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From the Account 
Manager’s Desk 
The month of May was relatively 
quiet, but saw some significant 
and exciting activities and project 
progress.   First, the Mayor’s 
Action Center (MAC) is getting 

very close to initializing the first components of the 
Constituent Relationship Management (CRM) system.  
The base system will go live on June 9 with the fully 
integrated operation scheduled to be in place during the 
summer months. 
 
ACS application developers are getting very close to 
delivery of the electronic Personnel Action Request (e-
PAR) system.   Modules are being delivered for testing 
every other week and the system will be ready for total 
testing in August. 
 
With the slowdown in application development requests, 
ACS application services personnel are directing more of 
their attention to maintenance requests.  Statistical data 
on that effort is presented in this month’s status report. 
 
 
e-PAR Project Moving Right Along 
User acceptance testing is under way for the City Human 
Resources E-PAR (Personnel Action Request) 
application.  User testing is being conducted in a phased 
approach, whereby HR receives components to test on a 
schedule of every two weeks.  The first two components 
were delivered in April.  Two additional components 
were delivered during the month of May.  These 
components consisted of creating New Hire, Name 
Change, Separation and Rehire e-PARs.  The next 
release is scheduled for June 14, 2004.  The completed 
system is on schedule to be delivered for full UAT on 
August 24, 2004. 
 
 
CIP/GIS Web Application Implemented 
In May 2004, the Department of Public Works Division 
of Engineering (DPW) implemented a new CIP/GIS Web 
Application.  This new application, developed by AMEC 
Earth & Environmental, web-enabled DPW’s Capital 
Improvement Project (CIP) tracking system as well as 
integrated GIS mapping with CIP data for the first time.   
 
DPW Engineers can now manage CIP projects and data 
geographically via the web.  This paves the way for 
improvements in both efficiency and accuracy in the CIP 

project management process.  The CIP/GIS Web 
Application Project concluded with great success due in 
large part to the outstanding cooperation, willing 
assistance, teamwork and positive attitude of all parties 
involved – DPW, AMEC, ISA, GIS and ACS.  This 
project made great use of collaboration and it has 
definitely paid off for DPW. 
 
 
CRM System to Begin Shakedown 
The Mayor’s Action Center has declared the CRM "go-
live" date as June 9.  This means that the MAC Customer 
Service Representatives will begin using the Siebel CRM 
application on this date to enter work orders.  This is 
without any of the integrations in place, so the complete 
system will not be available at this time.  In order to let 
the MAC start using the Siebel system prior to full 
integration with Hansen and Tidemark systems, Tier1 
Innovations, the contractor for the project, has come up 
with a temporary solution to duplicate one direction of 
the current interface into Hansen.  They will copy the 
current code (now established from Expert Advisor to 
Hansen) that once entered into Siebel will open the work 
orders in Hansen for those calls that need to go to DPW.   
 
The go-live date for the Hansen/Siebel integration is 
currently set for July 7.  Go-live dates for Tidemark and 
Chameleon have not yet been established.  However, 
ACS has committed to have the Tidemark/Siebel 
integration completed by July 2.   
 
 
City Benefits Enrollment System to 
Change 
Currently, the City’s Human Resources administers 
benefits through an IVR open enrollment system that is 
supported and maintained by Ernst & Young.  Ernst & 
Young is discontinuing this provision of service.  
Therefore, City Human Resources needs to replace this 
system prior to open enrollment, October 2004.   
 
City Human Resources reviewed four different benefit 
enrollment systems before choosing the LoCascio 
Hadden & Dennis, LLC product, BenefitsConnect.  This 
is a web-based system that will provide open enrollment 
services as well as expand to ongoing enrollment and 
accept updates/changes to benefit information.  The open 
enrollment portion of the system will replace the current 
IVR solution.  The expansion to ongoing enrollment and 
updated benefit information will replace paper 
documents. 
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This system will be configured, maintained and 
supported by the vendor, LoCascio Hadden & Dennis, 
LLC.  A statement of work has been prepared in order to 
provide the estimate of ACS development hours required 
to create a data file that will accept information for 
upload from the BenefitsConnect system to the Geac E-
series Payroll/Personnel System.  The purchase of this 
software was brought before the IT Board on May 18, 
2004 and was approved. 
 
