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In 2018, the City of Aurora (‘the City’) set out on an important mission: to outline the vision, priorities, and overarching strategy for technology
improvements and investment within our community. This intensive planning effort resulted in the City’s Technology Strategic Plan, providing a
roadmap for the City to advance its strategy with technology, as well as Mayor Irvin’s primary technology goal: to position the City of Aurora
as a regional technology leader. The Technology Strategic Plan outlines 58 short- and long-term initiatives* by four Aurora-focused thematic
categories – (1) Infrastructure, (2) Innovation Projects, (3) Governance / Security and (4) IT Management, as highlighted in the diagram below.
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Executive Summary
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The following Technology Strategic Plan – 2020
Update provides a snapshot of the City’s recent
accomplishments and 2 years of progress on the goals
outlined in the original 2018 Technology Strategic Plan.
The subsequent pages illustrate examples of these
accomplishments and detail the multitude of additional
projects that are currently underway and outline
upcoming and future technology plans for the City.

At the time of the Technology Strategic Plan’s
publication in 2018, and now more than ever, the City
of Aurora recognizes the power of technology to
transform communities. Under the leadership of Mayor
Richard Irvin, the City has renewed its commitment to
strategic investment in technology innovation as a
means to reduce costs, improve government services,
and advance digital literacy within the community and
across the region.

Technology has the ability to increase engagement between government and its citizens, protect and inform community members, and drive
education, innovation and economic progress. Thank you for your support as we continue to drive technology progress and advancement for the
City of Aurora.
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background
In 2018, the City of Aurora began a multi-step approach to develop the
Technology Strategic Plan as illustrated in the diagram to the right. Extensive
stakeholder engagement was a critical component for developing the plan.
Each phase of the plan’s development is summarized below:

• Assess current state – deep dive interview sessions with the City IT
Division to provide a look at current technology initiatives, discuss current
strengths and areas for improvement.

• Establish business drivers – identify a cohesive set of beliefs that align
with overall City goals, grounded in the effective practice that will govern
the actions of the Division.

• Stakeholder Engagement & best practice research – 1) engage with City
employees from across ten core Divisions, community partners,
neighboring counties, the Aldermen and Mayor Irvin to gain valuable
insight to shape the direction of the plan; 2) Conduct research based on
industry trends and best practices that may inform the direction of the
plan. The City appreciates its partnership with Gartner to support research
efforts and development of the IT Strategy framework.

• Identify key initiatives – based on existing current state information as
well as desired future state goals and ambitions of key stakeholders.

• Build heat map – analytical tool used to illustrate the potential impact an
initiative may have on both the key stakeholders and business drivers. Also
provides a quantitative process for prioritizing initiatives.

• Develop bubble chart and prioritization timeline – a dimensional,
analytical tool used to build on heat map results; provides a graphical
illustration of the potential implementation timeline for the portfolio of
strategic initiatives.

• Create plan document – culminating product of the strategic planning
process.

Assess 
Current State

Establish 
Business 
Drivers

Stakeholder 
Engagement 

& Best 
Practice 

Research
Identify Key 
Initiatives

Build Heat 
Map

Develop Bubble 
Chart 

Prioritization 
Timeline

Create Plan 
Document

Strategic Planning Process
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Heat Map Analysis
As part of the 2020 Update, the City of Aurora, with support from Crowe LLP, revamped the original heat map analysis from the Technology
Strategic Plan. The heat map analysis was intended to provide the City of Aurora with a mechanism to quantifiably prioritize initiatives based on (1)
impact to stakeholders, and (2) priority against identified City of Aurora business drivers.

Due to the evolution of the IT Division and the addition of the IT Project Management Office (PMO), the original list of 58 initiatives were reclassified
and organized into 28 programs, following the vision for program management at the City. The entirety of the revised heat map analysis can be
found in Appendix A. The City continues to focus on the implementation of the original 58 initiatives; however, the revitalized heat map now more
accurately groups associated initiatives into programs. These programs are evidence of the City’s progress in implementing the original initiatives,
by strategically establishing mature and fully operational technology Programs, with the resources to manage them on an ongoing basis.

