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PURPOSE

			

IT STRATEGIC PLAN
Placer County Vision
“To be a county government known for providing
exceptional local and regional leadership, that works
in partnership with the community to develop creative
solutions to the diverse issues facing our region, and
bestows to current and future generations even better
communities in which to live, raise families, work,
vacation, and conduct business.”

Placer County Mission
“To provide responsive, efficient and effective public
services that promote the health, safety, well-being
and prosperity of our citizens while protecting our
environmental resources and preserving the rich
heritage of our region.”

2021
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Information Technology Department
Mission
To cost-effectively provide a wide range of
technology services essential for customer
departments to efficiently deliver quality and timely
support to the citizens of Placer County.

EXECUTIVE
				 SUMMARY
The Information Technology Strategic Plan sets the
strategic direction for the department and provides
an executive vision for the evolution of technology
services for the next three years. This document will
review some of the successes from our previous
strategic plan while also outlining the initiatives that
will be our key priorities over the next planning cycle.
We have made significant strides in the areas of
cloud enabled applications and remote workforce
enablement in the past several years. The Workday
Enterprise Resource Planning (ERP) system successfully
replaced our legacy financial management, payroll,
and human resources applications and for the first
time, brought all critical enterprise transactions into
a single consolidated application. Because of the
county’s forward-thinking investment in this system as
well as other investments in secure remote access
infrastructure, we were well positioned to convert to a
majority-remote workforce during the unprecedented
COVID-19 emergency in early 2020.

As we look to the future, we anticipate that some
changes will be here to stay. In particular, the pivot to
a remote or partially remote workforce, the growing
concern of information security, and how to provide
high quality services to citizens through electronic
channels that were previously conducted only in
person. We will also focus on operational readiness
in a changing technology landscape, building
resiliency and flexibility to accommodate technology
changes that impact our infrastructure and keep our
digital environments secure.
We invite you to review this 2021 Information
Technology Strategic Plan to learn more about how
this future will be built.
Jarrett Thiessen
Chief Information Officer
Adopted: July 6, 2021

This emergency has accelerated many technology
projects and required County departments to
reimagine how they provide services in a postpandemic world. At every level, the Information
Technology team has worked to pivot, expedite,
enable, and empower staff to continue providing
high quality services in new ways, often through
remote collaboration or remote service delivery. We
are tremendously proud of the exceptional work
completed by the Information Technology programs
during the past year in support of County operations.
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BACKGROUND
				
Since the first Board approved Information Systems
Master Plan of 1989, the County has pursued
increased efficiency by utilizing leading edge
technology. As technology and services requirements
changed, subsequent plans followed to continue the
improvement of services provided to the County and its
citizens.

The County has a rich history of supporting information
technology initiatives. With the insight and leadership
of the Board of Supervisors, sound investment decisions
consistent with industry best practices have led to a robust
and reliable enterprise-class, technology infrastructure. The
Board’s support of technology initiatives has allowed for
efficient delivery of services and has set the County apart
as a leader in innovation.

INFORMATION TECHNOLOGY TIMELINE
1989
MASTER PLAN ADOPTED

1994
POLICY STATEMENT APPROVED

2002
STRATEGIC PLAN UPDATED

2011
STRATEGIC PLAN UPDATED

2017
STRATEGIC PLAN UPDATED

2021
STRATEGIC PLAN UPDATED

As with preceding plans, the 2021 IT Strategic Plan was designed to pursue innovation, increase efficiencies, and
improve services. The plan was developed after researching emerging technologies and examining the needs of
County departments and its citizens. This strategic plan supports our County’s Critical Success Factors, and through
its implementation will contribute widely to the Innovative, Integrated County Services Factor.
6
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2017 INFORMATION
TECHNOLOGY STRATEGIC
INITIATIVES

				 			
The five initiatives in the 2017 IT Strategic Plan
provided direction to technological efforts and
projects from 2017 – 2020. All five included projects
which improved efficiencies in County operations and
public services. The countywide projects listed below
were completed and have had a significant impact
on how the County now operates.

Service Delivery Innovation

Business Automation
 Electronic Records Management
 Microsoft Office 365
 Personnel Action Form Automation
 Workday ERP Replacement

Information Security
 Adopt Information Security Program
 Develop Countywide Security Policies

 Countywide Interoperable Radio Network Project

 Create Security Procedure Review Process

 Disaster Recovery-as-a-Service

 Network Access Control Implementation

 Microsoft Office 365

 Endpoint Data Loss Prevention

 Windows 10 Upgrade
 Workday ERP Replacement

Cloud-based Technologies
 Cloud-Ready Network Architecture Project
 Disaster Recovery-as-a-Service
 Microsoft Exchange Online
 Microsoft Office 365
 County Website Initiative
 Workday ERP Replacement

Accessible Government
 Closed Captioning
 eSignature
 Electronic Records Retention
 GIS/ESRI
 HD Video
 Placer Connect Extension
 Web Chat
 Website Transition

7

2017 INFORMATION TECHNOLOGY
STRATEGIC
				 PLAN SUCCESS STORIES
During the tenure of the 2017 IT Strategic Plan, there were many successes. This section highlights those that are
especially noteworthy.

Ask Placer Chatbot

Accessible Government: In collaboration with the Community
Development Resource Agency (CDRA), the Information Technology
Department (IT Department) created a virtual agent to provide another
communication channel for citizens. The Ask Placer Chatbot now allows
anyone, anywhere, to get the information they need through their
smartphones or smart home devices. This is especially helpful for those
without immediate access to a computer such as the traveling public or a
contractor working on-site. The program has been an opportunity not only
to explore new technology but to provide a convenient way to access
County information.

Center for Digital Government Digital Counties Survey
Accessible Government: Placer County placed third
in 2019 and fourth in 2020 in the national Digital
Counties Survey in the 250,000 - 499,999 population
category. The survey identifies the best technology
practices among U.S. counties, including initiatives that
streamline delivery of government services, encourage
open data, collaborate and share services, enhance
cybersecurity, and contribute to disaster response and
recovery efforts.
In 2019, the County was recognized as the first
local government in California to deploy an artificial
intelligence (AI) chatbot, Ask Placer. The chatbot was
programmed with question-and-answers to frequently
asked inquires and was integrated with the County’s
Geographic Information System (GIS) to provide
residents with zone and parcel information.
Placer County was recognized in 2020 for its response
and strategies when confronted with the COVID-19

Pictured left to right: Michael Spak, Information Technology Manager;
Michael Woo, Information Technology Analyst; & Todd Leopold, County
Executive Officer

pandemic. The IT Department and its partners were able to
shift over 70 percent of the County’s workforce to telework
almost immediately, stand up a call center to filter the
public’s pandemic-related inquiries, and create internal and
external dashboards offering pandemic information.

“OUR IT DEPARTMENT’S LEADERSHIP AND IMPLEMENTATION OF A ‘CITIZENS-FIRST’ APPROACH TO
SERVING AND SUPPORTING OUR CONSTITUENTS IS IN LINE WITH OUR COUNTY’S PRIORITIES,” SAID
PLACER COUNTY EXECUTIVE OFFICER TODD LEOPOLD. “I AM VERY PROUD OF OUR IT DEPARTMENT’S
ACCOMPLISHMENT – THIS ACCOLADE IS WELL DESERVED.”
8
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GIS (Geographic Information System)
Accessible Government and Service Delivery Innovation:
The County began centralizing the GIS architecture and
licensing to allow for a more streamlined approach.
This has allowed departments and programs that are
typically underserved expanded and improved access to
GIS technology. The IT Department’s GIS services were
instrumental in offering informational dashboards during
both the COVID-19 pandemic and the 2020 Public
Safety Power Shutoffs. During the COVID-19 pandemic,
up-to-date information was available to the public on
the County’s website. GIS services were also used to
map local organizations receiving Placer Shares grant
funding to assess where future funding was needed in the
community. A County specific map of the Public Safety
Power Shutoffs provided logistical support to the Office of
Emergency Services and offered the public an additional
informational resource.

Human Services Management Dashboard
Service Delivery Innovation: The management team of the
Human Services Division was collecting data from various
sources and manually entering data into a spreadsheet
for analysis. To streamline the business process and help
the team with analysis, the IT Department developed
a master dashboard with automated data storage.
The dashboard eliminated manual processes reducing
time, increasing productivity, and providing insights for
decision-making.

Information Security
Program and Policies
In 2019, the Board of
Supervisors approved a
full suite of security policies
strengthening the County’s
commitment to cybersecurity. Following federal guidelines,
these comprehensive policies adhere to the security
industry’s best practices. With the approved policies, an
Information Security Program was formally established.
The program’s goal is to ensure the functional needs of
the County securely by safeguarding the confidentiality,
integrity, and availability of its informational assets.

Placer Shares
Eats and Drinks:
Restaurants Receive
COVID-19 Funds
Service Delivery Innovation:
Using an online form tool, the County distributed
over $650,000 dollars to help 593 local restaurants
financially during the COVID-19 pandemic.
The Board of Supervisors along with several departments
teamed up to produce an automated online process on
the public website. The new process allowed restaurants
to apply for and receive funds online. The application
form was developed in only three weeks, and included
functionality for internet access, digital signatures,
attachments, intake forms and process routing between
departments.
Subsequently, a business analytics tool produced
dashboards and reports. This allowed County leaders
to conduct a trend analysis and to generate targeted
communications resulting in the increase in restaurant
participation.

