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The Performance Management System 
is a disciplined approach to continuous 
improvement designed to better serve our 
customers, communities and citizens 
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The tools of the PMSystem help us better serve 
our customers, communities and citizens 

March 2018, ALT agreed , 
framework and principles for 
the Corporate Strategy for 
Efficiency and Effectiveness 

PMSystem tools help 
us to reach our targets 
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The same foundations underpin both the 
One Calgary process and the ZBR program 
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Completed ZBRs are delivering real results 

I EFFICIENCY GAINS 

$0 

2017 and 
earlier 

2018: 
$16.3M reallzed average 
annual savings 

$40 $50 $60 $70 
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Implementation Implementation 
underway (plans planning in 

brought to Council) progress 

EFFECTIVENESS GAINS I 

$80 million 
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This report provides a program-level overview 
with detailed updates for key milestones 

ZBR program dashboard 

(Attachment 1) 

Final details on implementation for 

the Roads ZBR (Attachment 3) 

Report on the findings of the 

IT ZBR (Attachment 2) 
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The Role of Technology in Municipalities is Evolving 

'Tech is no longer an industry, it is a strategic piece of every industry. We 
are all technology companies now." 
-Alan Murray, Editor of Fortune Magazine (2017) 
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Why It's Important to Understand 
Technology 

o Pervasiveness of technology. 

o Connects city services with 

citizens. 

o Every city service is supported 

by technology. 

o City services rely on technology 

to run, optimize and transform 

business operations and provide 

better customer service. 
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.. . and IT is here, too 

"Technology will be embedded in everything in the digital business of the future ." 

-David Cearley, Vice-President, Gartner (2017) 
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Balancing Customer Need with Corporate Good 

Current 

IT ZBR Opportunities: 
Improving Customer Understanding 

Clarifying Mandate 

Providing the Right Devices to Employees 

Agreeing on Levels of Service 

Desired 

Reviewing Application Portfolio 
Management Practices 

Tracking Total Cost of Ownership 

Rationalize Existing Application Portfolio 

~ , 122,201 ,, _ l1 . 

Progress of ZBR Opportunities 

Opportunities Understand Discover Develop 

Improving Customer 
Understanding 

Clarifying the Mandate 

./ 
Reviewing Application 

./ Portfolio Management 
(APM) Practices 

Rationalizing the ./ Existing Application 
Portfolio 

Tracking Total Cost of ./ Application Ownership 

Agreeing on Levels of 
Service 

Providing the Right 
Hardware Devices to 
Staff 

OtherZBRs' ./ Opportunities 
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Benefits at a Glance 

Financial Balanced Informed Smarter Maximize 
Benefits Service Software Portfolio Our 
• $1 ,3M in cash Outcomes Decisions • The City's Hardware 

savings and • Citizen • Portfolio portfolio software • Hardware tools 
$4.4M in expectations are decisions are is optimized to are provided to 
productivity met by balancing educated, reduce cost and the right level -
gains (per year customer needs transparent and risk no more. no less 
upon full and the collaborative - to maximize 
implementation) corporate good productivity and 

dollars in~ested 

Improving Information Technology's Sustainability 
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IT Service by the numbers 
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261 citizen faong 1,ansact1oos 
available by ,·1/!Uor mooile app 

[E 375,000 m~D citizen accoonts & 
-- 7,000 mylO business accounts 

01 660 l1ne-or-bus1ness and 
entefl)rise apJj1cat1ons suppOOed 

1-.9 100 clood compuiln9 
..,. implemeolalions (04 2018) 

•r.i• 86 technology l)</.tOCl5 exro,t.:(l per 
l!!!!!I year between 2015 .2018 (o,,e,ag,) 

Assets 
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181000 slafl network accounts (1nckJd1ng 
Pc.live Ofrectory and myHRconnect) 
16,000 stall compuingdei,ces (desktops, 
1a>1ops, ano tat:iets) 
13,000 telephone and VaP lines 

G, 100 Slllilf~OOes 

;io call cefllres (including 9-1-1 and 3-1-1) 

Financial 
2,800 "-f1Ual Se-\~ 

... ""Y'"""""" = 
22M ccm~11(ni pa- yea-al 
a.er 80 rree pt.d c W1F1 l,x.ations 

,0,000 ,..,.011< 
2018 GROSS OPERATING 
EXPENDITURES $121 M 

~ 
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600 Im DI acre<~ ~• P"l-'""ll hi,,· 
Jp,,etl nttaoik) to 600 O tv IO(,cWI) 

I .J 333"1. uw;re~e In rlf:iwcrk lramc. -sInce2014 

~ 100% gro,\'ln lnslorage s1n::e201-4 

60% e:<pwis100 in netwm: IP enUpo1rts srnce 2016 

Other R~venue 1% 

WHAT THE SERVICE INCLUDES: 
OPERATIONAL SPEl/01110 

Govern .:ince $0,9 M 
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IT's path to a better balance starts at the 
foundation 

Improved Customer 
Understanding 

Clarity of IT 
Mandate 

cu@ 

• · Application 
Portfolio 

Management 
Opportunity 

\ 
Shared Challenges 

ZBR 

_ 1m.!'-01e _ _ _ _ _ 15 . 

Application Portfolio Management - What is it? 

Application Portfolio Management (APM) is an IT discipline that, at it's foundation, 
manages the lifecycle of an organization's entire set of IT applications in a way that 
aligns the portfolio to business strategy in the most efficient way possible. 

1 
Insights & 

Optimization 

fall 

' Operate 

Acquisition 

\ 
Fulfillment 

APM practices treat applications as assets 
managed through a lifecycle. 

• Assets that provide little value are dropped 
• Duplicate applications are rationalized 
• Annual fees managed 

lf.27.12019 _ . 16 

2019-01-22 

8 



Logond: 

Nolo orUS<t(j 

Application Portfolio Management - Why do 
we need it 

Withol1t Strong APM 

With Strong APM 

l":la1mn~d C:l)St 

aro,vll 
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· Eliminate Applications Not in Use 

CD Quick Win: 141 applications that can be removed by Q2 2019 

$80,000 
in cash 
savings 

$320,000 
in productivity 
gains 

Reduction 
in security risk 
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Eliminate Duplicate Applications 

@ Business cases for the first four areas where duplication exists 

Consolidation 

Customer 
Relationship 
Management 

Client engagement needed 

$400,000 
in cash 
savings 

$220,000 
in productivity 
gains 

Reduction 
in security risk 

, 112212019 _ _ . --- 19 . 

Understand the True Costs 

@ Make more informed investment decisions 

Clear financial understanding makes the case for 
rationalization and the corporate good more obvious 
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Other ways of creating a better balance 

Implementation of two more opportunities has already started: 

Oil D D 

Agreeing on 
Levels of Service 

Providing the Right 
Hardware Devices to Staff 

. 1/22/2019 2" . 

As a result of the IT ZBR, Administration is 
committed to: 

1. Continuing to improve IT's customer understanding 

2. Clarifying IT's mandate* 

3. Providing the right devices to employees 

4. Agreeing on levels of service with all IT customers 

5. Using total cost of ownership information for IT investment 
decisions 

6. Rationalize the existing application portfolio 

7. Reviewing Application Portfolio Management practices and 
implementing new practices approved by ALT 

* To be achieved through the Shared Challenges of the internal Services ZBR 
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Administration Recommends: 

That the Priorities and Finance Committee recommend 
that Council: 

1. Receive for information: 

a. ZBR Program Dashboard (Attachment 1 ); 

b. IT ZBR Summary Report (Attachment 2); and 

c. Roads ZBR Final Implementation Update (Attachment 3). 
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