Please review the City’s Technology Strategic Plan to see the original heat map analysis, bubble chart and prioritization timeline.
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Accomplishments to date

ID Program & Initiatives

1 Enterprise Infrastructure Modernization Program: 3 3 2 3 3 3 3 3 3 1 3
2 Video Management System (VMS) Modernization Program: 3 2 1 3 2 3 3 2 3 1 3
3 City of Aurora Fiber Optimization Program: 2 1 2 3 2 2 3 2 3 2 2

4 Aurora Smart City Program: 3 3 1 3 3 3 3 3 3 3 2
5 Enterprise-Wide Application Improvements: 3 3 2 3 3 2 3 3 3 2 3
6 Enterprise Data Governance Program: 3 3 1 2 2 3 3 3 2 1 1
7 Human Resources and Finance Automation Improvements: 2 3 1 3 3 3 3 3 1 3 2
8 Civic Engagement and Brand Management: 3 2 2 3 3 2 3 3 1 1 2
9 Development Services Technology Transformation: 3 3 1 3 3 1 3 3 1 1 3

10 FOIA Software Upgrade 3 3 1 3 3 3 3 2 1 2 2

Heat Map Rankings - Potential Impact
Departments / Stakeholders

Business Drivers
One IT Customer Experience Agility & Smart Sourcing
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Accomplishments to date 

• The COVID-19 global pandemic has deeply impacted communities
across the U.S. and challenged their ability to maintain essential
services for its public. Leveraging the foundational pillars outlined
in the Technology Plan, the City navigates the potentially
adverse impacts of the pandemic, by continuing to provide
public services and maintain its Council operations through remote
platforms.

• Aurora is ‘learning to be the smartest city in America’ as it
redefines standards for public safety, for city services, for inclusive
internet access, and for innovative businesses; through exploring
public-private partnerships with its Smart Aurora Opportunity. The
city’s smart city journey also includes completing it informational
kiosk program, engaging with its youth, and launching a world-
class innovation district.

• The City accomplished a major, multi-year milestone in public
safety modernization with the successful implementation and go-
live of the new computer-aided dispatch system (CAD) and web-
based record management systems (RMS) for the Police / Fire
Departments. Additional public safety modernization projects
ensure that the City can provide state of the art communications
for its forces to provide superior incident management.
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• The City has continued to focus on cybersecurity improvements
with the implementation of a robust cybersecurity plan and
associated policies. The City conducted penetration testing to test
and address vulnerabilities; now, the City continues to focus on
addressing any necessary changes to improve Aurora’s overall
cybersecurity.

• Over the past few years, the City’s IT Division evolution has
continued to transform the way in which the City provides IT
services across local government and supports the Aurora
community. The City has created the new position: Director, Cyber
and Technology Risk.

• The City continues to substantially build capacity within the IT
Project Management Office (PMO). The goal of this effort is to
establish a strong senior leadership team to drive success within its
IT service provision, and create a focused pipeline of valuable,
impactful IT projects for implementation at the City.

• Modernizing City infrastructure, including both upgrades and
the retirement of legacy systems, is the foundation of the City’s
information technology future and a key focus of the Technology
Strategic Plan. Over the past year, the City has successfully
replaced outdated and underperforming infrastructure and
invested in resilient, new technologies.

Within the past year, the City has achieved a series of noteworthy accolades and made significant progress against the goals of the
Technology Strategic Plan. Please review the following pages for more detail on the accomplishments below and others.
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The 2020 COVID-19 Pandemic brought serious and unforeseen
challenges to our City. As we near the end of 2020, our community
understands that the fight against COVID-19 is not yet over, and that
challenges related to containing the virus and Aurora’s economic
recovery are ongoing. However, from the onset on this pandemic, City
Hall and the IT Division sought to respond safety, quickly, and
effectively to the governing challenges at hand.