Shifting to a Remote Workforce during the
COVID-19 Emergency
Service Delivery Innovation: With the COVID-19 crisis, the
IT Department increased its remote access capabilities to
support 2,000 employees working from home through
a secure Virtual Private Network (VPN). Before the crisis,
the infrastructure only supported 50 concurrent VPN users.
A secure Remote Desktop Gateway was established for
employees to reach their work computer from their home
computer. A variety of video conference options were
deployed to maintain communications with colleagues,
customers, and clients. The County’s workforce continued
to serve the public while sheltering in place at home.

IT STRATEGIC PLAN | 2021
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Website Transition
Accessible Government and Cloud-based
Technologies: The County transitioned its public
website www.placer.ca.gov from an internally
administered content management system (CMS) to
a software-as-a-service (SaaS) solution. Through a
SaaS model, the provider implements, supports, and
hosts any current and future technological advances to
deliver and maintain a fully operational website.

The County’s public website is a critical
communication tool and must provide current and
valuable information but also be easy for citizens to
use. The improvements in the site have allowed the
County to keep content relevant and maintain industry
best practices web design. The new website has
delivered a positive public impact while utilizing an
effective cloud-based solution.

“OUR TEAM HAS DEMONSTRATED THAT TECHNOLOGY SOLUTIONS
CANNOT BE SILOED. INSTEAD, PARTNERSHIPS WITH BUSINESSES
PROVIDE THE INNOVATIVE SOLUTIONS NEEDED TO SERVE PLACER’S
CONSTITUENTS.”

— JARRETT THIESSEN,

CHIEF INFORMATION OFFICER

10 IT STRATEGIC PLAN | 2021

Workday ERP
During the tenure of the 2017 IT Strategic Plan, the
Workday ERP Replacement project was launched
and completed. The project fell within several IT
strategic initiatives and replaced the legacy financial
management, payroll, and human resources applications
with Workday, creating a consolidated and fully
integrated enterprise resource planning system. Project
impacts were significant and far reaching, requiring the
redesign of our chart of accounts and the complete build
out of all core financial, payroll and human resource
functions within the new system.

When the COVID-19 emergency arose in early 2020,
the County workforce was able to transition seamlessly
to remote work in large part because of the investments
made in Workday operational infrastructure. The County
was able to continue daily financial, payroll and human
resources operations without interruption during an
exceptional time.

This project was a true partnership between all County
departments and a large-scale countywide effort.
Some of the project’s key benefits to the County and its
employees include:
 Automation of business processes to eliminate paper
 Streamlined transactional workflows
 Online task, transaction, and time approvals
 Improved visibility of key financial, payroll and
human resources data for decision makers
 Expanded self-services for employees including time
entry, benefit enrollment and personal information
changes
 A transition from on-premises hosting to a softwareas-a-service (SaaS) solution

IT STRATEGIC PLAN | 2021
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TECHNOLOGY
GOVERNANCE
			
Technology Governance for Placer County ensures
technology projects are properly aligned with the
County’s organizational goals and objectives as well
as the IT Strategic Plan.
The Board of Supervisors provides vision, direction
and oversight for strategic and transformative
information technology initiatives. Their initiatives are
incorporated into the IT Strategic Plan.
Technology Governance Committees are responsible
to ensure technology projects are aligned with the IT
Strategic Plan.

Executive Technology Steering Committee
 Defines and provides guidance for the
development and support of the organizational
strategic plan.
 Ensures the IT Strategic Plan is aligned with
organizational goals and objectives.
 Provides recommendations to the Board of
Supervisors regarding the IT Strategic Plan.
Leadership Committee
 Reviews and proposes updates to the IT Strategic
Plan to the Executive Technology Steering
Committee.
 Ensures all system requests are aligned with the IT
Strategic Plan.

Project
Requests

Technology
Working
Committee
County
Departments

Project
Intake

Project
Submissions

BRM
Office
Project
Requests
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Technology Working Committees
The Technology Working Committees are advisory
groups that are organized around specific
technology subject areas or applications on an asneeded basis. These Working Committees source,
propose, and evaluate recommendations for new IT
projects in partnership with the Business Relationship
Management (BRM) Office.

The following overview describes the approval
process:
 Project proposals are developed by either a
County department or a technology working
committee
 Project requests are then submitted to the
Leadership Committee for approval
 Leadership Committee approved projects are
then presented to the Executive Technology
Steering Committee

The IT Department’s BRM Office ensures new
technology project proposals are aligned with
the IT Strategic Plan. The BRM Office assists
the Technology Governance Committees in
understanding the objectives and justification of
new department proposed projects prior to their
approval.

 Approvals by this committee are then submitted
to the Board of Supervisors
Technology governance utilizes this approval
process to conduct a comprehensive review in
order to ensure projects include:

Project Approval Process
A project approval process has been established
to streamline projects through the Technology
Governance process as well as align new
proposals to the IT Strategic Plan.

 Business requirements
 Funding source
 Resource requirements
 Ongoing maintenance requirements and
 Implementation schedules
The approval process also ensures projects are
aligned with the Strategic Plan and its initiatives.

Project
Approval

Leadership
Committee

Executive
Technology
Steering
Committee

Project
Approval

Board of
Supervisors

Project Approval Process Workflow Diagram
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2021 INFORMATION
TECHNOLOGY
STRATEGIC
			 		 INITIATIVES
This section will describe in detail the strategic initiatives that will be our
direction for the upcoming three-year planning cycle. We have identified
seven strategic initiatives for the 2021 IT Strategic Plan:
1. Online Services Expansion for Citizens
2. Rural Broadband Advocacy
3. Anywhere Operations for Employees
4. Maximizing the Power of Data and Data Analytics
5. Information Security and Business Information Ownership
6. Building a Network for the Future
7. Service Optimization and Business First Culture
For each initiative, a budgetary estimate is included that will vary considerably
depending on which projects are selected and available funding during the
annual budget cycles. Initiatives were identified through careful analysis and
consideration of emerging opportunities and the evolving global technology
landscape.

IT STRATEGIC PLAN | 2021
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1. ONLINE SERVICES EXPANSION
FOR
CITIZENS
			
Initiative Short Definition
Expand online services through web and mobile
solutions to fully serve and benefit County citizens.

Online Services Expansion for Citizens
An online service allows a citizen to complete a task
efficiently and effectively through a website, a voice
assistant, or a mobile application using the internet.
Online services can provide constituents the
necessary forms for transactions through the public
website or their smartphones. Using voice assistants
like Amazon Alexa or Google Assistant, citizens can
easily have questions answered without the need to
speak to County representatives or search a website.
These technologies have become necessary to fully
service the increasingly mobile public.

16
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Business Case for Online Services
Expansion
With 90% of the U.S. population using the internet,
enabling online services is essential in meeting citizen
expectations. Multiple channels such as webpages,
smartphones, and voice assistants provide the variety
of options citizens have come to expect. Interactive
technologies such as proactive messages and
reminders sent to citizens are becoming the norm.
Further expansion of these technologies is needed to
maintain the level of service expected from citizens.

Technology Projects and Efforts
These projects and efforts will expand the online services
available to County citizens.
Automated Forms and Workflow
 Replace current website forms with interactive forms and
automated workflows
 Integrate forms with major County applications
 Further implement online payment options
Website Expansion
 Ensure continued ADA compliance
 Identify PDFs currently on the web for migration to transactional forms
and workflows
 Increase webpage analytics to improve citizen engagement
Chatbot (voice recognition) Enhancements
 Continue to incorporate and leverage the County’s website and data
 Engage social media and messenger apps
 Incorporate agent assist and interactive voice response to connect
citizens to County representatives
 Build out platform infrastructure for full administration and security
Mobile App Refresh
 Replace the Placer Connect mobile application to provide a full-service
mobile platform
Digital Citizen ID
 Develop citizen hub to store basic information (when an optional citizen
account is established) to preload transactions for their convenience

Budgetary Estimate
Budget will depend on the analysis and prioritization of projects identified by individual departments as business
needs evolve. Wherever possible, the IT Department will apply shared solutions to new business requirements to
help consolidate costs and standardize delivery methods. Budget impacts may include new project implementations,
licensing costs, and staff development time.
Estimated 3 Year Expenses: $500,000
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2. RURAL BROADBAND
ADVOCACY
			

90

%

OF THOSE IN UNDERSERVED
AREAS INDICATE SERVICE IS
LESS THAN SATISFACTORY

Initiative Short Definition
Explore options and new opportunities to advocate
for improved and expanded internet access
throughout Placer County’s rural communities.

Rural Broadband Advocacy
Now more than ever, the lack of reliable and
powerful internet for some of our communities is an
acute issue for our county residents. The COVID-19
emergency shifted many households to in-home
learning and work-from-home setups that have been
extremely challenging to navigate where internet is
poor or lacking completely.
In the fall of 2020, the IT Department issued a
community broadband survey to determine the
current state of internet service across the county and
the level of satisfaction with current providers. The
survey revealed that many residents are dissatisfied
with their current internet options and over 20% of
survey respondents had poor quality or no internet
availability at their residence.
To assist with this effort the IT Department plans to
explore new opportunities and creative options to

18
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support the growth and expansion of Internet Service
Provider (ISP) buildout within the community. We will
carefully monitor and engage grant opportunities that
become available at the federal and state level for
broadband programs. The IT Department will pursue
multiple solution channels simultaneously to provide
as many options as possible to as many residents as
possible on an expedited timeline.

