
Provide cit izens with fast  and easy
access to information and non-emergency

services via city  hot l ine

Share information and increase work
eff ic iency for  the city ’s  nearly  300,000

employees with community space and tools

Improve publ ic  safety with data-sharing
service to cross-share cr iminal  invest igat ions,  t r ia l

preparat ion,  and case fol low-ups

Make i t  easy for  c i ty  residents to determine el igibi l i ty
for  health and human service benefit  programs with an

onl ine screening tool

Fuse geographic information system to support
emergency response and planning operat ions

Introduce onl ine payment systems for  t ickets ,  taxes,
ut i l i t ies ,  and other  ci ty  services

S U C C E S S  S T O R Y

For one large US city ,  a  focus on Integrated Service
Management to provide end-to-end visibi l i ty ,
control ,  and automation of  c i ty  services became
essential  – highl ight ing
its abi l i ty  to address these chal lenges.  
City  commissioners and IT staff  were 
specif ical ly  concerned with service 
levels for  29 cr i t ical  c i ty  services 
used by mil l ions of  c i t izens.  

AVOIDABLE ISSUES NEGATIVELY
AFFECT THE EXPERIENCES OF
CITIZENS AND VISITORS

D E L I V E R I N G  R E S I L I E N T
S E R V I C E S  A T  S C A L E

T O  A L L  C I T I Z E N S

S I N G L E  P O I N T  O F  C O N T R O L

"Edge  S ingle  Point  of  Control  software

unites  a  mult i tude  of  heterogeneous

devices  f rom  mult iple  agenc ies

to  help  us  cut  down  on  the  low- level

noise  and  make  sense  of  rea l- t ime  a lerts ,

histor ica l  a lerts ,  and  events  tha t  are

streaming  in  every  minute  of  every  day . "

Manager,  Large US City

SMARTER CITY OBJECTIVES



S M A R T  C I T Y  S U C C E S S  S T O R Y

Given the complexity  of  this infrastructure,  i t  
was diff icult  for  the support  staff  to diagnose 
issues and f ind the root cause of  problems 
to proactively  ident ify  affected services.  
The information gaps increased outages 
and eroded the confidence of  ci t izens.  
I t  a lso increased the costs associated 
with answering the surge of  cal ls 
from employees and cit izens.

MODERN CITIES ARE FILLED WITH
GENERATIONS OF TECHNOLOGY

T o  e v o l v e  w i th  c i t i z e n
e x p e c ta t i o n s ,  th e  c i t y  n e e d e d
 to  e s ta b l i s h  a  d e l i v e r y  m o d e l

th a t  a l l o w s  I T  s t a f f  to  i d e n t i f y
r e c u r r i n g  p r o b l e m s  a n d  i n i t i a t e
p r o a c t i v e  m e a s u r e s  to  p r e v e n t

f u r th e r  d i s r u p t i o n s  a n d  o u ta g e s .

By  mov ing  to  an  in tegrated  serv ice
model  the  c i ty  ga ined  the  end- to -end
v is ib i l i t y  to  make  sense  of  rea l - t ime

informat ion .  Then  cont ro l  and  automate
the  responses  needed  to  de l i ver  h igh -

qua l i t y ,  un in ter rupted  serv ices  desp i te
t ight  budgets  and  head  count

const ra in ts .

The foundation of  these services is 
an incredibly  heterogeneous
 infrastructure spanning hundreds 
of  agencies and operat ional  teams 
with more than 400 servers ,  100,000
network devices,  500 database 
instances,  and 60,000 telecom circuits.

Rea l - t ime server ,  network  and  app l icat ion
informat ion  a long  wi th  conf igurat ion  and

asset  in format ion  a re  automat ica l l y
co l lec ted  and  fed  in to  serv ice  mode l

dashboards  that  show the  hea l th  of
 serv ices  and  under ly ing  in f rast ructure .

Ab i l i t y  to  ident i fy  t rends  based  on  the
number  and  sever i ty  o f  p rob lems for

 each  asset  c lass  he lps  IT  s taf f  p red ic t
 and  prevent  serv ice - impact ing  prob lems.



T o  b u i l d  a  c a s e ,  t h e  c i t y  s t a r t e d  
r e a c h i n g  o u t  t o  s e v e r a l  v e n d o r s  
r e g a r d i n g  t h e  c r e a t i o n  o f  s e r v i c e
d a s h b o a r d s  t h a t  b r o u g h t  I T
I n f r a s t r u c t u r e  L i b r a r y ( I T I L ® )  b e s t
p r a c t i c e s  t o  l i f e .  