• The IT Division quickly enabled a safe and supported remote
work environment for City Hall employees within weeks of
understanding the severity of the COVID-19 pandemic, including
deploying hundreds of laptops to non-public safety employees
who would now need remote work capabilities. The IT Division
supported this large-scale transition, ensuring that City employees
could work from home safely when possible while still providing
essential government services to Aurora constituents.

• In light of the COVID-19 Pandemic, City Hall opted to host City
meetings virtually, ensuring that City business would carry on
safety, efficiently, and without disruption. The IT Division
facilitated and supported remote City meetings, including:

• City Council
• Committee of the Whole (COW)
• Infrastructure & Technology Committee
• Public Health, Safety and Transportation Committee
• Finance Committee
• Building, Zoning & Economic Development Committee

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

COVID-19 RESPONSE
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Average # of 
Views Since April 
1st (fully remote) 

= 8,200

Average # of 
Views Prior to 

April 1st = 2,400

• The fully remote meeting structure also let to a significant
increase in community participation and viewership of City
Council meetings, as demonstrated to the right.

Enhanced Civic Engagement through 
Virtual Meetings 

Increase in Average Number of City 
Council Meeting Views
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• The COVID-19 pandemic emphasized the need to establish and
maintain a coordinated, real-time public communication channel
to provide community access to local COVID-19 data. City Hall
responded to this challenge by launching the City of Aurora
COVID-10 Dashboard.

• This open data website was updated daily with pertinent
information for the Aurora area, providing a real-time look into
the local COVID-19 environment for residents and visitors. This
GIS-based COVID information platform for public and City
consumption aggregated data across four (4) County Health
Departments and used demographic and zip code related data to
provide up-to-date information on direct COVID health related
impacts, and provided information on local, state, and federal
resources.

• The City of Aurora also partnered with Scientel to create the
Mobile Evaluation and Triage (MET) Unit which provided
highly-efficient, hands-off temperature screening - optimized for
a multitude of high-traffic locations. Powered by thermal cameras
from Mobotix, these devices can scan up to 60 people per minute
and are incredibly precise (providing readings within 0.4 °F
accuracy), an alert security and medical staff immediately if
there's an issue.

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

COVID-19 RESPONSE
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The COVID-19 pandemic emphasized also underscored the long-term
need for access to broadband connections, as many students were
learning virtually throughout part of the pandemic. Alongside the City of
Aurora and OnLight Aurora, Scientel launched a campaign to provide
virtual learning environments for students throughout the city called No
Child Left Offline.

This program provides connectivity for community centers in
underserved communities, building virtual learning environments for
students through a joint public-private partnership between City of
Aurora, OnLight Aurora, and Scientel Solutions LLC.

Lower-income students have less access to broadband connections and
internet-enabled devices, often hindering their ability to complete school
assignments and activities. The COVID-19 pandemic has only worsened
this issue - creating a wider gap between these children and their higher-
income counterparts. To break down barriers to education opportunities,
Scientel provided state of- the-art wireless and fiber connections to
essential community organizations that offer remote learning spaces for
low-income families.

With these upgraded systems, organizations across Aurora are now
better prepared to facilitate remote learning.

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

COVID-19 RESPONSE
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“Hesed House has always and will always be 
dependent upon the support of our

community to serve our most vulnerable 
residents…efforts such as this,

where everyone can bring their unique talents 
and passions, continue to inspire all of

us at Hesed House and more importantly ensure 
all the guests at Hesed House have

access to the tools they need to succeed.”