Emerging Technologies
5G
5G is evolving wireless and cellular
technology that operates at high bandwidth
within close range of signal source.
Currently, there are limitations to consumer
availability for this service type. New service
options will continue to become available
as cellular companies add capacity for this
type of service.
Satellite
Satellite technologies are rapidly improving
and may offer the best solution for coverage
of the county’s most rural areas. Because
there is no need to run cable or to set up
localized signal boosters, these technologies
can support locations where the established
infrastructure is limited. The IT Department
will continue to monitor these technologies
to determine whether the County can create
program support to facilitate their expansion
in our region.

Fixed Wireless
Wireless providers provide line of sight
service in underserved areas today. This
is another option that may assist the most
remote customers in the county. There are
several providers currently expanding service
options for this channel.
Expanding Fiber and Cable
Infrastructure
Traditional fiber and cable are reliable and
consistent but require significant investment to
expand the network required for this type of
internet service.

Budgetary Estimate
Budget will depend on the evaluation of promising
initiatives and may include cost share or grant
programs to support and incentivize the construction
and expansion of new service provider options for
underserved regions of the county.
Estimated 3 Year Expenses: $500,000 + Grant
Funding

3. ANYWHERE OPERATIONS FOR
EMPLOYEES
			
Business Case for Anywhere Operations

Initiative Short Definition
Work anywhere with secure seamless functionality for
all core business operations.

Anywhere Operations
Technology solutions included in the 2021 IT Strategic
Plan provide opportunities for the County to expand
its mobile workforce. Implementing technologies to
optimize employees’ telecommuting experiences will
increase productivity and efficiencies. Technology
solutions are also essential to securing and leading
the expanding mobile workforce.

During two catastrophic events, the IT Department
assisted the County in maintaining public service
operations. First, California experienced several
devastating wild-fire seasons. As an at risk region,
Placer County was affected by the Public Safety
Power Shutdown (PSPS) events losing power to
some of its facilities in 2019 and 2020. Second,
the County like many other government entities was
faced with the coronavirus pandemic. This required
over 70% of the workforce to convert to a teleworking
presence in a matter of a days for an extended
period.
During these events, the County’s current cloud
application infrastructure allowed critical public
services to remain fully operational and its other
services to remain open through virtual presence.
It has become increasingly evident that employees
need the ability to perform job functions outside of
the traditional office setting.
IT STRATEGIC PLAN | 2021
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During this plan’s tenure, the effort to expand
mobile functionality to all core applications
will continue. Technologies will further optimize
employees’ telecommuting experiences. Through their
implementation, employees will be able to: transition
between devices (mobile to laptop); communicate,
collaborate, and manage tasks from a single
platform; and work securely from anywhere.

Technology Projects and Efforts
Mobile Access: Beyond the Desk
Implement mobile functionality to the
Workday Financial and Human Capital
Management Systems to increase efficiencies
through mobile device access and approvals.
Expansion of Cloud Technologies
Utilize cloud technologies where feasible
to core applications, servers, and security
access.
Consolidated User Experience
Reinvent the user experience with
consolidated dashboards for ease of use,
convenience, and efficiency.

Dynamic Security
Continually improve the security platform
to meet the dynamic needs of the mobile
workforce by enabling secure cloud access to
core applications.
Device Program Improvements
Redesign mobile phone and laptop
deployments to pre-provision devices and
streamline the ordering and management
processes. Expand soft phone technologies to
conduct all telecommunications remotely.
Reimagined Leadership and Training
Build complementary technology training for a
distributed workforce. Develop best practices
and associated aid applications to lead and
manage remote teams.

Budgetary Estimate
Budget will include asset investments in laptops,
software licenses and security provisioning to protect
a distributed workforce.
Estimated 3 Year Expenses: $1–2 Million

4. MAXIMIZING THE POWER OF
DATA
AND DATA ANALYTICS
			
Initiative Short Definition
Implement data analytic solutions to further optimize
processes and increase efficiencies.

Maximizing the Power of Data and Data
Analytics
Data is a valuable enterprise asset and comes in
many forms: textual, geographic, pictorial, even
auditory. Data analytics refers to the process of
examining datasets to draw conclusions about the
20 IT STRATEGIC PLAN | 2021

information they contain. The power of data and data
analytics can reveal trends and metrics that would
otherwise be lost within vast amounts of information.
Data analytic solutions take raw data and uncover
patterns to extract valuable insights and to guide
intelligent decision making. Through analytics,
information can be used to optimize processes
increasing the overall efficiency of a business or
system.

Technology Projects and Efforts

Business Case for Data Analytics
Analyzing data is already a common practice for
County leaders. The IT Department has built specific
dashboards for departments to showcase their data.
For example, one County department can view a
comprehensive management dashboard from various
data sources reducing time and resources required
to draw actionable conclusions. Subsequently, the IT
Department automated the dashboard’s data storage
process to save time, reduce errors and keep data
current. The practice of building dashboards for
customers introduces them to what is possible. Yet, it
is not as empowering as providing them the means to
manipulate and analyze the data themselves. Under
this initiative, the IT Department will move beyond
building and maintaining customer’s dashboards.
It will implement self-service solutions to empower
County leaders to quickly answer questions for better
decision-making.

DATA PRODUCTION
Many forms (textual, geographic,
pictorial, auditory) from many
sources (internal/external systems,
databases)
DATA
MANAGEMENT
Manages
data including
ownership,
categorization,
format,
relationships,
storage and
sharing

DISSEMINATION
Process of
transferring
data to users

DATA ANALYTICS
Process of examining data to
uncover patterns for insight and
intelligent decision making

Data Management and Data Dissemination
Because data is constantly collected and stored
from various sources, it grows exponentially. The
management of data is essential to support analytics.
Without quality data, analytic solutions cannot
produce accurate information needed for good
decision-making. Through a comprehensive data
management program, best practices are established
in the areas of ownership, categorization, format,
relationships, storage and most importantly, sharing.
During the term of this plan, the IT Department will
continue to lead the County’s data management
program and provide solutions that exceed industry
standards.
Management prepares data for analysis and
dissemination, the process of transferring data to
users. All three of these are closely linked. The IT
Department will be a leader in implementing industry
best practices to ensure full functionality to the entire
process.
Expansion of Self-Service Analytics
Explore and implement third-party solutions to expand
self-service analytics to allow for faster decisionmaking. This will include optimization of Workday
ERP reporting as well as expansions in other reporting
services like Microsoft Power BI.
Dashboard Assistance
The IT Department will continue to build dashboards
under a service model for departments that need
information to optimize their operations. The service
will also be expanded to include cloud hosting of
dashboards.

Budgetary Estimate
Budget will be comprised of staff time for
configuration and development and hosting
and licensing for business intelligence analysis
applications.
Estimated 3 Year Expenses: $200,000-$300,000
IT STRATEGIC PLAN | 2021
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Web Browser Safety Check
External Firewall
Internal Firewall
Email Attachment Protection
Protective Email Filters
Antivirus + Artificial Intelligence

THE THREATS

THE LAYERS

5. INFORMATION SECURITY
AND BUSINESS INFORMATION
OWNERSHIP
			

Initiative Short Definition
Through partnerships and education, expand the
security program to permeate throughout the County
organization and into the region.

Information Security
Technology solutions included in the 2021 IT Strategic
Plan offer opportunities to improve efficiencies,
productivity, and customer satisfaction but include an
inherit risk to the technology portfolio. The County
maintains a policy-based security program to ensure
the confidentiality, availability and integrity of the
mission-critical systems that protect our communities and
provide invaluable services to the public. To further
meet the challenges of today’s complex security risks,
departmental and regional partnerships are necessary to
protect the County’s technology assets.

Business Case for Information Security
The IT Department utilizes a defense-in-depth approach
to security, providing multiple layers of controls
strategically located throughout the County’s Enterprise
data network (The Layers). As the sophistication of
attacks increases, cyber resiliency goes beyond just
The Layers. Prevention of and response to cyber events

22 IT STRATEGIC PLAN | 2021

must be all inclusive and engage end users, County
departments, and regional affiliates. The outline to this
approach follows:
 The County’s IT Department provides The Layers of
protection from external threats. Before an email
or internet traffic reaches the end user, it must pass
through a web browser safety check, external and
internal firewalls, an email attachment protection,
email safety checks and an artificial intelligence
enabled antivirus.
 County end users are the first line of defense against
threats. By being alert and diligent, they protect the
County’s assets from malicious attacks.
 The Department Security Champions work with
the IT Department in assessing and responding to
current threats and suggesting changes to policies
and standards to better align security and business
interests. These Champions also assist in educating
and coaching the end user on good security
practices.
 Regional partners collaborate with the IT Department
to develop responses and preparedness against
cyberattacks.

