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Abstract

Government IT departments often face challenges 1n monitoring

performance, managing incidents, and mitigating operational
risks due to a lack of integrated tools. This project focused on the
design and functional prototyping of a centralized dashboard
tailored to the
operational needs of public sector IT environments. The
dashboard

performance indicators, and decision-support components to

using the Raiseaticket platform, specific

concept Integrates incident tracking, system
improve visibility and responsiveness. Through iterative testing,
key features were evaluated for usability, alignment with user
requirements, and potential impact on operational efficiency.
While the project remained in the design and testing phase, the
results demonstrate that platforms like Raiseaticket can support
effective digital transformation strategies using accessible, no-
code tools. The developed prototype offers a foundation for

future implementation and serves as a model for scalable, cost-

effective solutions in government I'T management.

Introduction

The role of IT departments 1n Puerto Rican government agencies
1s critical to the delivery of essential public services. These
departments support various administrative functions such as
document management, communication systems, and financial
processing. However, outdated systems and inefficient practices
hindered the optimal performance of these agencies.

IT inefficiencies in government agencies affected the delivery of
services to citizens. Delays 1n processing requests, maintaining

databases, and responding to incidents caused frustration and

reduced trust in public institutions. This situation was particularly
concerning as the expectation for digital services grew among the
public, placing pressure on government agencies to modernize
their systems.

Despite the growing reliance on technology, Puerto Rican
government agencies continued to struggle with outdated IT
infrastructure. Many of these agencies relied on manual tracking
processes and legacy systems that lacked integration. These
outdated systems were unable to provide real-time insights into
performance or risks, which posed a significant barrier to effective
decision-making.

The objective of this study was to enhance operational efficiency
and 1mprove decision-making within Puerto Rican government
agencies by developing a centralized IT dashboard for
performance and risk management. This dashboard enabled real-
time monitoring of systems, allowing quicker responses to IT

incidents and reducing the time spent on manual reporting
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Digital transformation in the public sector 1s crucial for improving
service delivery and government efficiency. Governments are
increasingly adopting technologies such as cloud computing, Al, and
IoT to manage public resources more effectively. However, challenges
like legacy systems, cybersecurity risks, and the need for employee
digital skills remain. Still, the benefits continue to drive these efforts
[1]. Examples include Estonia’s e-government program, which
streamlined bureaucracy and improved transparency by digitizing
services like tax filing and voting. Similarly, Singapore’s Smart Nation
initiative uses IoT and Al to address urban issues such as traffic
management, enhancing efficiency and livability [1, 2].

As transformation progresses, IT performance management 1s
essential for evaluating the effectiveness of new technologies. Key
Performance Indicators (KPIs) measure system performance and

departmental efficiency, helping agencies improve digital initiatives

[3]. Monitoring tools and dashboards visualize KPIs, track system
health, monitor real-time data, and detect issues early to support
informed decisions and better service delivery [4].

Risk management is also key to maintaining stable government IT

systems. Strategies like vulnerability assessments and 1ncident

response planning help ensure service continuity and protect citizens'
data [5].

enabling swift action to prevent disruptions [5].

Methodology

Dashboards provide real-time alerts and trend analysis,

The methodology adopted for the development of the IT dashboard
followed an Agile approach, which allowed the project to evolve in
response to feedback and changing requirements. This iterative
process enabled close collaboration with stakeholders, ensuring that
the dashboard met the specific needs of Puerto Rican government
agencies. The development was structured 1n phases, each focusing on
a critical aspect of the project, from gathering requirements to
designing the system, and finally, to its incremental development and
testing. Special attention was paid to data security, with synthetic data
used to protect confidentiality, and the system was built to comply
with strict cybersecurity standards. By following this approach, the
project ensured that the final product was both effective and aligned
with the agencies' operational goals.

The project advanced through defined phases beginning with
stakeholders  1dentified

performance metrics and desired features. This was followed by a

requirements  gathering, where key
design and prototyping phase, during which wireframes and interface
elements were tested for usability. Subsequent iterations involved

incremental development and functional testing to refine performance

and usability. Throughout this process, data security remained a
priority. Synthetic data was used to simulate real scenarios without
exposing sensitive information, and all development adhered to
established cybersecurity best practices to ensure compliance with

applicable data protection standards.

Literature Review Proposed Dashboard

The proposed dashboard integrates key features like real-time
system monitoring, incident tracking, and decision-support tools to
enhance IT operations and risk management in government
this

functional prototype enables testing and validation of core

agencies. Developed using the Raiseaticket platform,

functionalities. The features, shown 1n Figure 1, were chosen to

address the most pressing challenges faced by government
agencies, ensuring alignment with their operational needs.

* Real-Time System Monitoring: The dashboard provided real-
time visibility into the health and performance of critical IT
systems, with status indicators and alerts for quick detection of
1ssues, enabling rapid responses.

* Incident and Risk Management: The dashboard allowed
users to log incidents and track resolutions, while a built-in risk
management workflow assessed system threats.

* Decision Support Tools: The dashboard offered analytics and
forecasting models to support data-driven decisions, providing
insights into system performance, project progress, and

resource allocation for effective planning.