- Chris Cox, Hesed House's Information Technology 
Director
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Locations
Warren Cannon Community Center
Randall West Community Center
Sacred Heart-Simard Hall
Simply Destinee
APS Training Institute
Grand Blvd. Community Center
Main Baptist Church
Hesed House
Aurora Public Library –Branch 
La Quinta Kid Internet Café 



Cities earn the label “smart” when they use information, communication and technology
to make city services run better and to improve life within a city. Aurora’s journey to
become one of the smartest cities in America includes embarking on public-private
partnerships through the Smart Aurora Opportunity. This opportunity aims to infuse $300
million on smart city projects in Aurora and establish a synergistic working relationship with
technology vendors that will enable the City to enact major initiatives in a short time and
without incurring new expenses or increasing taxes.

The Smart Aurora Opportunity aims to achieve the following four goals within the first 1-2
years:

This page provides highlights from the Smart Aurora Opportunity. Visit the Appendix B for
more information.

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

SMART CITY
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Make city services 
more effective Make the city safer

Expand high-speed 
internet access for 

residents and 
organizations

Ignite economic 
growth
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SMART CITY
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Citypost – Informational Kiosks
In October 2019, the City of Aurora launched eight information kiosks known as 
Citypost. The City Council entered into a deal for the high-tech kiosks late last year 
with Smart City Media LLC of New York. These kiosks are designed to serve as virtual 
visitor centers for the almost half a million people who visit the Aurora community 
throughout the year. The City anticipates nearly $700,000 in kiosk advertising 
revenue over 10 years. Additionally, about 60 percent of the content on the kiosk 
screens will be local, either advertising by local businesses or information provided 
by the city

At the time of the Citypost launch, Mayor Irvin noted that it is fitting that Aurora is 
one of the first cities in the country to feature the kiosks, in keeping with his 
administration’s goal of making Aurora one of the smartest cities in the country. 

605 Innovation District
The 605 Innovation District is a local, leading-edge city development hub 
for the state of Illinois and beyond. Innovations Districts are increasingly 
known and common features of Smart Cities. In Aurora, the public-
private partnerships that are part of the Innovation District will continue 
to attract economic opportunity and development for our community.
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Additionally, a key element of making Aurora work smarter, is to seek opportunities to engage with its youth. The City recognizes the decisions it
makes today will either positively or negatively impact future generations, and therefore their input is critical. Two highlights from the City’s youth
engagement efforts over the last year include the following:

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

SMART CITY
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Aurora Smart City Youth Alliance
The City partnered with the Illinois Math and Science Academy, the 605
Innovation District and Bureau Gravity to host a youth alliance Think-A-Thon in
November 2019. The key takeaways from this inaugural event include:
• 75% of fastest growing occupations require STEM skills
• Community engagement is vital for success
• Digital inclusion must be prioritized
• Progress in technology fuels economic development

Tinkerworks: STEAM Enrichment Summer Programs
In collaboration with Tinkerworks, Aurora launched two pilot programs this
summer to support technology learning for its underserved youth, ages 1st

through 6th grade. Programs were fully virtual and aimed at introducing its
students to coding, robotics, 3D printing, app development, and digital
media.

City of Aurora Technology Strategic Plan – 2020 / Q1 2021 Update

Aurora STEAM Academy
What began as a pilot summer camp for 50 students has grown into a year-
round academy for more than 750 Aurora youth.  The City of Aurora is 
launching the Aurora STEAM Academy. Students in first through sixth grades 
will have a unique opportunity to explore the interconnections of Science, 
Technology, Engineering, Arts, and Math in a co-curricular after-school 
environment. 



Beginning in 2016, the Aurora Police Department (APD) and Aurora Fire Department (AFD) embarked on an intensive project to replace Aurora’s
legacy public safety technology suite, including the computer-aided dispatch (CAD), law enforcement records management systems (LE RMS),
and the fire records management system (Fire RMS). This critical effort was necessary to provide Aurora police and fire personnel with
modernized, flexible and scalable technology solutions that will grow with future needs.

As of January 2020, the City’s new public safety technology suite is live and operational. This technology investment provides significant
benefit to Aurora residents and visitors, including increased availability and better management of public information, better connectivity
between public safety systems, and improved information access for first responders.

