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DolT CONNECTS 
BOSTON

BPS,  BPD, BPL, BFD, BCYF, PUBLIC 
WORKS, BTD, BHA, CITY HALL

Dorchester
Downtown
East Boston
Hyde Park
Jamaica Plain
Mattapan
Mission Hill

Allston
Back Bay
Bay Village
Beacon Hill
Brighton
Charlestown
Chinatown

North End
Roslindale
Roxbury
South Boston
South End
West Roxbury



THANKS TO THE SUPPORT OF 
MAYOR WU AND THE CITY 
COUNCIL, THIS YEAR WE HAVE…



A SEAMLESS CITY 
EXPERIENCE

MODERNIZING BASIC CITY SERVICES (BCS) 
BCS will be operating in a modern and supported constituent management 
system that integrates with a fully implemented asset and work order 
management system - so we can make sure our crews have the tools and the 
information to deliver on our constituents needs, and even fix issues before 
they are reported.

PERMIT TRANSFORMATION INITIATIVE (PTI) 
Work is underway to transform the experience and the first phase of its 
systems replacement - focusing on the constituent experiences of building 
construction: from when someone has an idea about a new build or a 
modification to an existing building, to when people are using the new space. 

PROPERTIES.BOSTON.GOV
A new interface for residents to find information about every property in the 
City including assessed values, permits, and more coming soon. This new 
digital product was 100% built in-house, saving approx $500,000 

Making every interaction with the City Of 
Boston simple, intuitive, And effective.



LAGAN FORMER SYSTEM



CREATIO - ENTERPRISE ASSET MGMT. 



BOSTON.GOV/PERMITTING
The new hub for 
permitting information



PROPERTIES.BOSTON.GOV



DoIT RUNS ON BEACON 
DoIT’s incident management, change management and 
service request fulfillment practices all run on ServiceNow 
(branded as “Beacon” to employees)--resulting in a more 
consistent user experience and better quality service delivery.

EMPLOYEE SELF SERVICE MIGRATION
Our team was able to avoid $1.2 million in costs, and reducing 
the number of systems to power employee self service, 
increasing security and reliability, by migrating to PeopleSoft 
Fluid (live on May 4th)

BOSTON DATA HUB
Our team migrated to BigQuery, enabling all employees to 
easily access City Data via Google Sheets - saving about 
$200,000 per year to support our budget reductions, and 
avoiding about $1 million in professional services by doing the 
work in house.

AN EMPOWERED 
CITY WORKFORCE

Equipping our public servants with the 
modern tools, data, and skills to excel.



In addition to 1,600 
project components 
delivered each year

Service Management Overview

12,000+ SERVICE REQUESTS
since October 2025

43 TEAMS

Collaborating
across the City

413 TYPES OF
SERVICES

Diverse service 
catalog

3.75 DAYS
MEDIAN 

RESOLUTION

Efficient issue 
resolution

PROJECT 
DELIVERY



HCM.BOSTON.GOV





CURB LAB
Is an innovative project that allows us to use our Asset Management data for 
signs to serve both our residents and our own teams where different curb 
regulations apply. It will launch as a beta, with additional improvements 
planned as we improve data quality for signs.

ROUTE OPTIMIZATION
Building on improvements to core data about streets, and addresses - our 
Research and Data team is building resources to optimize mattress pick ups, 
and other City operations.

A SMAHTER & 
PROACTIVE 
GOVERNMENT

Harnessing data and emerging 
technology to solve problems, inform 
policy, and serve residents proactively.





COUNCIL AMENDMENT: ROUTE OPTIMIZATION   
PROBLEM
Mattress pickups were previously assigned to contractors based on 
static geographic zones, resulting in uneven workloads and 
underutilized capacity

RESULTS
By dynamically assigning pickups each day, we can increase total 
capacity during surge periods (student move-out) and reduce 
overall vehicle miles traveled by contractors



11,143 RESIDENTS SERVED
Through 36 Community Partners — delivering device access, low-cost 
internet enrollment, and digital skills training in every major Boston 
neighborhood, with concentrated impact in Dorchester, Roxbury, and 
Mattapan.

WICKED WIFI COMES TO FIVE NEW 
NEIGHBORHOODS
New free public wi-fi sites at Nubian Square, Mattapan Square, Egleston 
Square, Maverick Square, and Malcolm X Park are fully operational — 
together logging over 117,000 unique users since launch. 

COMPUTER LABS REFRESH
Secured competitive grant to replace and upgrade devices across all of 
the City’s public facing computer labs, in collaboration with BCYF, OWD, 
and ORC. This refresh will include accessibility technologies to ensure 
all labs can be used effectively by individuals with disabilities without 
the need for modifications or accommodations. 

A CONNECTED AND 
EMPOWERED 
BOSTON

Ensuring every resident has the tools, 
skills, and connectivity to thrive. 





OUR PROPOSED BUDGET 
FOR FISCAL YEAR 2027



A SHARED SERVICE PROVIDER
DoIT will continue to leverage its expertise and resources to create 
economies of scale, saving money and reducing administrative 
burden for infrastructure, cybersecurity, and other resources.

BRINGING THE CONSTITUENT 
EXPERIENCE TO CITY HALL
Through our investments in User Research, Impact Evaluation, and 
great partnerships with other Departments, we will continue to build 
a City experience that works based on what and where our 
constituents are - in their language, on the device of their choosing, 
in the mode they prefer.

DIGITAL EQUITY 
We will continue to ensure everyone has the resources to connect 
affordably and reliably, with the right tools, and with the skills and 
support to make sure people are safe and confident when they 
experience an accessible and convenient government.

SECURE, ACCESSIBLE, AND 
CLEAR INTERACTIONS

Continue our shared progress - 
eliminating expensive, insecure, and 
outdated technology



THANK YOU


