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1.0 INTRODUCTION 
 
The Information Technology Master Plan Quarterly Status Executive Summary provides an overview of 
the services and hours provided by IT during the 2023/2024 Master Plan period.   
 
This document does not replace other reports provided to the Board of Commissioners, including the 
Information Technology Strategic Plan, IT Master Plan, and IT Master Plan Quarterly Status Report. In 
addition, information regarding Information Technology’s current financial status can be obtained from the 
Department of Management and Budget’s Fiscal Year 2023/2024 Financial Forecast and Budget 
Amendments Report. 
 
2.0 INFORMATION TECHNOLOGY OVERVIEW 
 
The Department of Information Technology is a service bureau that provides IT services to 82 County 
Divisions, more than 100 local governmental units (assessors, treasurers, law enforcement, etc.), over 50 
private sector customers, and over 1,700 Access Oakland Property Gateway customers. IT is responsible 
for over 150 major applications consisting of more than 8,000 programs and provides systems support, 
maintenance, enhancements, and new development for all major systems applications. IT’s Project 
Management System contains actual hours worked for the following divisions: Application Services, 
Technical System & Networking, CLEMIS, and Internal Services.  
 
The vision of the Information Technology Department is to be a leader in providing government services. 
The following Information Technology guiding principles have been developed, and are intended to 
provide a high-level direction for the entire organization: 
 

1. To provide the highest quality customer service in partnership with government agencies, citizens, 
communities, and customers internal and external to Oakland County. 

2. To provide leadership through the strategic use of technology. 
3. To ensure executive support and commitment from County Executive, Board of Commissioners, and 

other elected officials. 
4. To ensure all County agencies will be treated as equal and important partners of the IT Department. 
5. To empower IT customers to become more self-sufficient and technologically confident. 
6. To encourage county departments and local governments to use information technology to improve 

and deliver services. 
7. To recruit and retain a technically competent workforce. 
8. To develop, maintain, and distribute high-quality information in support of decision making and 

collaboration. 
9. To effectively communicate with the customer community. 
10. To promote shared services through cross boundary collaboration. 
11. Embrace innovation in every aspect of government service. 
 
3.0 IT MASTER PLAN STATUS 
 
Every two years the Department of Information Technology prepares a 24-month Master Plan in 
cooperation with the Information Technology Leadership Groups. The Leadership Groups consist of 
representatives from the County’s Departments and Divisions. The Master Plan details the projects that 
Information Technology will work on during the 24 months. Each project in the plan is reviewed for a 
number of criteria (including fit into the overall IT Strategic Plan) before being approved by the Leadership 
Groups and Information Technology. The current Master Plan was prepared in October 2022. 
 
Within the IT Master Plan, hours are allocated across the following labor categories: 
 
Non-Project: Time off, training, or administrative time such as departmental meetings, employee 
evaluations, budgeting, interviewing, etc.  
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Team Management: Time spent by IT Supervisors planning and scheduling work and resolving general 
team-related issues.  
 
Customer Support: Preliminary or detail scope and approach, work order preparation, customer 
instruction and training, phone calls and e-mail response.  Cross-training and system orientation. 
 
Unscheduled System Maintenance: Activity required to rebuild or repair a system.  Consists of changes 
made to software to fix errors and all hours associated with the resolution of Problem Reports.  It also 
includes time investigating the problem prior to determining it is a bug. 
 
Planned Maintenance & Upgrades: Planned or re-occurring activity in upgrading an existing software 
package to expand current capabilities, fix existing bugs, or in anticipation of future system problems, 
needs, or changes. 
 
Enhancements/New Development: Construction of new systems, modifications to operational systems, 
and the identification, selection, and implementation of software packages. 
 
The pie chart in Figure 1 demonstrates the distribution of IT Resources by Labor Category from  
October 1, 2022 through December 31, 2023. 

 

 
 

In the 2023/2024 Master Plan, IT planned for a 70% fixed labor delivery and 30% discretionary.  Analysis 
of the First quarter of Fiscal Year 2024 reveals, 73% of IT’s labor force was spent supporting and 
maintaining the County’s current systems (including Customer Support, Maintenance, Planned 
Maintenance and Upgrades, Team Management and Non-project time).  The remaining 27% of IT’s labor  
force was spent implementing systems requested by various County Divisions through the IT Leadership 
Group Process.  
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4.0 PROJECT SUMMARY 
 
There are a total of 188 Enhancement and New Development projects on the 2023/2024 Master Plan 
across the seven Leadership Groups. Of these projects, 52 are completed, 115 are In Process, and 21 
are Not Started. As of December 31, 2023, 119,299 hours of IT labor have been expended on project-
based work. 
 
The pie chart in Figure 2 depicts the labor expended in each of these categories. 
 

 
 
The remaining sections of this report provide a summary of the Enhancement and New Development 
projects broken down by Leadership Group. 
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