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IT Projects, Goals, and Objectives 

Estimated 
Start 

Estimated 
 

End 

 
Status 

 
Support all networks, network 
devices, telecommunications, 
communications and software City 
wide. 

  
ONGOING 

 
  443 helpdesk tickets were resolved 
in March 2020.  
 
It averaged out to 22.15 Help tickets 
per business day. 
4675 tickets (2017)   
4802 tickets (2018)   
5695 tickets (2019) 
1266 tickets (2020) 

Server O/S upgrades March 2019 Dec 2020  Server OS Upgrades for all 
systems within the next 12 
months  
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Computer system refresh cycle 
 

 

 

 

 

 

FY18 

 

 

 

 

 

 

Ongoing 
FY20 

 

 

 

 

 

Replace desktop systems every 4 
years with new technologies as 
appropriate.   

 
 FY20 Refresh 

o 30 Workstations 
 FY19 Refresh 

o 35 Workstations  
 FY 18 Refresh 

o 45 Workstations  
o 5 Laptops  

 
 



 

 

MUNIS Module Upgrades   Completed 
 12/19  

 Utility Billing Migration of ADG ->TYLER  
 MUNIS S/W Upgrade 11.3 +  

 SAAS Deployment – Dec 2019 
 Completed Deployment on going minor 

issues, working with Tyler support. 

 
Server, Storage, and Networks Jan 18 Ongoing  Storage Migration and 

Reallocation underway  
 Server drive upgrades on 

CMIHOST4 
 

 
 

 

 

IT Projects, Goals, and Objectives Estimated 
 

Start 

Estimated 
 

End 

 
Status 



 

 

IT Help Desk Ticket Breakdown by Department 

(Period: 2018 thru 2020) 
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2020 194 103 40 20 177 50 2 47 31 0 2 22 47 78 49 63 1 13 5 15 77 4 128

2019 857 192 373 134 597 147 54 200 857 91 22 85 188 343 395 169 3 75 30 57 303 35 490

2018 485 50 30 132 659 221 261 58 840 81 11 94 108 332 232 134 9 136 23 50 290 7 484

RECATEGORIZED ‐ # HELP DESK TICKETS BY DEPT.
TOTALS  2018 ‐ 2019 ‐ 2020

2020 2019 2018



 

 

CMI Help Desk Ticket Trending – MARCH 2020 
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CMI Help Desk Ticket Trends Year over Year vs. Gartner Average
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Granicus Site Visitor Statistics – Period: MARCH 2020 

 



 

 

CITYOFMARCOISLAND.COM 
Internet Site Visitor Statistics – MARCH 2020 

‐‐‐‐‐‐‐‐‐‐ 

External Users – 181,989 Page Views in MARCH 2020 
 

 



 

 

Other Overall Website Statistics – MARCH 2020 

 

 


