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With more than 1 million residents living in Pima County, 
top-notch service delivery is essential for the Pima County 
government, and that means investing in the right tools 
and retaining employees as the county moves through its 
digital transformation.

For Mark Hayes, information technology leader at Pima 
County, much of the digital transformation work starts in 
IT, “TeamDynamix is a place where we are really trying to 
kickstart and accelerate the ideology that automation with 
the right tools can bring value not just to IT, but to other 
departments within our organization. We’re starting in IT, 
so that they can see the possibilities as we move forward 
with our digital transformation and expand outside of IT.”

Pima County made the switch to TeamDynamix for IT 
service management (ITSM) after using a different system 
for the last 10 years. Traditionally, the county has taken in 
tickets through email, phone and a service catalog with 
base-level triage, but with TeamDynamix in place, they will 
be able to leverage self-service and automation to better 
serve its citizens and reduce the drain on employees and 
resources.

Automating ITSM to Reduce Mundane Manual Tasks

Aside from performance issues with their old ITSM 
platform, Hayes said the county is looking at ways to 
combat both resource drain and employee burnout with 
their new ITSM in place.

“Prior to TeamDynamix, we didn’t have the ability to 
automate things and build workflows to do things that 
eliminate toil and redundancy for our employees,” Hayes 
said.

And with many organizations struggling to maintain or 
hire new talent, especially in IT, this was critical for the 
county, “People feel so much more empowered and have 
so much more worth when they are doing things that are 
intellectually rigorous and challenging versus when they 
are just repeating the same mechanical actions over and 
over and over with very little thought,” Haye said.

“Our ITSM is our entry point to our entire IT organization, 
and we want our employees to graduate out of this 
area into other roles within our organization – network 
technicians, client services, desktop technicians, 
developers and project managers,” he continued. 
“If all they’re doing is handling tickets and doing the 
same mundane, manual tasks over and over that’s not 
particularly great training. So investing in tools that allow 
our employees to engage in meaningful work is something 
that’s important to us as an overall IT organization.”

With TeamDynamix now in place, Pima County is looking 
to automate and integrate as much of the manual ITSM 
processes into workflows as they can.
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“That’s something the organization is really just starting 
to comprehend as a vision that we want to get to overall,” 
Hayes said referring to automation. “My goal and hope 
is to make sure people understand the possibilities of 
workflow beyond just getting approvals routed because 
that’s all that we really do today.”

Enterprise-Wide Integration and Automation with iPaaS

Beyond automating ITSM tasks and processes, Pima 
County is also investing in TeamDynamix iPaaS – 
integration platform as a service. With iPaaS, the county 
is looking to integrate systems beyond just IT to automate 
processes like onboarding and offboarding employees.

“We are starting small, hoping to use automation to take 
tickets and automatically deploy software to endpoints, 
to onboard and offboard users with Active Directory and 
distribution groups,” Hayes said.

Automating the Onboarding/Offboarding Process

When it comes to onboarding new hires, the county’s 
goal is to have new employees arrive on day one with 
everything they need to get to work, “You don’t need to 
waste so much time when it comes to onboarding,” Hayes 
said. “It really is such a sour experience for a new hire to 
come in, in this day and age, and sit around for three days 
waiting on their computer to show up. We need to get out 
of that mode and iPaaS is going to help us do that.”

In addition, using iPaaS to automate offboarding will  
save countless hours for a process that is normally very 
manual and heavily audited as Pima County is  
a government entity.

“As a government organization we get audited by the state 
every year and they want to know what these stale accounts 
are doing sitting here,” Hayes said. “Offboarding is currently 
a very manual process – having to review the list from HR of 
people who are no longer employed with us and manually 
revoking their privileges from all the different systems and 
software, and disabling their accounts. There’s absolutely no 
reason for that to not be automated. iPaaS is going to help us 
a lot with this and save us time.”

Building Confidence in IT to Drive Digital Transformation 
with TeamDynamix

While the digital transformation journey is starting in IT at 
Pima County, there are plans for TeamDynamix to expand 
outside of IT for true enterprise service management.

“The drudgery of working through mundane, repetitive tasks 
doesn’t exist just in IT,” Hayes said. “I think the more we can 
reduce toil within the departments that we support, the 
more people are going to buy in and understand the value 
of what we’re trying to achieve. There’s nothing like success 
to breed more success, and once other departments see the 
benefits they’re going to want these tools too.”

And it’s that success that IT is starting to realize with ITSM 
and iPaaS from TeamDynamix, “We’ve been able to use our 
success to drive additional headcount in our organization, to 
do more and better things,” Hayes said.

“As we being to do automation via workflows it’s only going 
to make it better,” Hayes concluded. “We’re lucky in that our 
leadership understands that as the world has changed, IT 
has become the center of everything. They know that the 
more they invest in us, the more they can reap benefits and 
savings in other places.
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“	Prior to TeamDynamix, we didn’t have the ability to automate  
	 things and build workflows to do things that eliminate toil and  
	 redundancy for our employees.”