Information Security Technology
Projects and Efforts
Protection Projects and Efforts
These projects and efforts will harden The Layers.
 Penetration tests are necessary to ensure the
protective layers are working as designed
and able to withstand cybersecurity threats.
These tests will be conducted throughout the
tenure of this plan.
 In 2020, the IT Department began revising its
Business Continuity Plan (BCP) to be prepared
for a disruptive event. Under this plan, the IT
Department will finalize the BCP as well as
expand its IT Service Delivery system to track
the critical applications departments rely upon
for operations. Further, to ensure recovery
from a disruptive event, comprehensive
disaster recovery tests will be conducted.
 The County contracts with third parties
for information technology services and
products. Further development of a vendor
management program is needed to assess
third-party risk and establish contracts which
include cybersecurity practices. The program
will formalize the procedures and develop
an automated review process for contracts.
Placer’s cybersecurity checklist for contracts
will be made available on the web and
socialized through all departments.

 Department Champions: Through the
initiative, socialization efforts will continue to
impart security as a business concern and
responsibility to all within the County. The
Information Security Working Committee,
comprised of Department Champions, will
promote security best practices as well as
emphasize departmental data ownership and
data protection.
 Regional Partners: During the previous
strategic plan, a Cybersecurity Incident
Response Team (CSIRT) was established,
and a Cyber Incident Response Plan was
adopted. The team is comprised of County
leaders and other regional partners working
together to prepare the region for cyber
threats. Under this plan’s initiative, the CSIRT
will coordinate with the State of California
Security Officer to develop a regional model
to align city and county cybersecurity plans.

Budgetary Estimate
Budget will include licensing for current and future
security applications, firewall infrastructure, and
new applications that emerge from the evolving IT
security threat landscape.
Estimated 3 Year Expenses: $500,000+

Collaborative Efforts with Our Partners
The collaborative efforts included in this plan will
ensure cybersecurity best practices are continually
implemented and maintained.
 End user: Partnering with the end user
is crucial to the County’s defense from
cyberattacks. As in the previous plan,
education will continue to be a best practice
in preparing users for an attack to reduce the
County’s risk.
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6. BUILDING A NETWORK FOR
THE
FUTURE
			
Initiative Short Definition
Invest in technologies to build the future network, an
infrastructure that is secure, resilient, and flexible to
support tomorrow’s workforce.

Our Network Today
Our county network is crucial to the day-to-day
operations of every department. We depend on it to run
seamlessly and invisibly in the background of our daily
work. Even small interruptions to critical applications
or connectivity issues can have a significant negative
impact to service delivery and result in time and
work lost. Each year, the IT organization invests many
hundreds of hours in network infrastructure maintenance
and enhancements across multiple programs to ensure a
stable, accessible, and secure network.

Investing in the Future of Our Network
Infrastructure
As the County’s workforce increasingly looks for flexible
working options, the IT Department continues to maintain
security and resiliency. During the term of this plan, the
IT Department will invest in critical network infrastructure
to support the work of today and the work of tomorrow.
The structure of network architecture has evolved
significantly. Technology has gradually shifted away
from on-premises data centers and network control
rooms to cloud-enabled hosting and online applicationbased systems and security management. This shift is
accompanied by new risks and challenges.
In order to evaluate the network of the future, the IT
Department will review how to balance “traditional” onpremises network infrastructure and cloud infrastructure,
what investments would meet future demands, what
unique challenges are created by a remote workforce
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and cloud-based applications, as well as how to ensure
staff have easy access to the resources they need
without compromising security.

Technology Projects and Efforts
Business Continuity Planning and
Comprehensive Disaster Recovery Testing
In 2020, we began our first comprehensive
Business Continuity Planning and Business
Impact Analysis effort. The findings of this
report will help our organization plan for rapid
response and ensure that our time and effort
is concentrated on high priority applications
first in the event of a disaster. In 2021, we will
conduct a comprehensive disaster recovery
test of our virtually hosted applications to
validate our procedures for the backup and
restoration of critical business applications.
Cloud Infrastructure Optimization
Applications suites like Microsoft Office 365
are essential for day-to-day business. With the
migration to Microsoft Cloud, the information
on documents and virtual databases must
sometimes travel long distances from a
provider’s service hub to a user’s workstation.
This path can create significant latency and
delay for end users when accessing data.
Our objective is to evaluate solutions that will
ensure data connections are direct as possible
from the user to the cloud server and back.
Additionally, by investing in cloud optimization
hardware, robust disaster recovery safety nets
will be in place for services provided to the
public.

Network Geo-Diversity
Our county facilities are split into multiple
locations across three main regions and
dependent on the central IT core to act as
the intermediary for all network traffic. The
IT Department will evaluate opportunities
to split service responsibilities between
multiple locations. This will improve traffic
and allow for fallback locations should
another site fail. This will also include a
layered assessment of all IT infrastructure
by regional site to look for new ways
and channels to route traffic without
dependency on centralized architecture.
Cloud-based Servers for County
Applications
Cloud-based servers eliminate the need
for on-premises server maintenance and
internally administered upgrades. Cloud
server infrastructure is part of a secure
remote data center and is provided as
a service rather than a physical asset to
maintain. Over time, this allows the County
to invest less in hardware and more in
specialist resources that can concentrate on
data management rather than hardware
maintenance.

Secure Access and User
Authentication
Enabling secure and easy access for
County staff is a key priority of the IT
organization. The County is moving
towards a remote workforce where access
is increasingly occurring outside of our
secure network. The IT Department will
invest in applications that maintain critical
security protocols when resources are
accessed on non-county networks.

Budgetary Estimate
Budget will be directed by careful analysis and
assessment of current infrastructure to ensure that
operations are secure, resilient, and future ready.
This initiative will require significant hardware asset
investment and therefore will be a significant portion
of the overall IT expense plan for the next several
years.
Estimated 3 Year Expenses: $1-2 million
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7. SERVICE OPTIMIZATION AND
BUSINESS
FIRST CULTURE
			
IT Service Optimization
The IT Department strives to provide world class IT
Services by modernizing and optimizing our information
technology delivery model with an emphasis on the
customer’s experience. Moving to a service optimization
model for IT Operations allows the IT Department to
build on our existing capabilities and focus on adding
efficiencies, streamlining processes, and maturing
capabilities. Collaboration with department stakeholders
is our primary focus, allowing IT to understand the
business and have a stake in the outcome. The
IT Department now takes a proactive business
engagement approach with the addition of the Business
Relationship Management Office to support strategic
business outcomes.
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Through optimization of our service delivery model,
our highest priority is to make it easy for departments
to do business with the IT Department. On a recurring
basis, we share the IT Service portfolio model with our
customers who in turn gain a clear understanding of
the services that are offered, the cost of those services,
and what to reasonably expect from those services. The
goal of service optimization is to enable the customers
to self-serve through automation and self-service portals,
standardizing their day-to-day engagement with IT in a
repeatable and predictable manner.
The Service Optimization approach prioritizes
innovation and responsiveness by quickly and
effectively deploying new technologies, improving
data management practices, and increasing analytics
capabilities. The IT Department creates strategies,
goals, and models to expand innovation and
capabilities to support County departments
as they use technology to streamline
their business functions. The formation
of an Innovation Committee within
the existing IT Governance structure
will be a new addition for the
term of this plan and will help to
ensure that innovation is a County
priority. This will allow department
stakeholders to be included in the
evaluation process for new and
emerging technologies.

Service Management
Enhancements
Maturing the service desk management
suite allows the IT Department to better
organize and deliver operational
improvement objectives.
Modules to consider in the future include:
 Business Continuity Planning
 Asset Management
 Project / Portfolio Management
 Agile Management
 Configuration Management Database

Business Relationship
Management Office
The Business Relationship Management
(BRM) Office is a strategic partner to
County departments, the bridging liaison
for Information Technology, they build
constructive and responsive relationships
with department leadership teams and
are responsible for creating, aligning,
and guiding technology roadmaps
for enterprise and department-specific
applications and IT project work efforts.
The areas of responsibility for this team are:
 Business Relationship Management
 Business Analysis Services
 Project Management Services
 Strategic Planning Partnerships
Each specialization complements the others
to create a holistic customer experience
that emphasizes timely deliverables and
premium service.

Business Relationship Management
The core of the of the Business Relationship
Management Office is building direct relationships
with each County department to understand and
coordinate department needs (whether hardware,
security, infrastructure, application support, or project
management) to the appropriate IT program. This
team acts as the customer advocate while providing
department leadership teams a dedicated contact to
assist with strategic planning, issue resolution, future
project scoping, and application lifecycle planning.
Business Analysis and Project Management
Services
The BRM Office standardizes the management of
IT projects creating a clear structure for department
customers. The BRM guides customers through the
engagement with IT for their project scoping and
initiation, communicates what to expect from the project
process, and explains how the eventual handoff to
application support will be achieved. The Business
Relationship Manager leads and defines the service
model for Business Analysis and Project Management,
working to create a positive, clear, and balanced
experience for customer departments that targets
accountability and timely project delivery.
Strategic Planning Partner
Strategic planning, particularly when balancing existing
applications against current and future business needs,
can be very challenging for departments. In this
capacity, the Business Relationship Management Team
monitors the current IT health of individual departments
and helps define the service plan that best matches a
department’s needs. Additionally, the BRM can create
and maintain a roadmap of current applications, future
projects, and training needs on an annualized review
cycle. As a strategic planning partner, the BRM also
helps to define and guide the direction for enterprise
applications with future enhancement identification
and deployment, strategic direction, communication
outreach, and training support.
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Customer Self-Service
Enhancements
The IT Department regularly evaluates
new self-service channels and enhances
existing portals to provide users with a
more productive experience. The onset of
the pandemic led to higher adoption rates
among self-service and online channels.
County leadership should consider ease
of use, security, and benefit to end users
when considering self-service options.
New initiatives and applications should
also ensure the self-service approach
matches the business objectives and
customer expectations during evaluation.
Wherever possible, we should pursue
solutions that address a broad set of
customers and requirements to optimize the
County’s investment in new applications.