Focusing on Maintenance 
The Application Services group continued to focus 
heavily on Maintenance and Support requests during the 
month of May.   A total of 55 Application Services 
HEAT tickets were closed during the month, while 53 
new tickets were opened.  A table showing the 
breakdown of these tickets follows:  

 
Service Requests Opened Closed Balance 
    
APPSR 1 0 16 
APPDEVEL 0 2 28 
APPMDD 2 1 10 
APPSEC 5 5 0 
    
MAINTCS 11 14 9 
MAINTDBA 1 5 10 
MAINTMF 6 4 14 
MAINTWEB 1 3 3 
Total Service Requests 27 34 90 
    
Problem Calls    
    
PRBCS 10 12 6 
PRBDBA 7 3 4 
PRBMF 6 5 14 
PRBWEB 3 1 2 
Total Problem Calls 26 21 26 
    
Grand Totals 53 55 116 

 
 
 
Major Technical 
Project Updates 
The following projects were 
addressed during the month and 
their current status is presented. 

 
Improved Infrastructure and Processes 
 
In response to a request from IPD, ACS successfully 
implemented moving the IPD Drug Interdiction Section 
from the airport site to another nearby site that is shared 
with Federal Customs and Homeland Security personnel. 
A DS1 high-speed data connection has been installed and 

the network equipment from the old Drug Interdiction 
site has been implemented at the new site. 
 
ACS provided assistance to the Marion County Sheriff’s 
Department in the establishment of a new Law 
Enforcement division site at the Intec Warehouse to 
replace its dialup configuration. In addition to the 
implementation of a new high-speed DS1 circuit, a new 
router and switch were also installed along with internal 
network wiring. This project provides much faster and 
reliable connectivity to the City/County enterprise.  
 
In addition, ACS provided the technical support for 
MCSD in establishing a new Law Enforcement office at 
700 High School Rd. New internal data cabling was 
installed and network switch and router were also 
installed. A high-speed DS1 circuit was implemented to 
provide connectivity for the MCSD officers to the 
City/County enterprise.  
 
Mainframe Support Efforts 
 
In May, the Production Control staff successfully 
converted the County Payroll and Property microfiche 
tape processing batch jobs to facilitate electronic data 
transfer to a CD vendor. The conversion eliminates the 
need to physically send tapes to a microfiche vendor and 
reduces the quantity of older 3480-type tapes to be 
created. The effort provides a significant increase in 
efficiency and time savings. 
 
The mainframe Systems Group created a new IODF 
(Input Output Definition File) with the addresses for the 
OSA (Open Service Access) adapters. The IODF is in 
use on the test LPAR (Logical Partition). This effort 
allows the mainframe Systems personnel to telnet 
directly into the test LPAR in the event that the 
production LPAR is unavailable.  

 
Mid-Range Support Efforts 
 
The Midrange Group implemented a centralized event 
log repository for the networking infrastructure's 
approximate 150 routers. This will enhance the 
Communication Group's ability to manage and 
administer the network. A new centralized service was 
set up that allows the Communications Group to more 
easily download software into network devices, again, 
enhancing their ability to administer the network and 
keep it current. Another new service was implemented 
called a DHCP server (Dynamic Host Configuration 
Protocol). This new service was initiated for Law 
Enforcement's remote access initiative. This new service 
was needed to be able to administer IP addresses in this 
new environment. 
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The Midrange Group created a new method of file 
transfer on behalf of DPW to allow them to more quickly 
and efficiently upload Air Quality Permitting 
information to the Indygov website for viewing by the 
public. 
 

