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[bookmark: _Toc230940200]Executive Summary
The Information Systems (IS) team made significant progress in 2025 toward the goals outlined in the OPUC 2025–2029 IT Strategic Plan: advancing modernization, improving infrastructure, and enhancing employee technology experiences. Major accomplishments included continued work on legacy system replacement through Project Valence and parallel modernization via Project Phoenix.  We also delivered extensive staff training, implemented security improvements such as penetration testing and CIS assessments, and introduced updated tools including a public comment portal and an external file‑sharing platform. 
Operationally, the IS team demonstrated strong performance, completing 99% of the 2,149 service request tickets processed during the year.  Metrics highlighted the highest demand in support, administration, and security categories, reflecting agency‑wide technology needs. The team also advanced multiple strategic initiatives, including SharePoint migration, Windows 11 24H2 deployment, and foundational work for long‑term data governance. Looking forward, IS will continue driving modernization, improve customer satisfaction, strengthen governance processes, and support major agency initiatives such as digitization efforts and the continued rollout of productivity and training resources.
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[bookmark: _Toc230940202]Goal 1 — Modernize Legacy Applications
Activities & Accomplishments:
Identified 100% of legacy applications across the agency.
Continued legacy application modernization project, Project Valence, since Oct. 2024 with expected completion date of Jan. 2027.
Continued effort on Project Phoenix to upgrade BizApps code to .NET in parallel of Project Valence.  This project is the stop gap of our legacy application in case the legacy application stops working with the lates Microsoft Windows updates before Project Valence goes live.
Performance Metrics:
Target: Modernization plans for all legacy applications by 2026.
Current: Inventory complete; planning pending.
[bookmark: _Toc230940203]Goal 2 — Improve Data Quality
Activities & Accomplishments:
Data governance identified as a strategic priority.
Planned collaboration with the PUC Open Data Coordinator.
Met with InfoTech on Data Strategy.
Performance Metrics:
Target: Categorize 100% of agency data by June 2027.
Current: planning pending.
[bookmark: _Toc230940204]Goal 3 — Raise End‑User Satisfaction
Activities & Accomplishments:
Deployed log management and mobile device management tools for improved monitoring and device management.
Upgraded approximately 60% of agency laptops.  With plans to upgrade agency laptops quarterly beginning 2028.
Completed M365 productivity training with Microsoft.
Performance Metrics:
Target: Increase satisfaction from 90% to 93% in 2025.
Current: 86% satisfaction in 2025.  Mean reason for the satisfaction to drop from 90% to 86% is the drop in work orders (down 12%) and service desk (down 5%) satisfactions.  These are the areas IS will focus on improving in 2026.
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Ticket Count Completion Rate
The IS team has a ticket completion rate of 99% for the year 2025.  The 1 % include 3 assigned, 7 suspended, and 4 waiting on information tickets.  These tickets were not closed within the same year due to the effort needed to complete the request, business decision to pause the effort, and delay in receiving the information needed to complete the requests.



Ticket Count per Month
The average ticket count is 179 tickets per month.  Summer and end of the year slows down comparing to higher ticket count at the beginning of year and fall time.



Ticket Count by Category
Major category count of the tickets shows support ticks has the highest count.  Out of each category:
· Administration: Account and email access has the highest count.
· Development: Database development has the highest count.
· Security: SPAM / Phishing has the highest count.
· Support: Application support / Training has the highest count.



Ticket Count by Division
Ticket count correlates to the number of employees per Division.