Customer-Centric Mindset
Customer centricity in operations presents
new opportunities for improving service
management and creating business value.
The IT Department can shift from process
compliance to business value by better
understanding the challenges, processes,
and business objectives of our partners.
Leading innovative brainstorming sessions
with department stakeholders will help to
identify emerging technology solutions to
solve ever-changing business challenges.
The IT Department commits to improving the
customer service experience and customercentric mindset by providing formal training
sessions to IT staff.

Budgetary Cost Estimate

 Azure server provisioning at the customer level

Budget will depend on the evaluation of promising
initiatives and targeted training opportunities to
support the optimization of service delivery over the
term of this plan.

 Enhance ServiceNow service catalog

Estimated 3 Year Expenses: $50,000-100,000

Several self-service options to be considered include:

 Orchestrations used to self-resolve specific
automated interactions
 Chatbot to request and initiate IT services
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APPENDICES

			

IT STRATEGIC PLAN
The appendices section covers the following:
 Projects for County departments, divisions and special districts
 The County’s Information Technology services and staffing structure
 The Information Technology Department Internal Service Fund
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PROJECTS BY DEPARTMENT

				

CRIMINAL JUSTICE
Department
/Division

District Attorney

Projects

Project Descriptions

Strategic Plan
Initiatives

Expansion of IT
Resources

Expand the department’s IT resources
including an added allocation

Case Management
System Replacement

Replace the legacy case management
system with a SaaS solution allowing for a
cohesive and holistic approach. The system
will provide several key integrations to
Anywhere Operations
expand the Department’s capacity to serve
its clients and allow for collaboration with
other counties utilizing the system

Emergency
Telecommunications
Services

Evaluate wireless communication
platforms designed for emergency services
Anywhere Operations
for a deployment of cell phones and other
mobile devices

Mobile Livescan
Units

Deploy mobile livescan units in partnership
Anywhere Operations
with the Sheriff’s Department

Body Worn Cameras

Implement body worn cameras for all
sworn staff and correctional officers to
increase the Department’s transparency
and credibility

Field Mobility

Improve mobility by providing Field
Operations staff with secure and effective
tools to access criminal justice and tactical
information from the field

Probation

Sheriff

New Public Safety
Systems

Video Surveillance
System Replacement

30 IT STRATEGIC PLAN | 2021

Replace the Records Management system
and provide Automated Field Reporting
Upgrade or replace the Corrections
Management system

Service Optimization

Service Optimization

Information Security
Anywhere Operations

Anywhere Operations
Service Optimization

Replace the aging video surveillance
system at the North Tahoe substation with Service Optimization
a modern system

PROJECTS BY DEPARTMENT

				

FINANCE
Department
/Division
Assessor

Projects

Assessment Appeals
Workflow

Project Descriptions

Strategic Plan
Initiatives

Streamline the assessment appeals process
by developing a workflow with departmental Service Optimization
approvals and by integrating systems

Property Tax Portal

Construct an online portal for property
tax services with expansion capabilities of
other County services to enhance the citizen
experience

Expanding Online
Services

Internet Telephony
Deployments

Deploy soft phones within the department
and migrate to a permanent integrated
cloud based IVR solution to provide
consistent service within a flexible working
environment

Anywhere
Operations
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PROJECTS BY DEPARTMENT

				

GENERAL GOVERNMENT
Department
/Division

Projects

Air Pollution Control

Clerk of the Board

Clerk Recorder

Project Descriptions

Strategic Plan
Initiatives

GIS Integration

Integrate the program to leverage faster
updates. Integration will allow citizens to
type in an address to retrieve burn permit
information from designated fire districts

Expanding Online
Services

Telecommuting
Workforce

Enable mobility for all District employees
with laptop equipment and soft phone
technology in preparation to telecommute
when needed

Anywhere Operations

Automate
Assessment
Appeals

Streamline the assessment appeals
process by developing a workflow with
departmental approvals and integration of
systems

Anywhere Operations

Board Agenda
Process
Automation

Implement a digital agenda process to
automate County agenda practices,
connect with citizens through meeting
notices and agenda delivery over multiple
digital devices, streamline workflow, and
promote cross-departmental efficiency and
collaboration

Anywhere Operations

Digital Signage

Install digital signage in the Board
of Supervisors’ building to post the
Supervisors’ agenda for public viewing

Service Optimization

Online forms

Develop Committee and Commission forms
to post online for public use

Expanding Online
Services

PRA
Centralization

Expanding Online
Centralize Public Request Act (PRA) requests Services
to improve management functionality
Anywhere Operations

Electronic Poll
Books

Implement an electronic poll book system
to manage voter registry with real-time
updates and abilities to register walk-in
voters and identify duplicate voter visits

Anywhere Operations

Fixed Asset
Tracking System

Implement an asset tracking system for
voting equipment with RFID technology

Service Optimization

Online Services

Develop online database for candidate filing

Expanding Online
Services
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Department
/Division
Clerk Recorder

Communications and
Public Affairs Office

County Counsel

Projects

Project Descriptions

Strategic Plan
Initiatives

Recording
System

Replacement of the current voter recording
system (backup data management) and
front counter cashiering and point of sale

Service Optimization

Wedding Video
Delivery System

Utilize software to simplify the delivery of
wedding videos to customers

Expanding Online
Services

Employee
Mobile
Application

Implement a mobile application to send
global notifications; provide employees
the ability to instantly communicate
recommendations, suggestions, or
Anywhere Operations
feedback; and to facilitate remote workers
engagement with the intranet allowing them
to stay informed

GIS Enterprise

Under the GIS enterprise license, utilize
functionality to enhance story mapping and
develop emergency maps

Expanding Online
Services

Mobile App
Refresh

With the replacement of the Placer Connect
mobile application, develop a unified vision
and roadmap for the utility and design an
efficient process for information received
allowing for tracking and direct delivery to
the appropriate department

Expanding Online
Services

Video
Conference
Enhancements

Enhance video conferencing platforms to
allow citizens to engage in virtual workshops
and community outreach efforts. Implement Expanding Online
a solution with the ability to easily
Services
communicate with the community using a
virtual format

Upgrade the legal case management
Legal Case
system to install feature enhancements,
Management
improvements in navigation and an
System Upgrade
extension in dashboard preferences

Document Solutions
Countywide
Records
Retention

Service Optimization

In an interdepartmental effort, assess the
County’s retention policies and procedures
for both physical and digital records. Based
on the findings, evaluate the feasibility of
a cohesive digital management solution for
long-term retention

Service Optimization
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Department
/Division
Economic
Development

Emergency Services

Human Resources

Projects

Project Descriptions

Strategic Plan
Initiatives

Assess the document management database
Data Analytics:
for upgrades and expansion to further
Business
capture, analyze, and report on the Business Data Analytics
Resource Center Resource Center’s activities and their return
on investment

Data Analytics:
Evaluation of
Solutions

Evaluate existing data analytic solutions
for other applicable use cases within the
County. Compare the current solutions for
their abilities to analyze real-time consumer
spending and Vehicle Miles Traveled. Assess
solutions to analyze localized consumer
spending and state employment data

Data Analytics:
Tahoe Film
Office

Utilize data analytic tools to capture, analyze
and report the economic impact of film
Data Analytics
production within Placer County

GIS Mapping

Utilize GIS mapping to identify and share
critical economic data as well as target
industry clusters

Expanding Online
Services

Alternate
Emergency
Operation
Centers (All
Placer)

Establish alternate Emergency Operation
Centers throughout the County

Anywhere Operations

Employee
Notification
System

Expand the County's emergency notification
system to include employee alerts. For
efficiency and accuracy, an interface with
Service Optimization
the County's human resources system is
anticipated

GIS Enterprise

Through the GIS enterprise license, build
dashboards from data from various agencies
during an emergency event with customized
Anywhere Operations
functionality to share them with mobile
response partners and interface with the
emergency operations center

Digital
Application
Process

Evaluate options to enhance the application
tracking technology

Service Optimization

Digital File
Management

Digitize active employee personnel files

Anywhere Operations

34 IT STRATEGIC PLAN | 2021

Data Analytics

Department
/Division
Human Resources
Cont.

