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Section 5

City & Community Benefits

5.1 Sorted DSP Roadmap Benefits

A number of quantitative and qualitative benefits were
identified in the DSP Roadmap project indicating
considerable opportunity for enhancing internal operations
and service delivery to the public. Qualitative business
process improvement and service delivery benefits were
split equally across external (customer focused) and
internal benefits.  And while the benefits were not
quantified (i.e., there is no measure of the magnitude of
benefits in terms of dollars) the list below provides a
general indicator of the opportunity.

The figure on the following page provides a compiled list of potential DSP Roadmap benefits
identified by City staff and management if the initiatives identified in the DSP were implemented.
This list indicates that the most substantial benefits of implementing an enterprise driven DSP
Roadmap are the outcomes all municipalities strive for.

Improved staff efficiency
Improved customer services
Cost savings

Staff time savings

Improved accuracy/accountability
Quality improvement

Improved staff morale

Staff satisfaction

Reduced 311 costs

0. Improved business process
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Figure 5.1.1: Summary of Potential Benefits Across All City Departments

10 20 30 a0 50 60 70 80 90 100 110 120
1 Improved staff efficiency 112
2 Improved customer service 100
3 Cost savings 64
4 Staff time saving 62
5 Improved accuracyfaccountability 60
6 Quality improvement 56
7 Improved staff morale 51
8 Staff satisfaction 43
9 Reduced 311 costs 42
0 Improved business processes 38
11 Improved public perception 32
12 Improved access to information 19
13 Better reports/decision making 18
14 Reduced risk 12
15 Improved vendor relations 12
16 Improved staff training 10
17 Improved compliance 10
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18 Environmental Friendly

19 Sell other services

20 Better communication

21 Better use of software

22 Increased Website use

23 Improved business controls

24 More relatable detailed data

25 Met expectations

26 Strategic open architecture

27 Supervisor accountability

28 More timely response

29 Retain institutional knowledge
30 Staff perform high value work
31 Clean audit opinion

32 Increased confidence IT department
33 Improved fundraising

34 Improves situational awareness
35 Improved software support

36 Business and economic developmen
37 Additional staff capacity

38 Improved performance metrics

39 Employee empowerment
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40 Less likely for fraud to happen
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The top 10 potential benefits identified include:

1.

Improved efficiency (112)

Execution of the DSP Roadmap will further the efficient use of staff time, in terms of
executing common work tasks, looking for information, not re-keying data into redundant
systems, and/or looking for (and gathering) information from numerous disparate systems.
The implementation of systems that automate workflows and provide online services will
streamline business processes. The implementation of a contemporary Enterprise Content
Management System will make information accessible internally to City staff and the
external customer — on a self-service model. Execution of the DSP Roadmap will improve
staff productivity by fostering a workplace where more can be done, and better services
provided to the community, with existing resources

Improved customer service (100)

Execution of the DSP Roadmap will improve the levels of customer service, internally
amongst City staff and externally to constituents. In both cases, systematizing data/
information and transactions replaces the need to physically go to the City and/or manage
City operations and services with hardcopy documents. Web-enabled applications will
allow the public 24x7x365 convenience. Even though City staff appreciates providing
face-to-face services, the use of online applications will allow the public self-services
options which are increasingly the norm with progressive E-Government agencies.

Cost savings (64)

Implementing the DSP Roadmap will reduce the City’s operating costs in several areas by
reducing: the amount of hardcopy documents, duplicate staff work, wasted staff time, the
cost of driving back and forth to City facilities by field staff, etc. City constituents will also
see cost savings by accessing City information and services on-line, without having to
drive to City Hall receive services or gather information.

Staff time savings (62)

According to City staff, management and ThirdWave’s findings, funding the DSP Roadmap
will allow for better use of staff time and time-savings, a significant benefit allowing the City
to sustain its organizational business model by not increasing its staffing levels. The
implementation of the DSP Roadmap will allow existing City staff to better meet the
growing service demands of the City’s constituents.

Improved consistency and accuracy (60)

Implementing the DSP Roadmap will significantly improve the ability of City staff to
produce and store more consistent and accurate information. This applies to the majority
of City departments including better financial data, improved access to data to public
works crews in the field, and more accurate reports across all departments. For the pubic,
the DSP Roadmap will facilitate an Open Government policy and enhanced transparency.
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6. Quality Improvement (56)
Implementing the DSP Roadmap will significantly improve the ability of City staff to
process data in how it provides services by reducing errors. The most common instances
where errors occur are in processing hardcopy forms and duplicate data entry, where the
same or similar data is re-keyed into more than one application.

7. Improved Staff Morale (51)
Implementing the DSP Roadmap will significantly improve the staff morale in how they
provide support to the departments and the Community. With aging applications it is
harder to find the parts and/or labor to support the maintenance of critical applications.
The regular refresh of infrastructure will boost staff morale and provide higher level of
customer support to both internal customers and the community.

8.  Staff satisfaction (43)
Implementing the DSP Roadmap will reduce and mitigate a number of workplace/
business process situations where City staff is experiencing considerable frustration. The
use of automation will streamline many business processes which currently rely on manual
methods, which will enhance service delivery and decrease stress.

9. Reduced 311 costs (42)
Implementing an improved CRM will reduce the number of calls to 311 staff, and improve
customer service while servicing more calls and customers and reducing staff stress.

10. Business Process Improvement (38)
The adoption and funding of the DSP Roadmap will provide significant opportunity to
streamline the execution of City work activities in many areas. This will result in improved
internal operations and enhanced service delivery to City customers.

The top 10 benefits identified above, and the remaining quantitative and qualitative benefits
provide a compelling business case for approving and funding the City of Berkeley’s DSP
Roadmap.
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Section 6

Closing Recommendation

6.1 Adoption & Funding

Based on the voluminous amount of data collected from City
staff and management, the findings and recommendations of
the DSP Roadmap project, and the opportunities for making
substantial progress in the use of emerging Information
Technologies, ThirdWave recommends that the City of
Berkeley Digital Strategic Plan and Roadmap be approved
and adopted by the City.

Moreover, we recommend that year 1 be funded.
Doing so will result in business process improvement,

increased operational efficiencies, and enhanced service
delivery to constituents while containing operational costs.

Adoption of the DSP represents a timely quantum leap into the future. The DSP Roadmap
aligns with, and supports, the City of Berkeley’'s Strategic Plan. Moreover, this document
provides a comprehensive strategy that can be leveraged over the next five years (and beyond)
to facilitate excellence in municipal services, civic participation, and community wellbeing.
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