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

Public Safety Modernization
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Additional public safety modernization initiatives include the following:

• Acquisition and deployment of 300+ mobile data terminals for both Public Safety personnel. These rugged and powerful devices are
designed to meet the challenges faced by public safety personnel, and help paramedics, police officers and fire fighters successfully carry out
their duties in a more mobile and efficient manner. The devices also support the need for fast, effective communication and information
transfer between the field and command center; and also provide vital on-scene intelligence to enhance situational awareness.

• Upgrading the Harris Radio system, the City’s Emergency Management Agency and public safety personnel’s primary communication system
between dispatch and field officers for incident coordination and day-to-day activities. The system upgrade will bring much needed
improvement to the integrated communication system that was first launched in partnership with the City of Naperville in 2009.

• Upon completion of the CAD/RMS system and the passing of a City Council resolution in August 2020, the City has embarked on the
implementation of a body-worn camera program for its Police Department. Implementation begins with a pilot program to evaluate two
proposed systems and select the system that best integrates with existing systems and meets the City’s needs. The City plans the full program
to go-live in the summer of 2021.

• Implementation of Web EOC, robust emergency management software that will heighten the City’s ability to collaborate in real time across
public safety agencies for data sharing, shared workflows for incident response.

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

Public Safety Modernization
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As part of the Technology Strategic Plan efforts, the City of Aurora has greatly focused on improving and
strengthening our cybersecurity defenses. In recent years, the public and private sectors alike have seen an
increase in the frequency and sophistication of malicious cyber activities. As such, implementing comprehensive
citywide security-focused policies and procedures, and ensuring they are adhered to, is critical.

As part of the Technology Strategic Planning process, the City outlined a series of initiatives which, upon their
completion, would continue to improve and prioritize cybersecurity. As of Fall 2020, the City has made
significant progress against these goals. A baseline cyber security assessment, which highlights potential
weaknesses and areas of cyber security risk, was completed in June of 2020. The City quickly acted on any areas
of risk highlighted in this assessment and continues to remediate issues, as necessary.

In 2020, the Water Treatment Plant (WTP) Remediation Project Team also successfully completed several 
initiatives to help reduce the risk of cyber-attacks. This includes redesigning the core network infrastructure and 
incorporating new cyber-defense capabilities such as threat detection, vulnerability management, and 
application control. Looking ahead into 2021, the team will begin migrating to the new network design and 
implementing the advanced cybersecurity protections to increase the WTP's resiliency.

The City of Aurora partnered with a Managed Security Service Provider (MSSP) in January 2021 that has a broad 
set of capabilities that allow the MSSP to contribute effectively to the City's cybersecurity program. The selected 
vendor will bring to the table a combination of people, processes, and technology that go beyond basic Security 
Operations Center (SOC) management and incident reporting. The goal of this vendor selection will be select a 
partner with a demonstrated ability to build upon the existing cybersecurity program and to proactively 
forecast, identify, and respond to cybersecurity threats facing the City.  

TECHNOLOGY STRATEGIC PLAN – 2020 / Q1 2021 Update

Cybersecurity improvements
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Cybersecurity improvements
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“The City continues to 
prioritize security. The work 
is ongoing – our goal is 
constant improvement.” 

-Leela Karumuri, Director Cyber 
and Technology Risk

Other key cybersecurity accomplishments from 2020 are noted below:

• Ongoing Security Awareness and trainings through knowBe4 platform for all employees to
manage continuing problem of Social Engineering and risk aware culture

• Designed and implemented a Cyber Security Governance Framework

• Developed fifteen (15) policies from NIST SP 800-171 support the City’s Information Security
Policy to describe how controlled Unclassified Information (CUI) will be protected

• Developed Incident Response Plan and Disaster Recovery Plan to maximize support of Mission
Essential Functions

• Developed Data Classification and Digital Protection Policy and Vendor Risk Management Policy
to protect proper management of data and vendors