Library

Projects

Project Descriptions

Strategic Plan
Initiatives

Leave Case
Management
System

Implement a case management system
for leave administration and disability
management to track and monitor federal
and state regulatory requirements and
mandates

Service Optimization

Mobile Device
Software

Implement software applications that are
adaptive to mobile devices

Anywhere Operations

Termination
Access

Evaluate access permissions in the
termination process

Information Security

Library Specific
Website

Pursue a standalone Library specific website
Expanding Online
that is easy to use, intuitive and includes/
Services
coincides with an application for all devices

Implement the Integrated Library System
Online Payments online and Patron Account self-service
payments module for public use

Expanding Online
Services

Patron Email
Service

Implement a service industry best practice
for bulk emails to library card holders
(marketing)

Service Optimization

Public Single
Sign-on

Implement a single sign-on system for
citizens to connect to all components of the
Integrated Library System

Information Security

Self-service
Applications

Use kiosks and web applications for selfservice as the preferred check out/check in,
catalog lookup, fine and fee payment and
placing holds on books and media in order
to reduce the cost of routine customer
transactions face to face. Implement
credit card payment option on the kiosks in
libraries

Service Optimization

Research the feasibility and identify options
for unstaffed library lockers such as a 24Hour Library, self service materials pick up
Upgrade
Integrated
Library System
(ILS)

Wi-Fi Printing

Ensure all ILS new releases/updates are
completed timely and supported
Continue advocacy for Broadband Countywide expansion using the California State
Library resources and infrastructure
Scan to mobile technology and implement
Wi-Fi printing options

Service Optimization

Expanding Online
Services
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Department
/Division

Projects

Procurement

Strategic Plan
Initiatives

Ask Placer

Continue with the adoption and
technological enhancement of the County’s Expanding Online
chatbot, Ask Placer, with the inclusion of the Services
Division’s essential information

CUBS
Replacement

Replace the current legacy collections
system (CUBS) with a SaaS solution to
managing payments, collections and data
requests

Interactive
Voice Response
Expansion

Evaluate the management of the Interactive
Voice Response (IVR) system through the
Service Optimization
County’s conversational artificial intelligence
platform

Public Website
Refresh

Evaluate the Transient Occupancy Tax (TOT)
online services and determine if other
solutions are available to further customer
engagement and citizen experience

Expanding Online
Services

Self-service
kiosks

Deploy multiple self-service options (e.g.
counter, web and kiosk) allowing credit card
and debit card payments. For Tahoe and
Roseville offices, add kiosks where citizens
not only can make payments but can assess
and verify information, comply with TOT
ordinance requirements and submit specific
requests to staff

Service Optimization

Welfare
Collections
System
Replacement

Replace the current welfare collections
system with the state’s California Statewide
Automated Welfare System (CalSAWS)

Service Optimization

Automated
Forms and
Workflows

Evaluate the digitization of claim forms
along with automated workflows to
expand online services and reduce manual
processes

Expanding Online
Services

Telecommuting
Workforce

Enable mobility for all Division employees
with laptop equipment and soft phone
technology in preparation to telecommute
when needed

Anywhere Operations

Revenue Services

Risk Management

Project Descriptions
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Service Optimization

PROJECTS BY DEPARTMENT

				

HEALTH AND WELFARE
Department
/Division

Department Projects

Adult Systems of
Care (ASOC) &
Avatar Add-ons
Children’s Systems of
Care (CSOC)

Project Descriptions

Strategic Plan
Initiatives

274 Expansion Project is used to report
on a Medi-Cal Providers (MCP) Network
adequacy

Anywhere Operations

Activate the intake, billing rules and
Avatar Enhancements preadmit modules within Avatar to
streamline business processes

Anywhere Operations

Avatar Training
Modules

Utilize the Avatar training service to
develop training materials

Anywhere Operations

Claims Management
and Eligibility
Verification System

Implement a comprehensive solution
for electronic claims management and
eligibility verifications which includes
Anywhere Operations
automated features to eliminate manual
efforts

Content Collection
and Case Discovery
Solution
(CSOC only)

Implement a web-based electronic
file system and companion mobile
application to enable storage and
retrieval of documents, facilitate
telework, and support on-line
collaboration

Anywhere Operations

CWS-CARES
Implementation
(CSOC Only)

Implement the CWS/CMS statewide
case management replacement

Anywhere Operations

Data Warehouse

Create a warehouse system of current
and historical data used for reporting
and data analysis

Data Analytics

Health Information
Exchange

Enable access to share data with other
health entities

Anywhere Operations

Integrate Payroll and
Avatar Timesheet
Process

Create a single data entry process for
capturing productivity and employee
Anywhere Operations
work time in both County payroll system
and Avatar simultaneously

Online Services

Expand web-based services to
include two-way communication and
descriptions of available services
provided by the Department

Expanding Online
Services
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Department
/Division

Projects

Adult Systems of
Care (ASOC) &
Children’s Systems of Patient Mobile Portal
Care (CSOC) Cont.

Project Descriptions
Launch a consumer-oriented mobile
portal for patients to manage their
care which allows them to review
treatments, manage appointments,
request medication and view lab results

Strategic Plan
Initiatives

Expanding Online
Services

Scheduling Software
Implementation
(CSOC Only)

Implement an automated appointment
scheduling tool to support case workers Anywhere Operations
and client services assistants

Single Sign-on

Enable a single sign-on authentication
solution for all Avatar systems

Chameleon
Postmaster Projects

Enhance the system’s postmaster
functionality for automated distribution.
The following are included for employee
distribution: management/supervisor,
Service Optimization
daily booster and spay/neuter reports;
and for citizens: post adoption
materials, donation thank you letters
and license notices

Chameleon Reports

Update and design reports that improve
operations. Reports included are the
State Annual Rabies, Contract City,
Service Optimization
Booster, Kennel Card, Spay/Neuter,
Foster Program and License Notices

Lobby Display

Improve abilities to create new and
update existing content to the lobby’s
media screens

Service Optimization

My Placer & Services
Accessibility

Improve the accessibility for County
employees to connect and utilize
employee services and My Placer

Anywhere Operations

Mobile App Refresh

With the replacement of the Placer
Connect mobile application, include
Expanding Online
contact information for the department,
Services
office locations, payment locations, and
other general information

Security Assessment

Complete security penetration tests
and conduct a network business case
assessment

Information Security

Animal Services

Child Support
Services
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Information Security
Futurizing the
Network

Department
/Division
Environmental
Health

Projects

Project Descriptions

Strategic Plan
Initiatives

Accella Updates

Request update from Accella when their
Environmental Health Civic Platform will
Service Optimization
have a functioning CUPA component
that meets the Division’s needs

Annual Report

Create an annual report of standard
statistics, i.e. number of inspections
performed, number of permits issued,
number of complaints responded to,
total fees collected

Data Analytics

Automate delivery of annual invoices,
overdue notices, payment due notices,
payment reminders, and permits
electronically via email

Service Optimization

Develop online forms, which are
available through a public-facing web
portal

Expanding Online
Services

Data Analytics:
Dashboard

Develop dashboards from data within
the County’s permitting system and its
modules

Data Analytics

Document
Management

Implement a solution to scan and index
historic/archived documents

Service Optimization

Automated
Messaging System

Install and configure an automated
messaging system, which will send
reminders to clients through multiple
channels (calls, texts, or e-mails).
Develop reports to analyze messages
sent, message failures, and client
responses

Service Optimization

CalSAWS

Implement the California Statewide
Automated Welfare System. Utilize all
system functionalities including web
chat to improve communications with
clients

Anywhere Operations

Document Review
System

Implement a document review solution
for policy development and approvals
with automated workflows

Anywhere Operations

Automated Forms
and Workflows

Human Services
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Department
/Division
Human Services
Cont.

Projects

Project Descriptions

Strategic Plan
Initiatives

Fair Hearings
Application

Replace Fair Hearing legacy databases
with a web application supported
in a secure, flexible, and sustainable
architecture to track caseloads and to
process hearings    

Online Payments

Establish an option for online payments.
Expanding Online
Determine whether a self-service kiosk
Services
at the Sunset location would be feasible

Self-service kiosks

Install kiosks in the new HHS building for
citizens to access Whole Person of Care
Service Optimization
program information, vital statistics and
death certificates

Information Security
Policies

Develop policies and procedures which
secure client information and safeguard
its confidentiality as well as expand
Information Security
the Department’s level of awareness,
knowledge and skill to avoid information
security incidents

Kiosk Expansion

Upgrade and expand kiosk use
throughout Placer County enabling
signature capabilities. Utilize kiosks
for intake allowing employees to work
remotely

Anywhere Operations

Mobile App Refresh

With the replacement of the Placer
Connect mobile application, implement
functionalities which will initiate, track
and manage documentation such as
pension forms

Expanding Online
Services

Public Health

Veteran Services
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Service Optimization

PROJECTS BY DEPARTMENT

PUBLIC WAYS, FACILITIES AND COMMUNITY
DEVELOPMENT

				
Department
/Division

Agricultural
Commission

Community
Development
Resource Agency

Department Projects

Project Descriptions

Strategic Plan
Initiatives

Activity
Tracking System
Implementation

Implement a daily operations tracking
system to meet current application
standards. The new system will integrate Anywhere Operations
with countywide time tracking system to
reduce duplication efforts

GIS Enterprise

Under the newly approved GIS enterprise
license, update aerial photos to improve Expanding Online
the current database. Images to be used Services
for the pesticides permit program

Mobile App Refresh

With the replacement of the Placer
Connect mobile application, develop one Expanding Online
centralized page for multi-departmental Services
use to report on various bear incidents

Ask Placer

Continue with departmental adoption
and technological enhancement of
Ask Placer to improve the citizen’s
experience

Building Permit
Streamlining Process

Utilize automated tools to allow
electronic review and submission for
Expanding Online
building plan checks, improvement plans
Services
and final maps. Integrate implemented
tools with the system of record

Drone Technology

Utilize drones for planning and code
compliance

Expanding Online
Services

Anywhere Operations

Enhancement the Land Management
Hazardous Vegetation
System to track and manage the
Compliance Tracking
Hazardous Vegetation program

Service Optimization

Land Management
System Upgrade

Upgrade the Land Management system
to ensure the software continues to be
supported by the Vendor and the latest
features are available

Service Optimization

MMRP Tracking

Enhance the Land Management System
to help Environmental Coordination
Services manage the Mitigation
Monitoring and Reporting Program

Service Optimization
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Department
/Division
Community
Development
Resource Agency
Cont.

