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Implementing state-of-the-art 
technology to improve 
services for New Yorkers

Making NYC government more 
transparent & accountable to 
New Yorkers

Employing innovative tools, 
methods and relationships to 
empower New Yorkers 

DoITT 
is

Modernizing

Unlocking

Innovating

DoITT Overview



DoITT is…

 1200+ employees, across 3 boroughs
 Operating Budget = $360+ million
 Capital Plan = Estimated $1 billion
 Revenue = $120 million
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 IT Utility

 Mainframe Systems

 Citywide IT Help Desk

 Network Provider

 Network Security

 Programmers

 Technical Resource

 Webmasters

 Purchasing Agent
 Consultant
 Research & Development
 Partnerships/Community 

Engagement
 Emergency Responder
 Call Center Operator
 Pay Phone Enforcement
 Cable Franchisor

DoITT 
today
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New York City is… 

 
350,000

City Employees
230,000

Businesses

8 MILLION
Residents

48 MILLION
Visitors

MORE THAN 120
Government Offices



1. Shared Services in a Federated 
Enterprise
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IT Shared Services in a Federated Enterprise
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DoITT – NYC’s IT service provider – serves 45 Mayoral Agencies and a wealth of 
additional City boards, offices and commissions.



How are we getting there?

 Efficiency Report: A Plan to Consolidate and 
Modernize Back-Office Operations

1. Real Estate

2. Payments and Revenue

3. Fleet Operations

4. Human Resources

5. Information Technology
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Where we arrived.



How do we find balance?
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Centralized Federated

Vs

Benefits:
 Unified management, 

maintenance and standards
 Economies of scale
 Solutions developed once and 

shared by many

Benefits:
 Nimbleness and flexibility
 Individualized and customized 

solutions
 Autonomy for agency leadership



Not every house in NYC needs its own power source…

We are a connected city. 
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Central Grid 
vs

Individual Power Sources
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IT Consolidation Mandate…

IT LEADERSHIP



Executive Order

 IT is currently managed in a decentralized manner across dozens of 
agencies

A consolidated and coordinated approach will allow the City to:
 Standardize platforms

 Improve service delivery

 Reduce IT costs

 Enable agencies to focus 

on their core missions
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1. Provides for Infrastructure consolidation including deadlines for 

e-mail hosting (Dec 2010) and help desk (June 2011)

2. Provides for adoption of IT policies and standards that have Citywide 
implications

3. Retains application development with agencies with review process to 
mitigate redundancies and encourage re-use of existing tools

4. Requires performance reporting and metrics by DoITT for hosted services

5. Provides for two governing bodies:

 Strategic Governance Board – Deputy Mayors and oversights

 Technology Governance Board – Agency IT and business reps

Strategies for balance: EO 140 Overview



Citywide IT Policies & Standards being explored 
by EO Governance Boards:
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1. Security Policy

2. Architecture Platform Standards

3. Citywide Contracts

4. Mobile Strategy

5. GIS

6. Service Level Agreements



2. IT Infrastructure Consolidation
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Today…
▪ Fragmented across 83 City entities

▪ More than 60 unique data centers of 
varying sizes and conditions

▪ Suboptimal disaster recovery, 
security planning, and 24/7 support
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CITIServ: IT INFRASTRUCTURE CONSOLIDATION
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Why we need CITIServ…

Before
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▪ Unified data center operations and 
disaster recovery facilities

▪ Improved space rationalization
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After

▪ Consistent levels of service

▪ Decreased carbon footprint and 
green IT



CITIServ Program Governance

Objective:

▪ Ensure timely and effective oversight for each unique project workstream

▪ Install a governance structure emphasizing seven key workstreams with several oversight entities led by a 

single point of accountability

Identify and develop appropriate 

architecture and facilitiesProject oversight 

and accountability

Construct and maintain a  catalog of IT 

services with performance standards

Develop operational processes and 

protocol to deliver and support future 

state IT services 

Develop a cost/benefit tracking and 

funding structure for CITIServ

PMO

Responsible for cross-Agency human resources 

and labor relations representation and planning for 

CITIServ human resources redeployment

Educate and inform all stakeholders about 

CITIServ’s projects, plans and achievements

Service Offerings

Financial Services

Technical 
Architecture & 

Facilities

Human ResourcesCommunications

Transition Services

Service Delivery & 
Support

Develop methodology and transition 

plans for each Agency, including:

Email 

Service Desk
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The CITIServ Process

Agency Assessments analyze 
current IT processes and 
assets.

Migration Execution on-
boards applications and 
services into CITIServ’s unified 
environment.

Migration Plan sets the 
timeline and is developed 
working closely with agency 
stakeholders.
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End State for IT Shared Services

1. Provisioning IT Services
Comprehensive, electronic service catalog with 
request services and tracking

2. IT Help Desk Services
Tier 1 support, 24x7, using state-of-the-art 
ticketing and tracking tools

3. Performance Measures and Metrics
Service Level Agreements (SLA’s), where 
appropriate, plus visibility into performance, 
transparency and predictability using modern 
performance reporting tools
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NYC’s Citywide Service Desk
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SERVICE CATALOG
A clear listing of enterprise wide services with a clear access point.

1. Provisioning IT Services…



2. IT Help Desk Services: Shared Services 
Support, Ticketing and Tracking System

24



ILLUSTRATIVE

3. Performance Measures and Metrics: User 
Transparency
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Shared Contracts…

ENTERPRISE LICENSING AGREEMENTS



3. Enterprise Virtualization
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vmware Contract Case Study

 In 2008, DoITT negotiated a citywide license agreement with 
vmware, which allows agencies to request licenses from a 
shared pool.

 5 year citywide projection  =     2,200 licenses
 2 year actual allocation =     3,600 licenses

 The contract includes support and professional services.

 Agency usage benefits CITIServ program for consolidation.
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Virtualization Benefits in NYC

Cost Savings

 The usage by agencies has far exceeded expectations and has 
resulted in $18 million in savings/cost avoidance over 24 months 
and reduced the need for hardware procurement.

Green Savings
 The computing power of NYC’s new state-of-the-art 

data center is as robust as previous facilities, but 
uses only 1/3 of the space, power and cooling needs.  



4. The Cloud
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Cloud Scenario
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Common Goals… Common Solutions

Cloud in Action
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Visit us at: www.twitter.com/NYCDoITT

communications@doitt.nyc.gov

www.facebook.com/NYC Information 
Technology & Telecommunications

www.nyc.gov/doitt


