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Mission Statement 

 
The Mission of the Information Technology Services Department is to provide information, 

communications, and business solutions products to the departments and agencies of Metro Government so 

they can achieve their business objectives and meet the needs and the expectations of the citizens we all 

serve.   
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Strategic Goals 

 
1. By end of year 2013, customers will receive increased availability of information technology 

solutions in support of their business operations as evidenced by: 

 

▪ 100% of service level agreements will be established for key departments 

▪ 90% of performance based reporting measures will meet service level agreements  

 

2. By the end of year 2013, Metro Government customers and citizens will experience 

improved data security and reliability with priority given to public safety risks by 

implementation of a comprehensive Metrowide Information Security Plan. 

 

 

3. By year end 2013, Metro ITS will implement a disaster recovery data center strategy or 

strategies that will allow Metro to benefit from economies of scale and provide a world class 

disaster recovery data center solution that will be available to all Metro departments and 

agencies with information technology assets and/or services.   
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Interactive Solutions Line of Business 

 
The purpose of the Interactive Solutions Line of Business is to provide digital information via application, 

database, multimedia, video, and website services to Citizens, Metro Departments and Agencies so they 

can better serve and inform their customers. 

 

 

Application Solutions Program 

 

The purpose of the Application Solutions Program is to provide Custom Application Management and 

Technology Consulting services to Metro Departments and Agencies so they can use interactive 

technologies to support their business processes. 

 

Result Measures 

▪ Percentage of customers reporting that their overall experience with the ITS Application Solutions 

team meets or exceeds expectations 

▪ Percentage of customers reporting that response time of ITS Application Solutions service 

representatives meets or exceeds expectations 

 

Output Measure 

Number of application problems resolved 

 

Demand Measures 

▪ Number of application problems reported 

▪ Number of service requests received  

 

 

Database Solutions Program 

 

The purpose of the Database Solutions Program is to provide database stability and accessibility to 

Metro Departments and Agencies to support their business processes. 

 

Result Measure 

▪ Percentage of time that databases are available (KEY) 

 

Output Measure 

▪ Number of databases supported 

 

Demand Measure 

▪ Number of databases demanded 
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Interactive Solutions Line of Business 

 
The purpose of the Interactive Solutions Line of Business is to provide digital information via application, 

database, multimedia, video, and website services to Citizens, Metro Departments and Agencies so they 

can better serve and inform their customers. 
 

 

Web Based Services Program 

 

The purpose of the Web Based Services Program is to provide design, publication, and multimedia 

website services to Metro Departments and Agencies so they can use online communications and 

customer service tools to support their business processes. 

 

Result Measure 

▪ Percentage of Departments where the customer experiences satisfaction with ITS performance and 

product delivery of Web Based Services design consultations and updates (KEY) 

 

Output Measure 

▪ Number of Web Based Service Design consultations and updates completed. 

 

Demand Measure 

▪ Number of Web Based Service consultations and updates requested 
 

 

Metro 3 Television Network Program 
 

The purpose of the Metro 3 Television Network Program is to provide video information services to 

the citizens of Nashville so they can watch government proceedings and be better informed about local 

government. 

 

Result Measure 

▪ Percentage of citizens reporting that they are better informed about local government because of 

Metro 3 (KEY) 

▪ Percentage of Metro Departments that report that the video met or exceeded their pre-determined 

requirements  

 

Output Measure 

▪ Number of program hours aired   

▪ Number of video minutes produced    

 

Demand Measure 

▪ Number of program hours demanded     

▪ Number of video minutes demanded     
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Interactive Solutions Line of Business 

 
The purpose of the Interactive Solutions Line of Business is to provide digital information via application, 

database, multimedia, video, and website services to Citizens, Metro Departments and Agencies so they 

can better serve and inform their customers. 
 

 

PEG Studio Management 
 

The purpose of the PEG Studio Management program is to provide management and oversight of the 

facility where Metro’s Public Educational and Governmental television channels 9, 10, and 19 can 

produce and air arts, educational and community programs and services to the citizens of Nashville so 

the citizens can receive relevant information to the local Arts and Education community, as well as 

produce local community programs. 

