productivity and also reduce travel related
costs and carbon emissions.
Measure: On-demand, personal desktop video and audioconferencing available Citywide.
Measure: Meeting room video conferencing service offerings
published in BTS Service Catalog.
Initiative: In Building WiFi Access
Bureaus are requesting the ability to securely conduct
business wirelessly and also provide wireless Internet access
to the public and visitors. BTS will deploy secure and public
WiFi technologies in all major City facilities to meet this need.
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Measure: 802.11n WiFi access available on all floors of the
Portland Building.
Measure: 802.11n WiFi access available in remaining major
City buildings.
Initiative: Fourth Generation (4G) Wireless Service
Bureaus need high-speed wireless Internet for their mobile
workforce. Although the City has used 3G connectivity
effectively, this technology does not provide sufficient
bandwidth for new and emerging business needs. BTS will
deploy higher bandwidth 4G wireless services as it matures
and become commercially available.
Measure: 4G wireless broadband service added to the BTS
Service Catalog.

Strategy 2:

Green Technology
Given Portland’s status as a leader of environmentally
sustainable business practices, BTS sees a tremendous
opportunity to further these goals by implementing
environmentally sustainable technology solutions
and practices.

Initiative: Desktop Power Management Technology
Deployment
Office computing power consumption is a significant factor in
a building’s overall energy footprint. As the City continues to
pursue energy efficiency in its facilities, BTS expects increased
demand for lower PC power consumption. In order to meet this
demand, BTS will seek ways to limit PC power consumption
using technologies that allow us to simultaneously reduce
power consumption while maintaining full business capabilities
(such as software updates, and remote access connectivity).
Measure: Power management technologies implemented for all
capable workstations.
Initiative: Oregon Sustainability Center Technology Plan
The City’s investment in the Oregon Sustainability Center (OSC)
includes a technology component required to minimize energy
consumption. BTS will work collaboratively with its private and
public partners to define the technology standards required to
meet these reduced power needs.
Measure: Draft technology plan to reduce the electrical plug
load of technology equipment to meet Leadership in Energy
and Environmental Design (LEED) certification requirements for
the Oregon Sustainability Center’s plan.
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Promote a Culture of
			High Performance
Goal 4:
			

			Employ continuous improvements and staff development
			

to deliver more efficient and effective services.

Strategy 1:

Organizational Maturity
In order to achieve higher levels of service, BTS seeks to
implement technology best practices as measured by an
industry recognized standard framework.
Initiative: Capability Maturity Model Integration Appraisal
CMMI is an organizational assessment process that allows
organizations to evaluate and enhance their performance. BTS
will obtain a baseline capability assessment and use this to
define future areas of focus.
Measure: Baseline CMMI appraisal completed.
Initiative: Defined Project Success Criteria
BTS manages a variety of large and medium sized technology
projects for City Bureaus. Defining mutually acceptable
project success criteria is imperative to effectively deliver on
project goals.
Measure: BTS will develop a standard methodology for
defining mutually agreeable project success criteria for large
and medium sized projects.

Strategy 2:

Diversity
BTS is committed at all levels to fostering a workforce
reflective of our diverse community and incorporating cultural
13

competence in how we work together to provide service. In
keeping with this commitment, BTS will continually promote the
values of diversity and cultural competence.
Initiative: Equity and Transcending Bias Dialogues
BTS highly values interpersonal communication as a means
to explore and work to eliminate the gender, racial, cultural,
and sexual orientation biases that can undermine a trusting,
culturally competent and diverse workforce.
Measure: Two or more facilitated equity, racism and/or bias
dialogue sessions offered to all BTS staff each calendar year.
Measure: Ninety percent of managers/supervisors and sixty percent
of non-managerial staff attend each facilitated dialogue session.
Initiative: Improved Equity Based Hiring and Employee
Retention
BTS strives to provide equal opportunity for all its employees
and an environment attractive to a diverse candidate pool,
thereby fostering and retaining a workforce reflective of the
community at large.
Measure: One hundred percent of recruitments follow hiring
checklist procedures which includes mandatory diversity
outreach and culturally competent interview panel and questions.
Measure: Ninety five percent of annual diversity survey
respondents agree or strongly agree with the statement “My
bureau/division is able to attract, hire and retain employees
from a wide variety of cultural backgrounds.”

Strategy 3:

Strategy 4:

BTS’ ability to meet the City’s rapidly changing technology
needs depends on continuously investing in the professional
development of its staff.

BTS seeks to become an organization that is regularly
recognized for its high performance. BTS believes this will
provide significant validation and motivation for its staff and
assist in achieving the bureau’s vision.

Skill Competency

Initiative: Training and Certification
Training and certifications are designed to establish a level of
knowledge, encourage participation in continuing education,
and promote professional development. Given that BTS views
its employees as it most valuable resource, regular training
and certification is a key method to demonstrate BTS
commitment to its staff. This investment will lead to greater
productivity and the delivery of more effective services.
Measure: Collaborative creation of an annual professional
development plan completed for 100% of BTS staff

Performance Recognition

Initiative: External Validation
BTS seeks to provide technology solutions and services that
further the interests of the City and its citizens. Performance
excellence is demonstrated through various state, national or
international awards, speaking and publication opportunities.
Measure: BTS receives at least one award annually from a
recognized professional organization.
Measure: BTS earns a minimum of two conference speaking or
publication opportunities per fiscal year.

Measure: Each BTS employee devotes no less than 16 hours
to professional development over the prior fiscal year, as
documented and tracked in their professional development plan.
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