Expected Results and Benefits

The proposed dashboard aimed to provide a centralized, user-
friendly platform for monitoring IT performance, managing
incidents, and supporting data-driven decision-making 1n
government agencies. By integrating KPIs, automated ticket
workflows, and system health indicators, the dashboard sought to
improve response times, increase transparency, and reduce
inefficiencies. Using the no-code Raiseaticket platform, the project
showcased scalable, low-cost digital transformation. Early testing
indicated the dashboard could streamline workflows and enhance
the wvisibility of critical IT metrics, fostering collaboration and

accountability among IT and administrative teams.

Conclusion

This project demonstrated the feasibility of designing a

functional IT operations dashboard for the public sector using no-
code tools. The use of the Raiseaticket platform enabled a rapid

and adaptive development process aligned with Agile principles

and user feedback. While full implementation was not within the
project scope, the design and testing stages yielded valuable
insights 1nto stakeholder needs, usability challenges, and system
requirements. The prototype confirmed that government agencies
can leverage accessible digital tools to modernize internal IT
operations and improve service delivery. Future work may include
full deployment, integration with legacy systems, and long-term
performance tracking to validate the dashboard’s operational

impact.

Channel Category Priority (4) Status Group
‘ Medium

High

Low Channel Category

Urgent

Recent Activities

Isamar Ojeda Marrero added a group Frank.

Digital Transformation for IT Performance and Risk Management in Government

? AL

;-—

il

Channel Category (4) Priority Status Group

.

Priority

Resolved

Pending

Open

Awaiting 3rd Party Response

Closed

In Progress

All Activities

Isamar Ojeda Marrero changed the status of ticket (#11) Application

crashes to Closed.

Isamar Ojeda Marrero changed the status of ticket (#20) Error 403 to

Pending.

Isamar Ojeda Marrero changed the status of ticket (#19) No access to

NN RS (R - T o R

Reports / Ticket

Reports updated 5 mins ago

All Tickets By Channe
Resolved Tickets
Unresolved Tickets
Resolved within SLA

Resolved outside SLA

Overdue

e} i =] = =] i B
4

Sla Breach
Avg 1% Response 0 min
Avg Resolution 11 days 21 hours 40 mins
Avg agent replies per resolution 0
Outbound Replies 0

Inbound Replies 0

Resolved Unresolved
21 10 M

March 21, 2025 - May 19, 2025 ~

Received and Resolved

Received Resolved In SLA
21 7 ] 3333% 3

Reports / Today's Insights

Agent Priority Status
Unassigned High Awvaiting 3rd Party Respo...
Low Pending
Medium Pending
Francisco Ojeda Rodriguez Medium In Progress
Isamar Ojeda Marrero High Awaiting 3rd Party Respo...

Pending

Pending

Resolved Qutside SLA

HHHHH

Subject

#16 - System freezes

#22 - Schedule system maintenance
#20 - Error 403

#10 - Internet connectivity

#9 - Desktop PC

#19 - No access to shared drives
#21 - Mouse and keyboard

#12 - Microsoft Office

#13 - Error code E20

#17 - Laptop battery

References

Hardware

MNetwork

Request

Problem

3

#22 - Schedule system maintenanc

Request

#19 - No access to shared drives

Network

#18 - new email account

13-05-2025 - 19-05-2025

By Category

By Status

18 19 20 21

12-05-2025

Agent «

Response Due Date

16-05-2025 06:06:43

16-05-2025 08:16:40

16-05-2025 08:13:30

16-05-2025 07:46:44

16-05-2025 05:45:39

16-05-2025 06:12:59

16-05-2025 08:15:56

16-05-2025 07:49:28

16-05-2025 08:04:14

16-05-2025 08:09:25

ent ~ Group ~ Pronty ~ Category ~ Channel ~

e

& Download Lt B

Company ~

22 23

o |

to 19-05-2025 & Download =

Priority ~ Status ~ Due by (Resolve) «

Resolve Due Date
16-05-2025 08:06:43
16-05-2025 13:16:40
16-05-2025 12:13:30
16-05-2025 11:46:44
16-05-2025 07:45:39
16-05-2025 08:12:59
16-05-2025 13:15:56
16-05-2025 12:49:28
16-05-2025 12:04:14

16-05-2025 12:09:25

[1] Espinosa, V. 1., & Pino, A. (2024). E-Government as a
Development Strategy: The Case of Estonia. Public Security

and Public Order, 25.

[2] Willems, T., & Graham, C. (2019). The Imagination of
Singapore's Smart Nation as Digital Infrastructure. Urban
Studies, 56(7), 1413-1429.

[3] Klimaitiené¢, R., Derengovska, E., & RudZioniene, K. (2020).
Application of Key Performance Indicators... Public Security

and Public Order, 25.

[4] National Institutes of Health. (2020). The Managerial
Implications of the KPIs in Healthcare. Journal of Healthcare
Management, 65(5), 345-356.

[5] Sayyari, T., & Barbosa, R. (2024). Cybersecurity and
Corporate Risk Management... Journal of Cybersecurity and

Digital Trust, 2(1), 1-15.



	Slide 1