• Completed all Baseline security assessments, vulnerability and Penetration testing to all City
owned critical infrastructure and ongoing remediation of the findings

• Strengthened the City’s capability to detect and respond to cyber events and enhanced
unauthorized activities after Iran and COVID issues in April 2020 via the Managed Detection and
Recovery (MDR) service

• Finalizing vendor for third party Managed Security Services and ready to implement in Q1 2021

• Enhanced new cyber defense capabilities to our critical infrastructure, City owned Water
treatment Plant’s resiliency by implementing advanced cybersecurity protections.
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Upon taking office, Mayor Irvin committed to making innovation and modernized Information Technology key focuses of his administration. To
support these efforts, the Mayor created a new officer appointments within his executive leadership team – Chief Information Officer.
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IT Division Evolution

21

Chief Information 
Officer

Deputy Chief 
Information Officer

Executive Assistant

Director Infrastructure 
& Operations

Director Data & 
Analytics GIS Manager Director, Cyber and 

Technology Risk PMO Manager Service Desk

As part of this evolution, the Mayor and his new IT leadership team set out to merge previously decentralized IT divisions into one new,
centralized IT Division that aligned with a 21st century municipal model – one that focuses on providing innovative solutions for its clients and
constituents.

Over the past two years, the IT Division has continued to evolve with the additional, critical roles focused on security, project management, and
others. Please see the updated organization chart to the right. New positions as of 2018 are highlighted in gold.

City of Aurora:
Centralized IT Division Structure
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IT’s evolution over the past two years has also included the development of best-in-class operational frameworks or roadmaps for the following
services delivery areas – Operational Efficiency, Service Management, Data Analytics, Cybersecurity as summarized below, and Project
Management Office found on the next page.
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IT Division Evolution
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Improve Operational Efficiency

Enhance Service Management

Data Analytics

Cybersecurity
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In 2019, the IT Division initiated a partnership with Marketplace.city, an online portal that supports the City’s ability to source, validate and
procure technology solutions faster and more efficiently. The online tool supports the City from smaller tech pilots to larger IT procurements
that used to take City staff considerable time and effort to complete. The City gains access to information on government technology
companies, their work in peer cities, pricing and contract vehicles to support efficient sourcing and procurement.

By leveraging this solution, the City is able to achieve the following benefits and operational efficiencies:

• Cost savings, the City has anticipates achieving an estimated $750,000 over the contract lifecycle

• Enhanced efficiency and reduction in staff effort, approximately 70-100 personnel hours per project

• Shortened cycle time, reducing procurement process by an estimated 6 months or more

• Reduced risk, by providing access to real time government client data

• Customer experience, by providing access to a network of existing client references and piggyback contract opportunities

• Process standardization, build on clear and defined steps with consistent outcomes

To date, the City has initiated and/or completed 14 technology projects through Marketplace.city.
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IT Division Evolution
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One of the guiding principles of the IT Division evolution outlined in the Technology Strategic Plan is the "One IT” concept, which focuses on
creating cooperative and collaborative IT service provision. A critical component of this model was the City of Aurora’s 2018 establishment of a
IT project management office (or ‘PMO’).

Over the past year, the Project Management Office has significantly matured and expanded its capacity. Currently, the PMO portfolio
includes over 50 IT specific projects across the city from one centralized department. The PMO has a series of qualified project managers and
analysists who together, have established a consistent customer experience methodology, standardized processes, and increased the success
rate of implementing strategic initiatives.

A key factor to the success of the IT PMO is implementing a framework and governance model. The summary above illustrates the four main
phases for the PMO’s project management methodology, and the foundational tenets of communication and cybersecurity and technology risk
management. This framework and governance model will guide the City through the implementation of all technology programs, projects and
initiatives.
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IT Project Management Office (PMO)
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IT PMO Framework Overview
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Through implementation of the Technology Strategic Plan, the City
has continued to focus on modernization by replacing outdated and
underperforming systems and focusing on widely-accepted best
practices for excellent service provision and community engagement.