 

Result Measure 

▪ Percentage of Community Producers who feel the PEG Studio is managed in such a way as to allow 

them access to produce quality community television programming (KEY) 

▪ Percentage of NECAT Board members who feel the PEG Studio is managed in such a way as to 

allow them to provide quality television programming through the use of the PEG Facilities 

(Secondary) 

 

Output Measure 

▪ Number of programs produced 

 

Demand Measure 

▪ Number of studio booking requests demanded     

 

 

 

Business Solutions Program 

 

The purpose of the Business Solutions Program is to provide ERP and Procurement technology 

products to Metro departments and agencies so they can use application systems to conduct business 

and improve their business processes. 

 
Result Measures 

▪ Percentage of application problems and service requests resolved within agreed upon time per 

priority deadlines. 
▪ Percentage of customers reporting that their overall experience with the ITS Business Solutions team 

meets or exceeds expectations. 

 
Output Measures 
▪ Number of application problems completed 

▪ Number of services requests completed 

 

Demand Measures 
▪ Number of application problems reported 

▪ Number of services requests received 
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Customer Support Services Line of Business 

 
The purpose of the Customer Support Services Line of Business is to deliver 24x7 information technology 

support and communications to Metro Agencies so they can receive the agreed levels of IT services in 

support of their day-to-day business operations. 

 

 

Technical Support Service Center Program 

 

The purpose of the Customer Support Services/Technical Support Service Center Program is to 

provide 24x7 information technology assistance and notification products to Metro Departments and 

agencies so they can receive resolution to their technical issues in support of their day-to-day business 

operations. 

 

Result Measures 

▪ Percentage of Break-Fix (BFX) Calls for Service resolved by Technical Support Service Center 

(KEY) 
▪ Percentage of Payrolls completed accurately and on-time per the existing SLA  

 

Output Measure 

▪ Number of BFX CFS resolutions provided 

▪ Number of payrolls  

 

Demand Measures 

▪ Number of BFX CFS resolutions demanded (# of BFX CFS) 

▪ Number of payrolls demanded  

 

 

Desktop Support Services Program 

 

The purpose of the Desktop Support Services Program is to provide supported desktop products to 

Metro departments and agencies so they can continuously access business data and applications to 

conduct business. 

 

Result Measure 

Percentage of calls for service completed within the agreed SLA timeframes (KEY) 

 

Output Measures 

▪ Number of computers supported  

▪ Number of computers installed/deployed 

▪ Number of service requests completed  

 

Demand Measures 

▪ Number of supported computers requested 

▪ Number of computers installment/deployment requested 

▪ Number of service requests received  
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Communication and Infrastructure Services Line of Business 

 
The purpose of the Communication and Infrastructure Services Line of Business is to provide connectivity, 

communication, server, and storage systems products to Metro departments and agencies so they can 

securely, continuously, and reliably communicate, store, access, process and recover data in a timely and 

effective manner.  

 

 

Enterprise Server and Storage Services Program 

 

The purpose of the Enterprise Server and Storage Services Program is to provide server & data storage 

systems products to Metro Departments and agencies so they can continuously and reliably store, 

access, process, and recover data in a timely manner. 

 

Result Measure 

▪ Percentage of time supported servers are available (KEY) 

 

Output Measure 

▪ Number of supported servers   

 

Demand Measure 

▪ Number of supported servers requested  

 

 

Data Infrastructure Support Program 

 

The purpose of the Data Infrastructure Program is to provide protected critical component facility 

products to Metro Departments and Agencies so they can continuously access reliable IT services. 

 

Result Measure 

▪ Percentage of time supported critical components are available (KEY) 

 

Output Measure 

▪ Number of Critical Component areas supported  

 

Demand Measure 

▪ Number of requests for Critical Component protection. 

▪ Number of Infrastructure support equipment problems reported  

 

Enterprise Services Program 

 

The purpose of the Enterprise Services Program is to provide electronic messaging, scheduling and 

monitoring to Metro departments and agencies so they can reliably and consistently send and receive 

messages, schedule events,  collaborate electronically, and monitor infrastructure devices.   