 
Monthly Statistics from 
the Help Desk 
During the month of May, 4,615 
calls were presented to the Help 
Desk of which 3,585 were handled 
by the daytime Help Desk and 1,030 

were received by our after-hours operation. 283 calls 
were terminated before the Help Desk had a chance to 
answer the call. The average time to answer a customer’s 
call was 23 seconds, and 90.9% of prime time calls were 
answered in less than 60 seconds 
 
Of those calls, 699 turned out to be technical problems. 
ACS closed 692 problem calls during the month and 
achieved a first call resolution of 85.4%. This means that 
85.4% of those who called with a problem had their issue 
resolved by the time they hung up the phone. 

 
ACS processed 361 security requests during the month. 
107 involved changes to security profiles, there were 79 
deletions of various access rights and 173 new access 
rights were granted. ACS also closed 452 service 
requests during the month. 
 
ACS technicians completed 751 desktop moves, adds, 
changes, or installations during May. This volume is 
41% above the contractual maximum for daily activity. 
For the month of May, 152 new laptop and 43 new 
desktop computers were setup and delivered to various 
customers bringing the total hardware installs for this 
month to 195.  This includes 36 additional desktop 
computers and 150 laptops also ordered by IPD. 
 

 
ACS Customer of the Month  
Our congratulations go to May’s Customer 
of the Month, Mr. Paul Smith with Indy 
Parks. Mr. Smith needed assistance from 
ACS with accessing the IPADS application. 
ACS Technician Paul Crafts was able to 

assist Mr. Smith in connecting to this application and 
ACS received the following ratings: (Scale of 1 to 3 with 
3 being the highest) 
 
Did you get the assistance you needed?  3  
Was it delivered in a timely manner?  3 
Was the service friendly and helpful?  3 

Mr. Smith has been contacted about being named 
"Customer of the Month" for May and will be receiving 
lunch for two for his valuable feedback. 
 
 
Customer Service Cards Results 
ACS technicians distributed 692 customer satisfaction 
feedback cards during the month of May.  72 or 10.4% of 
them were actually completed and returned. This is a 
decrease in participation from April. The returned results 
continue to indicate a high level of customer satisfaction 
for the assistance received a 2.89 on a scale of 1 to 3. 
Timely service rated a 2.90 and our technicians were 
deemed friendly and helpful judging from our 2.93 score. 
 
 
Looking Ahead to June 
The Customer Support area is planning the following 
activities: 
 
• ACS has begun the installation of the 200 desktop 

computers for the Indianapolis Police Department 
and have 147 completed to date. ACS is currently 
installing computers at the IPD Academy and we are 
waiting for a new schedule from IPD to begin the 
next phase. 

 
The Technical Services area identifies the following 
planned activities: 
 
Network Communications 
 
• Conversion of network connections to the new OC3 

will continue in June once a routing problem we 
discovered has been corrected.  The union strike at 
SBC has turned out to not be a factor for us, 
thankfully. 

• IPD has approved the installation of a frame relay 
circuit at the new Mounted Patrol location at 55 N. 
Tibbs.  Walkthroughs with the wiring vendor have 
been completed so the vendor can provide a quote 
for necessary data cabling.  We have also obtained 
quotes for network hardware required to make the 
above referenced circuit operational. 

• There are two identified security weaknesses in 
Cisco IOS software which require updating of the 
IOS versions in use on the routers on the Enterprise 
network. The Communications Group will be 
surveying and updating firmware on a scheduled 
basis across the network during May and June. 

• The ACS Communications Group has new WAN 
links and/or new remote sites currently underway at 
several sites. This includes a second DS1 being 
added at the Marion County Probation site on 
Shadeland Avenue.  There are new sites at Parks’ 
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Municipal Gardens, and the Drug Treatment Court 
being added to the IMC network. Both of these 
require new high-speed DS1 circuits from SBC 
along with local building wiring installation and 
planning, along with new network equipment 
planning and installation.  The Drug Court may be 
able to use existing fiber communications 
infrastructure if they choose to move into the 251 E. 
Ohio St. building. 