Within the past year, the City has focused on the implementation of
key upgrades such as the Microsoft Office 365 migration and the
Enterprise Resource Plan migration to the Cloud. Both of these efforts
are underway and will enhance performance while providing
additional support for mobility and collaboration.

The City also chose to focus on online accessibility for city
government services. This was a critical avenue to remaining relevant
and connected to the public during the COVID-19 pandemic and
beyond. Over the next 3-5 years, the City remains committed to
offering more online services for its employees, constituents,
businesses, and visitors, including:

• An online business registration portal
• Online bill payment
• GovQA – a public facing Freedom of Information Act (FOIA) and

public records request portal
• Human Resources and Division of Finance system upgrades –

purchasing, time and attendance payroll, and an online benefits
enrollment portal

• Consolidated service desk to support employees citywide

Finance and Budgeting System Upgrades
•The City updated to the Local Government Finance Pro Software 
– a CentralSquare platform which is anticipated to reduce costs 
long-term by creating efficiencies and reducing paper needs.

Internal Instant Messaging
• Enterprise-wide messaging system that allows for instant, online 
communication between Divisions. 

Document Management System
• Software used to track, manage and store documents and 
reduce paper.

Constituent Management Tools and Resources (CRM)
• A system to track constituent contact points and concerns.

Workflow Management Platform
• A software application designed to help users in collaborating 
and automating processes, as well as in defining different 
workflows.
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Stakeholder Engagement 
Through a combination of interviews and surveys in 2018, the City collected initial feedback from stakeholders to shape the short and long-term
vision for technology prioritization, and understand key services, strengths and areas of improvement for the IT Division. In 2020, the City
recirculated this survey. Among other questions, respondents were asked to detail their interactions with the IT Division, highlighting the breadth and
depth of service provision (see chart below).

Additionally, the 2020 survey results found that the majority of
respondents report Very Satisfactory or Satisfactory IT Division
customer service. While most participants are “Satisfied” or “Very
Satisfied” with their overall customer service experience with the IT
Division, the IT Division is committed to continuous improvement.

Moving forward, the IT Division will continue to solicit feedback via
surveys as a useful mechanism to align with the City’s operational
roadmaps and improve our approach to providing high quality, consistent
customer service for local Aurora government and for constituents. The
City aims to conduct this survey on an annual basis, in addition to
conducting ad hoc surveys as needed at the close of major IT projects and
other initiatives.
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2020 Customer Satisfaction Survey

Which services provided by the IT 
Division have you used in 2020?
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In Conclusion
The City of Aurora is proud of our progress thus far against the Technology Strategic Plan; however, we recognize there is more work to do to
accomplish our stated goal of making Aurora a regional leader in technology. Technology investment and improvements will continue to
require significant, coordinated efforts across the City. As we look to the future, the IT Division is planning for the following projects over the
next 1 – 2 years. This table also reflects some of the completed work from 2020.
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What’s Next

2020 2021

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

Onboard 3rd

party managed 
security Finalize full 

support model 
for CAD/RMS

911 NextGen 
Upgrade

Update User 
Awareness 
Program / 
Training

Finalize VMS 
Updates

Launch Smart 
Aurora P3

Microsoft 365 
Exchange & 
Office App 
Migration + 
InTune Mobile 
Device 
Management

Complete 
DocuSign 
Update

Benefits 
Enrollment & 
Administration 
Upgrade

Go-Live of 
CityPost Kiosks

MVPS 
Automated 
License Plate 
Recognition 
(ALPR) Project

Go-Live for 
CAD/RMS

Completion of 
Thrive Center IT 
Implementation

Expansion of 
Fiber Ring

Go-Live of 
TrakIT 
Community 
Services 
Developmen
t Tool

Public Safety 
(GETAC) Laptop 
Upgrade

Go-Live of 
Grants 
Management 
Software

Convert 
Credit 
Card 
Processing 
to EMV 
Machines

GovQA FOIA 
Software 
Upgrade

Harris Radio 
Console 
Upgrade

Managed 
security 
vendor

City of Aurora Technology Strategic Plan – 2020 / Q1 2021 Update

Police body-
worn cameras

Microsoft 365 
SharePoint 
deployment

Microsoft 
Teams 
Rooms

eTRAKiT
CRM and 
mobile app
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APPENDIX A

