
Business Process 
Improvement 
Better through Partnerships 
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Background 
City of Glendale 

230,482 citizens; ~1800 FTE; ~$579M budget 
 IT staff of 29; $6.9M budget 
Diana – DCITO  

City of Avondale 
76,238 citizens; ~500 FTE; ~$160M budget 
 IT staff of 15; ~$3.5M budget 
 Two-time Digital City of America 
Rob – CIO 
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Why IT & Innovation 
Access to Entire Organization 
Valued Change Agents 
Technology is Force Multiplier 
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Why Now? 
Crisis 
Line Level Up 
Strategic Direction Down 
The New Norm 
More Technological Workforce 
Change Delivery or Cut/Reduce Service 

http://www.glendaleaz.com/index.cfm�


Sponsor 

Facilitator 

Customer 

Subject Matter Expert 

Advisor 

LEAN 
What Is It? 
Why and How Glendale Uses 
Saved 18k+ Staff and 24k+ 

Customer Hours 
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Strategic and Operational 
Innovate Improve Sustain 

Executive 
Down 
(Strategic) 

-Go Online 
-Go Mobile 

-Save $ 
-Save Time 

-New Platforms 
-New Skills 

Line Level Up 
(Operational) 

-Better Tools 
-Process Leaps 

-Iterate 
-Communicate 

-Train 
-Support 

Capture All Sides 
Sponsors + Functional + Technical 
Keep Checking In 
 IT Enables and Sustains the Leaps 
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“The first rule of any technology used in a 
business is that automation applied to an 
efficient operation will magnify the 
efficiency.  The second is that automation 
applied to an inefficient operation will 
magnify the inefficiency.”  
–Bill Gates 
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Examples 
SaaS/PaaS Approach 

 IVR voice services 
 Assistance Registration 
 Utilities Disconnections 
 Garbage Service Notifications 

MyAvondale 
 End-to-end mobile app for case submittals 
 Handles requests and staff work reporting 
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Examples 
Platform Approach 

SharePoint–Collaboration, workflow, and 
document management resource 
 Enterprise document management and search 
 Request for Legal and Procurement Services 
 Budget Actions 
 Agenda Prep 
 Many Others… 

Glendale SharePoint Online 
 Fast launch with less cost 
 Easy back-end management 
 Comes with trade-offs 
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Examples 
Platform Approach 

Kronos 
 Biometric clock-ins and time approvals 
 More accuracy, less memory 
 Payroll costs fell ~$700K per year 
 Next: Union time rules 

http://www.glendaleaz.com/index.cfm�


http://www.glendaleaz.com/index.cfm�


Examples 
Niche Approaches 

Electronic-only Agendas and Council Packets 
 Green IT initiative 
 Reimbursement program = 15% of enterprise 
 -700,000 prints/year 
 ~$19,000/year in savings 
 $20,200 starting cost, $8,000/year ongoing 
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Examples 
Niche Approaches 

Digital Fire Safety Toolbox 
 Functional champion 
 iPads loaded with a library of digital content– 

videos, photos, and documents 
 Engage and educate in inspections and 

planning 
 Tracks prevention, protection, firefighting, hazmat 
 Access construction plans, annotate/add photos, 

email docs, record statements, update reports 
 Conduct firefighter preplanning, fire safety 

program 
 

http://www.glendaleaz.com/index.cfm�


http://www.glendaleaz.com/index.cfm�


Examples 
Custom Development Approach 

ASPECT Budget System 
 Budget submittals 
 Departmental narratives and performance 
 Supplemental budget requests and rankings 
 Automates assembly of Budget  1 FTE 

Risk Management System 
 All-electronic records 
 Popular with insurance carriers due to speed 

and accuracy 
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Examples 
Custom Development Approach 

 Follow Your Money 
 Detailed financial transactions 
 Budget versus actual for revenues and 

expenditures 
 Saves 6,600+ staff hours annually 
 Instant access to information 
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The Keepers 
Executive Support Clears the Path 
Teams Accomplish the Work 
Capture Executive and Operational Views 
Sustain  Not One-Time Efforts 
Run with Those Who Will Run with You 
Share with the Government IT Community 
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Goal of Process Improvement 
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Contacts 
Avondale 
 SharePoint 

 Jimmy Leffew – jleffew@avondale.org  
 Fire Inspections 

 Roger Parker – rparker@avondale.org  
 Tablets; XaaS; IVR 

 Rob Lloyd – rlloyd@avondale.org  
Glendale 
 LEAN; SharePoint 

 Diana Bundschuh – dbundschuh@glendaleaz.com  
 LEAN 

 Jean Moreno – jmoreno@glendaleaz.com 
 SharePoint 

 David Timm – dtimm@glendaleaz.com 
 Follow Your Money 

 Christian Polintan– cpolintan@glendaleaz.com 
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Questions? 
Diana Bundschuh, DCITO 
City of Glendale 
dbundschuh@glendaleaz.com 
 
Rob Lloyd, CIO/Director 
City of Avondale 
rlloyd@avondale.org  
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