[bookmark: _Toc230940207]Accomplishments
Infrastructure, Network & Identity
Firewalls, switches, and network hardening: WPA3 enabled for Wireless Access Points; new firewalls and switches replaced; traffic trunked to a single connection; firewall upgraded.
Directory, identity and policy: Automated import of Workday data into Active Directory; deployed Windows 11 CIS benchmark to all agency laptops.
Certificates & automation: Implemented certificate auto‑renewal.
Logs: Normalized DAS badge access logs and ingested them into log management tool.
Endpoint & OS Management
Windows 11 rollout and readiness: Built a Windows 11 image; executed bulk W11 deployment in Q3 and continued in Q4; refined audit/GPO policies for W11.
Device lifecycle & operations: Laptop driver update process, asset tagging and staging area organization, eWaste of equipment, phone line audit and replacements, cell phone buyback, and a cell booster installation; established Hardware Asset Management Plan.
Security, Compliance & Assessments
Penetration testing & remediation: Completed agency PEN testing and Valence PEN testing; performed remediation work; advanced CSS CIS assessments and created a remediation plan.
ADA compliance: Formed ADA Compliance Steering Committee; identified all public facing data requiring updates; created ADA compliance plan.
Business Applications & Platforms
Project Phoenix: Continuous progress across the year, Docket 24 deployment ready; eFiling 24 initiated and advanced, target completion February 2026.
Public Comment application: Public Comment portal v3 completed.
External file sharing platform: Platform in production, enabled external file sharing, and implemented auto‑recertification.
Move & Facilities Readiness
Agency move tasks: Moved UPS and a physical server; coordinated DAS door access; cleaned server room; moved IS equipment.
Training, Conferences & Professional Development
Technical training: PowerShell training (multiple completions), SCCM training, GitHub refresher and Copilot sessions, Azure Fundamentals and development events; AI certificate earned.
Conferences & community: InfoTech Live, Blackhat, Defcon, Oregon Digital Government Summit, Oregon Association of Government Information Technology Management conference, Oregon Cybersecurity Summit, Microsoft Ignite 2025, .NET Conf 2025, GitHub Universe and Roadmap webinars, and multiple O’Reilly live events.
DEI & leadership: DEI training and debriefs.
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Status: Restarted in Oct. 2024; completion expected Jan. 2027.
Milestones: Contract executed; Stage Gate 3 completed.
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Status: .NET upgrade underway.
Milestones: Completed 3 out of 6 module upgrades.
[bookmark: _Toc230940211]RSPF Process Mapping & Requirements
Status: Business process mapping in progress; completion expected December 2028.
Milestones: Business Case updated; AY 27/29 budget requested.
[bookmark: _Toc230940212]Call Center Replacement
Status: Early fact‑finding with Enterprise Information Services (EIS) and Amazon.
Milestones: Delayed due to resource shift to complete Project Valence.
[bookmark: _Toc230940213]Windows 11 Upgrade
Status: In progress.
Milestones: Win 11 24H2 deployed; testing Win 11 25H2, required to be deployed before October 2026.
[bookmark: _Toc230940214]Information Technology Service Management (ITSM) tool Replacement
Status: invGate identified as new ITSM solution.
Milestones: Information Technology Investment (ITI) form and Cloud workbook submitted, waiting for approval; expected implementation date June 2026.
[bookmark: _Toc230940215]Intranet & File Server Migration
Status: Planning SharePoint migration.
Milestones: monthly meetings with Subject Matter Experts (SME) to migrate intranet, completion expected October 2026; resources aligned with Microsoft to plan out File server migration to SharePoint starting July 2026.
[bookmark: _Toc230940216]Quarterly Laptop upgrades
Status: Planning complete.
Milestones: due to budget constraints, quarterly laptop upgrades are delayed until early 2028, budget permitting; updated Hardware Asset Management Plan to increase life cycle of laptops from 4 years to 6 years.
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The Information Systems unit is staffed by seven positions: the Chief Information Officer, a Network Administrator, a Database Administrator/Developer, two Programmer Analysts, a Systems Administrator, and a Help Desk Analyst. Personnel are allocated across core functions including infrastructure, security, business applications, and end-user support, with project-specific capacity extended through external contractors where internal staffing is insufficient due to staff workload or experience on-hand. This approach has been applied to Project Valence, where an external project manager has been engaged to address the absence of a dedicated internal project management position.
Technology investments in 2025 supported hardware lifecycle management, security compliance, and productivity tooling, with funding directed toward firewall and network upgrades, laptop replacements, and M365 training resources. Budget requests for the 2027-29 biennium have been submitted to support continued modernization efforts.
The PUC is in the initial phase of developing a formal IT Governance Plan, which will establish structured processes for technology investment decisions, project prioritization, and resource allocation. Once in place, the governance framework will provide greater transparency and accountability in how IS resources are planned and deployed.
Resource constraints remain a recognized factor in initiative pacing. The delay of quarterly laptop upgrades and the delay of the Call Center Replacement project reflect deliberate prioritization decisions made within current funding and staffing boundaries.
Risks and Mitigations Strategies
Aligned initiatives with OPUC strategic mission and EIS expectations.
Collaborated with Microsoft, EIS, and internal business partners.
Initiated IT governance and project intake processes development.
Identified gaps: no dedicated Project Manager; limited documentation resources. Hiring external Project Managers on major projects; discussing the possibility of hiring temporary technical writers to assist with documentation requirements.
Funding supports modernization, training, and hardware refreshes.
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Develop full modernization plans for legacy applications.
Roll out M365 employee training in 2027.
Advance Project Valence toward January 2027 go‑live.
Complete Windows 11 25H2 upgrade by October 2026.
Continue discussion with Administrative Hearings Division (AHD) around digitization of Order Books and other physical documents.
Implement IT governance.
Implement Data Governance and Data Strategy.
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In 2025, the Information Systems division made meaningful progress toward modernizing the agency’s technology environment, strengthening operational reliability, and enhancing the digital experience for OPUC employees. Through sustained work on legacy system replacement efforts, continued deployment of modern device and monitoring tools, and the expansion of agency‑wide productivity resources, IS demonstrated resilience and commitment in a year marked by both advancement and organizational challenges.
The team’s ability to maintain high service delivery, evidenced by a 99% ticket completion rate and consistent monthly workload management, reflects the dedication and professionalism of IS staff even as modernization efforts accelerate.
Looking ahead, the IS team will prioritize completing Windows 11 updates, advancing Project Valence toward its 2027 target, implementing data governance, and improving customer satisfaction through targeted process enhancements and expanded training. 

Ticket Count by Status

Count	
Assigned	Cancelled	Closed	Completed	Created in Error	Suspended	Waiting on Information	3	56	182	1816	81	7	4	

Ticket Count per Month

Count	
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Ticket Count by Category

Count	
Administration	Development	Other	Project	Security	Support	Blank	397	385	113	12	363	807	72	


Ticket Count by Division

Count	
AHD	Bus and Admin Srv	Comission	Energy	Executive Office	OBMP	WTSC	Unknown	366	581	19	386	79	13	654	51	
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