• Eagle Creek Rangers are being moved from their 
existing site to the old MCSD Sheriff building at 
Eagle Creek Park. The frame relay connection data 
connection has been installed and we are awaiting 
remodeling work completion before installing 
building data and voice cabling and moving their 
existing network equipment to the new site. 

• In a combined effort, the ACS Systems Group and 
Communications Group are starting a project to 
improve the handling of IP address and mainframe 
LU assignment and reclamation. 

• IFD Fire Prevention is moving from their existing 
location to The Julia Carson government center at 
300 E. Fall Creek Blvd.  Network communications 
will have SBC install a new frame relay circuit, and 
is coordinating with vendors for data and voice 
cabling installation, and required network hardware.   
 

• IFD has also requested installation of a point to 
point wireless link that will run from this site to the 
City/County building, a distance of nearly three 
miles.  Network communications has determined 
there is an excellent sight line from the roof of the 
remote location back to the CCB.  We have 
specified and provided quotes for required network 
equipment, antennas, and data cabling to complete 
this project.  

 
• MCSD has opened a Service Request to have 

network communications assist in the deployment of 
sixteen (16) wireless access points (AP’s).  
Discussions are just getting underway to determine 
where these AP’s will be deployed, desired coverage 
areas, availability of land-based network 
connectivity, and so forth.  We envision this to be a 
long-term project. 

 
• We continue to assist IPS Police in consolidating 

their connection to the CCB network over their 
frame relay link.  We are awaiting their purchase of 
a network capable printer to complete this 
conversion which will eliminate one of their 
computer systems that connects to the CCB now via 
a 9600 baud line. 

 
 
 

Server Group 
 
• A new cluster server will be installed in June that 

will handle the service resources of two servers. 
This will reduce the number of servers needed to 
support the SAN cluster environment. The newer 
server technology and additional processor 
enhancements will allow ACS to reduce the Novell 
server cluster environment from five to four servers 
and enhance performance, reliability and reduce 
support costs for the City/County enterprise.  

• Coordinate efforts for the establishment of 
standards, and subsequent implementation to do file 
transfers with outside agencies. 

• Work to resolve issue with Entercept that causes 
Apache to have run away processes. 

• Upgrade EMC Control Center to 5.1.2 
• Research and write Midrange backup analysis to 

determine future growth and needs. 
 
Mainframe activities  
 
• Replace 64-port terminal control unit at the police 

academy. 
• Assisting the Indianapolis Public School police 

department with the conversion from their current 
SDLC communication protocol to the TCP/IP 
communication protocol.  

• Facilitate the conversion of JTAC data 
• Special Property Cycle ‘A’ Close processing for the 

Marion County Treasurer’s Office 
• Documentation of procedures for electronic 

microfiche transfer to our microfiche vendor 
 
 

From the Tech Bench 
An on–screen keyboard is built into 
Windows XP. It can be useful if you 
have mobility impairments, if you 
are using a tablet PC, or if your 
keyboard goes down. To access the 

keyboard, go to Start, then click Run, and type osk. 
Now the keyboard opens on your computer screen, 
featuring three typing modes you can use to type data: 

• Clicking mode, you click the on–screen keys  
• Scanning mode, you press a hot key or use a switch–

input device to type highlighted characters  
• Hovering mode, you use a mouse or joystick to point 

to a key, which is then typed  

To make a shortcut icon on your desktop to the on–
screen keyboard: 

1. Right–click the desktop.  
2. Point to New, and then click Shortcut.  
3. Type osk, click Next.  
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4. Type a name for the shortcut, and then click 
Finish.  

That's it! When you need it, the shortcut to the on–screen 
keyboard utility is right on your desktop. 

When you delete items by moving them to the Recycle 
Bin, Windows displays a message confirming the 
deletion: “Are you sure you want to send FILENAME to 
the Recycle Bin?” If you’re tired of clicking an answer to 
that question, you can configure Windows XP to skip the 
confirmation message whether or not you’re using the 
Recycle Bin.  

1. Right-click the Recycle Bin, and then click 
Properties.  

2. In the Recycle Bin Properties dialog box, clear 
the Display delete confirmation dialog check 
box, and then click OK.  