Facilities
Management

Projects

Project Descriptions

Strategic Plan
Initiatives

Mobility and Infill
Acceleration

Enhance the Land Management System
for the tracking of the transportation
system and infill development sites

Online Operations

Expand online permitting operations
to include complex building permits,
planning entitlements, improvement
Expanding Online
plans and maps to reduce paper and
streamline the process. Expansion to
Services
include digital signatures and automated
workflows as well as an integration with
the system of record

PCCP Tracking and
Reporting

Utilize the Land Management system
to track, manage, and report on
projects subject to the Placer County
Conservation Program

Service Optimization

Placer County
Conservation Plan
(PCCP) Tracking

Enhance the Land Management System
for the tracking of projects requiring
PCCP review and tracking

Service Optimization

Short Term Rental
Permitting &
Compliance

Enhance the Land Management System
for the tracking and issuance of Short
Term Rental permits as well as the
tracking and management of code
complaints

Service Optimization

Streamline “At-Cost”
Project Billing

Streamline and simplify the process
for “at cost” project billing to improve
efficiencies

Service Optimization

Systems Integration

Integrate the document management
system to the system of record to reduce
Service Optimization
the transfer of electronic documents
between systems

Zoning Management
Solution

Implement a SaaS solution to support
CDRA’s zoning visualization and
management

Service Optimization

Asset Management
Solution

Expand the Department’s maintenance
system to utilize its existing cloud-based
asset tracking solution to improve
reporting

Anywhere Operations

Lease Management
Solution

Expand the Department’s lease
management system to include a cloudbased lease management solution to
automate lease administration

Anywhere Operations
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Service Optimization

Department
/Division
Facilities
Management Cont.

Projects

Project Descriptions

Memorial Hall
Application Software

Procure a software to manage Memorial
Hall reservation applications

Expanding Online
Services

Memorial Hall Entry
Locks

Install cradle point systems for use in
each Memorial Hall to support keyless
entry systems and front end security
access

Information Security

System Integration

Integrate the Department’s project
portfolio software with the County
financial system to increase capital
project administration

Service Optimization

Conduct an annual technology refresh
replacing 25% of the inventory

Service Optimization

Asset Management
System Upgrade

Upgrade the server and software for
the Roads Division’s asset management
system to enhance mobile capabilities

Service Optimization

Business Process
Management System

Develop a business process management
system for Storm Water/Flood Control
Management. The solution will allow the
Service Optimization
public to upload compliance documents
and to view GIS data as well as improve
storm drain management

Cell Phone
Management System

Implement a management system for
the Department’s mobile devices

Information Security

Cell Phone Refresh

Upgrade and replace all obsolete mobile
devices and cell phones

Anywhere Operations

Closed Caption
Screens

Install closed caption screens on public
buses

Information Security

Dash board Design

Implement an onboard vehicle
monitoring (telematics) system for data
collection and management to optimize
fleet performance

Service Optimization

Flood ALERT
Upgrades

Upgrade the flood ALERT system of
gages

Information Security

Fuel Pump Upgrades

Replace and upgrade fuel pump station
equipment

Service Optimization

GIS Enhancements

Enhance the Roads Division’s asset
management system with an integration
with GIS

Anywhere Operations

GIS Enterprise

Migrate the Department’s GIS data to
the County’s enterprise database

Expanding Online
Services

Department of Public
Annual Technology
Works
Refresh

Strategic Plan
Initiatives
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Department
/Division

Projects

Department of Public
Infrastructure
Works Cont.
Upgrade

Project Descriptions

Strategic Plan
Initiatives

Upgrade the IT infrastructure for the
Western Placer Waste Management
Authority

Service Optimization

Mobile Device
Upgrade

Engineering mobile device upgrade

Service Optimization

Nextbus System

Implement a tracking system to enable
the public to find bus stops

Expanding Online
Services

Office Wi-Fi
Expansion

Expand Wi-Fi service to office conference
Service Optimization
rooms

Online Facilities and
Parks Reservation
System

Implement an online system to
allow citizens to reserve ballfields,
campgrounds, memorial halls and
Hidden Falls parking

Parking Ticketing
System

Investigate gate ticketing systems for
use at sites requiring a parking pass to
improve guest experience and to reduce
County resources

Payment Systems
Updates

Update transit payment systems
including an implementation of a mobile
application and kiosk installations

Road Hazard
Reporting

Install an online solution to communicate
with citizens regarding road hazards
Expanding Online
allowing citizens to report and the
Services
Department to reply with notification
updates

Roads/Signs Asset
Management System

Implement a system to track the Roads/
Signs Division’s assets with GIS software
to maintain historical maintenance
records, execute workflows, manage
inventory, and conduct financial impact
analytics

Anywhere Operations

SCADA System
Expansion

Expand the SCADA system currently
serving the Western Placer Waste
Management Authority to cover
communications in the “flatlands” of
West Placer

Service Optimization

Software
Consolidation

Install new software to incorporate road
infrastructure management and asset
management in one mobile application

Anywhere Operations

Systems Integration
(Financial System)

Integrate the fleet management
system to the County’s financial system
to improve billing processing and
distribution

Service Optimization
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Expanding Online
Services
Expanding Online
Services
Anywhere Operations
Anywhere Operations

Department
/Division

Projects

Department of Public
Works Cont.
Systems Integration
(GIS)

Project Descriptions

Strategic Plan
Initiatives

Integrate the snow plow tracking devices
and GPS location software with the GIS
Expanding Online
system to develop a public snow plow
Services
tracking web page

Systems Integration
(Motor Pool
Management)

Integrate an automated motor pool
management system with the fleet
management system for a total solution
to manage and maintain County motor
pool vehicles

Anywhere Operations

Tablet Integration

Integrate and replace handheld devices
with new mobile app/tablet for fleet
services

Anywhere Operations

Telecommuting
Workforce

Replace desktops with laptops to expand
Anywhere Operations
mobile workforce

Traffic Signal
Management

Interconnect software and hardware
of road switches to improve signal
management

Service Optimization

Upgrades for
Engineering Power
Users

Issue engineering power users
computers and technologies needed to
implement projects

Service Optimization

Web Site Hosting
Migration

Fully migrate the Western Placer Waste
Management Authority’s domain to the
County’s tenancy

Futurizing the
Network

Windows Upgrade

Upgrade Windows 10 version to the
latest tested version

Service Optimization
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INFORMATION TECHNOLOGY
DEPARTMENT
			
The Information Technology (IT) Department is the
central information technology and telecommunications
provider for Placer County Departments. The IT
Department is responsible for the County’s technology
systems, which includes the planning, implementation,
administration, and maintenance of these systems,
their infrastructure and subsystems. Some of the
County systems maintained and managed by the
IT Department are the data transport network,
telecommunication systems, centralized voicemail
system and call accounting system.
The IT Department also provides customer departments
with comprehensive technology consulting services
including project planning and management for
system implementations. In addition, the IT Department
provides audio and video services to install and
design video conferencing and presentation systems. It
also oversees cable television franchise agreements for
Placer County at large.
The IT Department is responsible for developing,
managing and maintaining the County’s radio
networks. These include the County’s Interoperable
(P25) Radio Network, microwave systems and
telemetry (SCADA) network. These systems provide
vital services to the County: a 911 dispatch network
and communication system for its first responders and
a remote communication system to field staff of various
departments.
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Department Services
Eleven service areas support these Department
operations.
Enterprise Application Support Services:
Maintains and supports the County’s enterprise
applications. Services include application
development and enhancement, interface
management, database and operating system
administration as well as vendor and reporting
support.
Countywide Systems Programs:
Provides oversight and management of the County’s
enterprise systems. Services include implementation,
maintenance and support of countywide applications
as well as assisting the County to identify solutions
which best meet its business needs.
Department Specific Application Support
Services:
Assists departments in the maintenance of Department
Specific Applications. Services include application
and database support, patch and interface
management as well as vendor and reporting support.
HHS Dedicated Application Support Services:
Provides flexible application support services to the
Department of Health and Human Services. Services
include patch and interface management, support of
and to vendors, SQL database and reporting, and
application development and maintenance.