 

Result Measure 

▪ Percentage of time the electronic mailbox services are available (KEY) 

 

Output Measure 

▪ Number of electronic mailboxes supported  

 

Demand Measure 

▪ Number of electronic mailboxes demanded 
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Communication and Infrastructure Services Line of Business 

 
The purpose of the Communication and Infrastructure Services Line of Business is to provide connectivity, 

communication, server, and storage systems products to Metro departments and agencies so they can 

securely, continuously, and reliably communicate, store, access, process and recover data in a timely and 

effective manner.  
 

 

Identity and Access Management Program 
 

The purpose of the Identity and Access Management Program is to provide Active Directory® 

infrastructure, network naming, imaging, and certificate products  to Metro Government information 

resources so that Metro Departments and Agencies can access the Metro Government Wide Area 

Network. 

 

Result Measure 

▪ Percentage of Active Directory accounts that are available (KEY) 

 

Output Measure 

▪ Number of Active Directory accounts supported    

▪  

Demand Measure 

▪ Number of Active Directory accounts demanded 
 

 

Network Communication Services Program 
 

The purpose of the Network Communication Services Program is to provide communications products 

and projects to Metro departments and agencies so they can reliably, securely and continuously 

transport data, voice, and video. 

 

Result Measure 

▪ Percentage of time network communication services are available (KEY) 

 

Output Measure 

▪ Number of network service minutes provided   

 

Demand Measure 

▪ Number of network service minutes demanded   
 

 

Security Assurance Program 
 

The purpose of the Security Assurance Program is to provide security products to Metro departments 

and agencies so they can have reliable and secure access to protected data and applications. 

 

Result Measure 

▪ Number of security incidents that result in exposure of confidential data (KEY) 

 

Output Measures 

▪ Number of protected network nodes connected 

▪ Number of secure network accounts connected  

 

Demand Measures 

▪ Number of protected network nodes demanded 

▪ Number of secure network accounts demanded  
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Communication and Infrastructure Services Line of Business 

 
The purpose of the Communication and Infrastructure Services Line of Business is to provide connectivity, 

communication, server, and storage systems products to Metro departments and agencies so they can 

securely, continuously, and reliably communicate, store, access, process and recover data in a timely and 

effective manner.  

 

 

Voice Communication Solutions Program 

 

The Purpose of the Voice Communications Solutions Program is to provide design, engineering, 

BC/DR planning, new installations, upgrades, troubleshooting, repairs, and structured wiring to Metro 

departments and Agencies so they can experience a full suite of voice telecommunication services.   
 

Result Measure 

▪ Percentage of time telephone numbers are in service (KEY) 

 

Output Measure 

▪ Number of minutes telephone numbers are in service  

 

Demand Measure 

▪ Number of minutes telephone numbers are demanded 
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Strategy and Planning Line of Business 

 
The purpose of the Strategy and Planning Line of Business is to provide operations support service 

products to both ITS and other Metro departments and agencies so they can efficiently perform their job 

functions. 

 

 

Executive Leadership Program 

 

The purpose of the Executive Leadership Program is to provide business policy and business 

continuity and disaster recovery products to ITS so it can deliver results and retain service availability 

for customers. 

 

Result Measures 

▪ Percentage of departmental key results achieved (KEY) 

▪ Percentage of total BC/DR plans tested 

▪ Percentage of ISO 27001 controls covered by information security policies 

▪ Percentage of employees successfully completing the Basic Security Awareness Training (BSAT) 

module  

 

Output Measures 

▪ Number of departmental key results achieved 

▪ Number of BC/DR plans documented 

▪ Number of BC/DR plans tested 

▪ Total number of controls addressed by information security policies 

▪ Total number of employees who have successfully completed the BSAT module 

 

Demand Measures 

▪ Number of departmental key results demanded 

▪ Number of BC/DR plans demanded 

▪ Number of BC/DR plan tests demanded  

▪ Number of controls actively in policy development 

▪ Total number of employees 

 

Strategy and Business Operations Program 

 

The purpose of the Strategy and Business Operations Program is to provide internal business support 

functions throughout ITS and Metro Government departments and agencies so they can maintain 

business operations and improve service quality.  

 

Result Measures 

▪ Percentage of customers responding that their customer service satisfaction level meets or exceeds 

expectations 

 

Output Measures 

▪ Number of customers surveyed 

 

Demand Measures 

▪ Number of customers requesting service  

 

 

 

 