If you don’t want to use the Recycle Bin at all, in the 
Recycle Bin Properties dialog box, select the Do not 
move files to the Recycle Bin. Remove files 
immediately when deleted check box. 
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SERVICE LEVEL DASHBOARD VIEW 
May 2004 

 
 

Service Level Description Targeted Levels Comments 

1.1 Time To Answer Time to Answer Help Desk 90% Within 60 seconds Prime Time G Average time to answer was 23 seconds. 

  Average under 60 seconds non-Prime 
Time G  

1.2 First Call Resolution Helpdesk calls resolved on 1st call 80% resolved on 1st call G 
 

2.1 Level 2 Support 
Response Severity 1 - 98% within 15 minutes  15 minutes G  

Response Severity 2 - 98% within 30 minutes 30 minutes G 
 

Response Severity 3 - 90% within 2 hours 2 hours G 
 

Response Severity 4 - 90% within 4 hours 4 hours G 
 

Response Severity 5 - 90% within 8 hours  8 hours G 
 

 Resolution Severity 1 - 80% within 4 hours 4 hours G  

Resolution Severity 2 - 80% within 8 hours 8 hours G 
 

Resolution Severity 3 - 80% within 16 hours 16 hours  - excluding non-business 
hours (after 6 pm and before 6 am) G 

 

Resolution Severity 4 - 80% within 20 hours 20 hours  - excluding non-business 
hours (after 6 pm and before 6 am) G 

 

Resolution Severity 5 - 80% within 40 hours 40 hours  - excluding non-business 
hours (after 6 pm and before 6 am) G 
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Service Level Description Targeted Levels Comments 

3.1 Adds, Moves, Changes Add, Moves, Changes       
92% within 5 business days of receipt 
of completed information from 
customer 

G  

 Cascades   
92% within 10 business days of 
receipt of completed information 
from customer  

G 
 

 PC Installations   92% within 10 business days of 
receipt of the equipment  G 

 

4.1 Customer Satisfaction - 
Semi-annual Survey   3.0 rating or higher G 

 

4.2 Customer Satisfaction - 
Closed Call Follow-up   80% Satisfied problem was solved G 

 

5.1 Application Development 
Defect Rate - Post 
Implementation 

  

No critical defects, no major defects, 
no more than 3 minor defects per 
application program, no more than 3 
cosmetic defects per application 
program.    

G  

5.2 Application Development - 
Cost Estimating & Scheduling Cost Estimating Total hours for a project must not 

exceed estimate by more than 10% G  

 Scheduling Deliverables/milestones for a project 
must be on schedule  G 

 

6.2 Availability Online Availability  G 
 

6.2 Response Time Online Response Time  G 
 

7.0 Timely Processing of Service 
Requests Enter Service Requests into HEAT Within 1 business G 

 

 
Acknowledgement and personal contact 
with customer after service request is 
received 

Within 10 business days G  

 Wiring Request/Specifications to 
Vendor 95% within 5 days G  
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Service Level Description Targeted Levels Comments 

 Wiring Quote to Customer 95% within 3 days G 
 

 Wiring Order to Vendor 95% within 2 days G 
 

 Standard Quote 95% within 3 days G 
 

 Non-Standard Quote 95% within 5 days G 
 

 Order Placed after approval 95% within 2 days G 
 

8.0 Asset Management Accuracy of Data  85% on existing data  G Audit to be performed at customer discretion. 

 Accuracy of Data 98% on ACS entered data G Audit to be performed at customer discretion. 

9.0 Security Add new security or modify current 
security profile, delete security requests 

Varies depending on type of request, 
98% performance on all requests G 

 

 
LEGEND: 
 
A green (G) indicator means all performance goals of this service level were met in the month. 
A yellow (Y) indicator means all but one performance goal of this service level were met this month. 
A red (R) indicator means more than one performance goal of this service level was not met or, this service level received a yellow (Y) indicator for 2 or more consecutive months for the same reason.  