T h e  e x e c u t i v e  m a n a g e r s  i n  t h e  
c i t y  k n e w  a  l o n g  t e r m  
p e r s p e c t i v e  w a s  n e e d e d  b u t  t h e
s u p p o r t  w a s n ’ t  w i d e s p r e a d .  B y
c o n s o l i d a t i n g  o p e r a t i o n s  w i t h  
E d g e  S i n g l e  P o i n t  o f  C o n t r o l
s o f t w a r e ,  v i s u a l i z i n g  w h a t  w a s
p o s s i b l e  h e l p e d  t h e  r e m a i n i n g
s t a k e h o l d e r s  a c r o s s  c i t y  a g e n c i e s .

S M A R T  C I T Y  S U C C E S S  S T O R Y

CREATING A SMARTER CITY TOOK
A FOUNDATION, A BUSINESS CASE 
& A SINGLE POINT OF CONTROL 

" W e  w e r e  m o n i t o r i n g  t h e  b i t s  a n d
p i e c e s  o f  o u r  c o r e  s e r v i c e s ,  b u t

w e  d i d n ’ t  h a v e  t h e  e n d - t o - e n d
v i s i b i l i t y  f o r  s e r v i c e  m o d e l l i n g
a n d  t r a c k i n g  S L A  p e r f o r m a n c e .

T h i s  m e a n t  m o r e  c a l l s ,  h i g h e r
M T T R  [ M e a n  T i m e  t o  R e p a i r ] ,  a n d

e x t e n d e d  o u t a g e  d u r a t i o n s . "
N e t w o r k  M o n i t o r i n g  M a n a g e r ,

L a r g e  U S  C i t y

P r e v i o u s l y ,  e a c h  s e r v e r ,  a p p l i c a t i o n  a n d
n e t w o r k  t e a m  u s e d  p o i n t  m o n i t o r i n g
t o o l s .  T h e  f o u n d a t i o n  c o n s o l i d a t e d
s y s t e m s ,  n e t w o r k  a n d  a p p l i c a t i o n
a l e r t s  l a i d  t h e  f o u n d a t i o n .  O n c e
r e a l - t i m e  d a t a  w a s  a g g r e g a t e d  r e a l
d i s c u s s i o n s  a b o u t  m o v i n g  t o  a  
s e r v i c e  f r a m e w o r k  w e r e  h e l d .



What difference has this approach made? 

City  managers saw signif icant advances in 
key performance indicators (KPIs).  Clear
visual izat ions communicate the progress 
and then indicate what to focus on next ,  
such as Mean Time to Repair  (MTTR).   

BENEFITS OF EDGE-POWERED
DIGITAL SERVICE MANAGEMENT

Major  incidents that  lasted up to 
4 hours at  least  once a quarter ,  
were no longer  major

Increased hot l ine capacity  by 
addit ional  7 ,757 cal ls .

Improved serv ice avai labi l i ty  60
– 90% across serv ices

A C C E L E R A T E  D I G I T A L  D I F F E R E N T L Y

1501 Lee Hwy Suite 301,
Ar l ington,  VA 22209
Tol l  f ree:  1 .888.771.3343
Phone:  703.691.7900
www.edget i .com

edgeTI ,  the foremost expert  in  v isual iz ing and empowering real - t ime
operat ions,  bui lds Single Point  of  Control  software that  enables large

enterpr ises,  service providers ,  and governments to coordinate and
execute informed decisions based on exist ing data and tools.  The

company’s edgeCore platform strengthens performance and
 competit ive advantage to accelerate digital  different ly .
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2 – 3 hours to invest igate and 
manage incidents reduced to one 
hour  on average

An y  l a r g e  o r g a n i z a t i o n
w i t h  d i s t r i b u te d  o p e r a t i o n s

s p a n n i n g  m u l t i p l e  g r o u p s ,
a g e n c i e s ,  o r  l o c a t i o n s  h a v e  th e
s a m e  c h a l l e n g e  i n  d e te r m i n i n g
h o w  h u n d r e d s  o f  th o u s a n d s  o f

e l e m e n ts  r e l a t e  to  th e  m a c r o
s e r v i c e s  o f f e r e d  to  i n te r n a l  a n d

e x te r n a l  u s e r s

https://www.linkedin.com/company/edge-technologies-inc-
https://www.facebook.com/edgeti
https://www.youtube.com/user/edgetechnologies
https://www.edgeti.com/