Infrastructure Services:
Provides centralized management of core IT functions
for countywide services. Responsible for the County
server infrastructure including compute and storage
both on premises and in the Cloud, data protection
and disaster recovery, the Active Directory database,
email services and mobile device management.
IT Service Desk:
Functions as the first line of contact for County
departments for problem reporting, tracking, and
resolution of their technology issues. Provides personal
assistance, convenient remote desktop support and first
call resolution for requests of services.
Project Management Services:
Provides oversight of planning, management and
execution of the County’s Information Technology
project portfolio. Offers project portfolio management
services to customer departments. Assists them
with identifying technology that adds value to their
customer’s experience or internal operations.
Security Services:
Provides reliable and effective security solutions to
protect the County’s data and information systems.
Services include enforcement of security policies and
procedures, implementation of security awareness
programs, e-discovery (auditing and forensics), and
the compliance to security industry and governmental
standards.

Telephone, Network Infrastructure, and Media
Services:
Provides comprehensive telecommunication services
to manage the County’s data networks as well as
its phone, centralized voicemail and call accounting
systems. Maintains and supports the County’s various
network infrastructures such as Internet, Wi-Fi, LAN
and WAN. Offers state-of-the-art video and audio
production services to County departments. Oversees
the cable television franchise agreements for Placer
County at large.
Radio Services:
Provides management of the County’s radio networks
including its Interoperable P25 Radio Network,
analog two-way radio infrastructure, backhaul
microwave systems and telemetry (SCADA) network.
These networks provide critical remote communications
to various departments and external agencies.
Countywide Radio Services:
Provides a central source of funding and budget
control for the tracking of costs and fixed assets for the
Countywide Radio Project. This project replaces the
County’s existing aging radio communication system
with its digital radio network to enhance remote
communications throughout Placer County.
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MATRIX OF INFORMATION
TECHNOLOGY SERVICES
County information technology services are provided to users by two primary methods, the centralized County
Information Technology Department and by technology staff embedded within the various County departments.
The following table indicates the various services that are provided by the Information Technology Department (IT)
versus those provided by County Departments (D).

Agency or
Department

Service Desk

Desktop

Mobile

Network

Telecom Phone &
Voicemail

Hosting
Services Server

Criminal Justice
District Attorney

D

D

D

IT

IT

D

Probation

D

D

D

IT

IT

D

Sheriff-Coroner-Marshal

D

D

D

IT

IT

D

Finance
Assessor

D

D

D

IT

IT

IT

Auditor-Controller

D

D

D

IT

IT

IT

Treasurer-Tax Collector

D

D

D

IT

IT

IT

General Government
Board of Supervisors

IT

IT

IT

IT

IT

IT

Clerk of the Board

IT

IT

IT

IT

IT

IT

Clerk-Recorder

D

D

D

IT

IT

D

County Counsel

IT

IT

IT

IT

IT

IT

County Executive Office

IT

IT

IT

IT

IT

IT

Human Resources

IT

IT

IT

IT

IT

IT

Library

IT

IT

IT

IT

IT

IT

IT = Information Technology
Department
D = Department Provided
B = Both
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Agency or
Department

Service Desk

Desktop

Mobile

Network

Telecom Phone &
Voicemail

Hosting
Services Server

Health and Welfare
Adult System of Care

IT

IT

IT

IT

IT

IT

Children’s System of Care

IT

IT

IT

IT

IT

IT

Child Support Services

D

D

D

D

IT

D

Human Services

IT

IT

IT

IT

IT

IT

Public Health /
Whole Person of Care

IT

IT

IT

IT

IT

IT

Veterans Service Office

IT

IT

IT

IT

IT

IT

Public Ways, Facilities and Community Development
Agricultural Commissioner /
Weights & Measures

IT

IT

IT

IT

IT

IT

Community Development
Resources Agency

IT

D

D

IT

IT

IT

Building Inspection

IT

D

D

IT

IT

IT

Engineering & Surveying

IT

D

D

IT

IT

IT

Facilities Management

IT

IT

IT

IT

IT

IT

Farm Advisor

IT

IT

IT

IT

IT

IT

Public Works

IT

IT

IT

IT

IT

IT

External Entities and Special Districts
Placer County Fire

D

D

D

D

IT

D

Grand Jury

IT

IT

D

IT

IT

D

Air Pollution Control District

D

D

D

IT

IT

IT

IT = Information Technology
Department
D = Department Provided
B = Both
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Agency or Department

Email

Application
Support

Web

Media
Services

Project
Management

Radio

Criminal Justice
District Attorney

IT

D

IT

IT

D

IT

Probation

IT

D

IT

IT

D

IT

Sheriff-Coroner-Marshal

IT

D

IT

IT

D

IT

Finance
Assessor

IT

D

IT

IT

D

N/A

Auditor-Controller

IT

B

IT

IT

D

N/A

Treasurer-Tax Collector

IT

D

IT

IT

D

N/A

General Government
Board of Supervisors

IT

IT

IT

IT

IT

N/A

Clerk of the Board

IT

IT

IT

IT

IT

N/A

Clerk-Recorder

IT

D

D

IT

D

N/A

County Counsel

IT

IT

IT

IT

IT

N/A

County Executive Office

IT

IT

IT

IT

IT

N/A

Human Resources

IT

B

IT

IT

IT

N/A

Library

IT

IT

IT

IT

IT

N/A

Health and Welfare
Adult System of Care

IT

IT

IT

IT

IT

N/A

Children’s System of Care

IT

IT

IT

IT

IT

N/A

Child Support Services

D

D

D

IT

D

N/A

Human Services

IT

IT

IT

IT

IT

N/A

Public Health /
Whole Person of Care

IT

IT

IT

IT

IT

N/A

Veterans Service Office

IT

IT

IT

IT

IT

N/A

IT = Information Technology
Department
D = Department Provided
B = Both
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Agency or Department

Email

Application
Support

Web

Media
Services

Project
Management

Radio

Public Ways, Facilities and Community Development
Agricultural Commissioner /
Weights & Measures

IT

IT

IT

IT

IT

N/A

Community Development
Resources Agency

IT

D

IT

IT

D

N/A

Building Inspection

IT

D

IT

IT

D

N/A

Engineering & Surveying

IT

D

IT

IT

D

N/A

Facilities Management

IT

IT

IT

IT

D

N/A

Farm Advisor

IT

IT

IT

IT

IT

N/A

Public Works

IT

D

IT

IT

D

N/A

External Entities and Special Districts
Placer County Fire

D

D

D

IT

D

IT

Grand Jury

D

IT

D

IT

D

N/A

Air Pollution Control District

IT

D

IT

IT

D

N/A

IT = Information Technology
Department
D = Department Provided
B = Both
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INFORMATION TECHNOLOGY
MANAGEMENT
TEAM
			
County information technology services
are provided to users by two primary
methods, the centralized County Information
Technology Department and by technology
staff embedded within the various County
departments. The total IT staff for the IT
Department is 81, and the total of all other
Departments and Special Districts are 38 IT
staff for an overall County total of 119.

Department Staffing Breakdown:
 Information Technology – 81
 Air Pollution Control District – 1
 Assessor – 4
 Auditor-Controller – 5
 Child Support Services – 1
 Clerk-Recorder-Elections – 5
 Community Development
Resource Agency – 6
 District Attorney – 1
 Human Resources – 1
 Sheriff – 11
 Probation – 2
 Treasurer-Tax Collector – 1
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Jarrett Thiessen
Chief Information Officer

Dieter Wittenberg
Information Technology Manager

Hillory Courtney
Information Technology Manager

Melissa Spak
Administrative
& Fiscal Operations Manager

Michael Spak
Information Technology Manager

Mike Lewis
Information Technology Manager

Luyen Le
Information Technology
Manager
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INTERNAL
				 SERVICE FUND
Beginning with fiscal year 15/16, the formerly known
IT Division* transitioned from a general fund to an
internal service fund (ISF). Internal service funds are
established to finance, administer, and account for
government departments providing goods or services
to other departments on a cost-reimbursement basis.
The charges by an ISF attempt to recover sufficient
revenues to fund all the costs associated with
providing goods and/or services, including indirect
(allocated) costs. An ISF’s objective is not to make
a profit but to recover, over a period of time, the
total costs of providing goods or services. The State
Controller’s Accounting Standards and Procedures for
Counties require ISF rates and billings for goods and
services to be cost based, employing an approved
cost accounting and/or cost allocation system. Such
a system will supply information beyond that supplied
by a county’s general accounting records but will
reconcile to those records. All users of an ISF should
be billed directly to ensure equitable charges to all
departments that have received the ISF’s goods or
services.

54 IT STRATEGIC PLAN | 2021

Countywide IT Services provided under the ISF billing
methodology include the following:
 Core IT Services
 Countywide Endpoint Capital Replacement
Program
 Countywide Systems
 Dedicated Application Support Services
 Department Specific Application Services
 Media Services
 Other Telephone/Network Services
 Project Management Services
 Server Hosting Services
 Other Billable Services
 External Service Agreements
 Intergovernmental Service Agreements
*On November 6, 2018, the Board of Supervisors adopted an
ordinance separating the IT Division from the Administrative Services
Department and forming an Information Technology Department. The IT
Department was established on January 1, 2019.
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