HEAT MAP ANALYSIS 2020 Update

ID Program & Initiatives

1 Enterprise Infrastructure Modernization Program: 3 3 2 3 3 3 3 3 3 1 3
2 Video Management System (VMS) Modernization Program: 3 2 1 3 2 3 3 2 3 1 3
3 City of Aurora Fiber Optimization Program: 2 1 2 3 2 2 3 2 3 2 2

4 Aurora Smart City Program: 3 3 1 3 3 3 3 3 3 3 2
5 Enterprise-Wide Application Improvements: 3 3 2 3 3 2 3 3 3 2 3
6 Enterprise Data Governance Program: 3 3 1 2 2 3 3 3 2 1 1
7 Human Resources and Finance Automation Improvements: 2 3 1 3 3 3 3 3 1 3 2
8 Civic Engagement and Brand Management: 3 2 2 3 3 2 3 3 1 1 2
9 Development Services Technology Transformation: 3 3 1 3 3 1 3 3 1 1 3

10 FOIA Software Upgrade 3 3 1 3 3 3 3 2 1 2 2
11 Digital Inclusion Program: 2 2 1 3 3 2 3 3 1 3 1

12
Tower Revenue Project (Managed Services of Small Cell 
Communication Towers / Leases at City-owned Facilities)

2 3 1 3 2 1 1 2 3 3 2

13
eGovernment: Increasing Online Services (e.g. online payment 
for all needs)

2 3 1 3 3 2 3 3 1 1 1

14
Business Registration Program Implementation (Policies, 
Procedures, and Technology)

2 3 1 2 3 1 2 3 3 2 1

15 Geographical Information Systems (GIS) Program: 3 2 1 3 2 3 3 2 1 1 1
16 Technology Contract Review Analysis Cost Optimization: 1 3 1 2 2 1 1 3 2 3 3
17 Next Generation 911 (Expanding Capabilities of 911 System) 3 1 1 2 2 2 3 2 3 1 1

18
Explore Possible Refresh for Legislative Management System 
(Granicus)

2 3 1 2 1 1 2 3 2 1 1

19 Public Safety Equipment Updates: 1 2 1 2 1 1 2 2 1 1 2

20 Cybersecurity Plan Implementation: 2 3 1 3 2 3 3 3 1 1 3

21 Enterprise Technology Asset Tracking and Lifecycle Management 2 3 1 2 2 3 2 3 1 1 3

22 Content Management Governance 2 3 1 3 3 1 2 2 1 1 2
23 Email Retention Policy Implementation 1 3 1 2 1 3 1 3 1 1 2

24 Citywide Digital Strategy (Data and Analytics Strategic Plan goals): 3 3 2 3 3 3 3 3 2 2 2

25  IT PMO Maturity Model: 3 3 3 3 3 3 3 3 1 1 3
26 ITIL Based Culture (V3): 3 3 3 3 3 3 1 3 2 1 3
27 Workforce Development (Recruiting, Training, Retention) 2 2 3 3 1 2 1 3 1 1 3
28 Tech Education Meeting Group: Training and Knowledge Share 3 2 2 2 2 3 1 2 1 1 1

Governance / Security (or Governance, Data & Security)

IT Management

Heat Map Rankings - Potential Impact
Departments / Stakeholders

Business Drivers
One IT Customer Experience Agility & Smart Sourcing
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APPENDIX B

Smart aurora opportunity
The following section provides additional highlights about the Smart Aurora Opportunity:
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