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RISING TO THE OPPORTUNITY

The Virgin Islands Housing Finance Authority (VIHFA) is strategically positioned across two
islands in the US Virgin Islands, operating four sites with two locations each in St. Thomas and
St. Croix. This geographical spread underlines the importance of VIHFA's journey toward
digital transformation, driven by a clear mission to enhance stability, efficiency, and resilience.
By focusing on these core aspects, the Authority aims to optimize operations across all sites,
ensuring that each location is well-supported and capable of delivering services effectively.
This commitment to improvement is pivotal in meeting the community's needs across the
diverse environments of both islands, embodying VIHFA's dedication to its mission.

In 2021, the VIHFA IT team grappled with outdated infrastructure, including Windows 2008
servers and aged unmanaged switches. What can be considered the most critical system, the
financial system, System Application and Products (SAP), operated on unsupported on-premise
variants, leading to constant crashes and operational headaches. Recognizing the urgent need
for change, VIHFA's IT division launched a comprehensive overhaul. The team worked
diligently to develop a plan of attack to create a sustainable and protected network. The
overhaul's first phase included deploying new Fortinet Switches, Fortinet Access Points, and
Windows 2022 servers alongside cloud backup and redundancy on Azure. These upgrades
slashed unpredictable maintenance costs and freed up troubleshooting resources. The result?
Operational efficiency soared, costs plummeted, and disaster preparedness was automated.

In conjunction with the hardware upgrades, notable achievements over the past two years
include the implementation of a company-wide cybersecurity protocol, transitioning to fiber-
optic network infrastructure, and adopting a cloud-based data management system. These
initiatives have improved operational efficiency and significantly bolstered data security,
furthering VIHFA's strategic objectives. Upgraded internet bandwidth in all four business sites
and included network redundancy, which reduced operational downtime and productivity.
Previously operating at 25/50 Mbps at each respective location, the agency was upgraded to
an ISP Fiber Upgrade of 100 Mbps, resulting in faster internet speeds, thus improving
operational efficiency and employee satisfaction.

The IT Team found it essential to address management challenges from outdated procurement
processes with the Procurement Team. VIHFA responded by launching a pioneering E-
Procurement Portal. Before this electronic initiative, the Procurement Team relied on manual
methods for notifications, data collection, and information distribution via email to bidders and
vendors. This innovative platform revolutionized procurement practices by introducing
electronic processes that transcended time constraints and improved transparency. The
Procurement staff no longer had to rely on filtering through their email mailboxes with notice
updates, bid responses, and filtering through local copies of file folders. Real-time notifications
tailored to registered suppliers and procurement team members streamlined the process,
enhancing efficiency and accessibility for employees and benefiting community members.
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BRIDGING THE GAP

Serving the community is central to the Virgin Islands Housing Finance Authority's (VIHFA)
mission. Following significant upgrades to core systems and enhancements to data security, the
IT team shifted its focus towards boosting efficiency internally among staff and externally for
stakeholders. These improvements were designed to streamline operations, facilitate smoother
interactions, and enhance service delivery, ensuring that VIHFA effectively meets the
community’s needs. Responding to this, the IT team launched a phone auto-attendant, allowing
customers to reach the necessary division directly by extension dialing or through the virtual
phone line menu. This has relieved the strain on the receptionist, who would otherwise be the
sole gatekeeper of the phone, and allows customers to feel more independent while
collaborating with VIHFA staff.

Internally, a key issue identified was the necessity to update outdated computer systems to
empower employees and enhance service to the community. In response, in 2022, VIHFA
undertook a significant initiative to replace all computers, transitioning from models dating back
to 2013 to the latest technology. This equipment modernization was strategically executed in
four phases, significantly increasing productivity and decreasing maintenance requirements.
These upgrades have led to smoother, more efficient operations, allowing staff to focus more
on strategic tasks and less on technical difficulties.

In addition to the technological enhancements, the IT Team brainstormed a new and engaging
method to improve our internal communication and collaboration throughout the organization.
This initiative led to the development and launch of the VIHFA Intranet. This centralized
platform provided employees with streamlined access to essential resources. This has fostered
and significantly enhanced organizational and operational efficiency, productivity, and staff
collaboration by centralizing communications and resources, alighing the team with
organizational goals, improving access to crucial information, and increasing employee
engagement and satisfaction. The IT team recently developed an in-house power app, accessed
through the intranet, that centralizes policy management and ensures all employees can quickly
locate and review agency policies. This innovative app eliminates the need to search through
emails for the latest policy versions, streamlining access and increasing efficiency. The app
significantly enhances the ability to maintain and consult up-to-date agency guidelines by
providing a dedicated platform for policy retrieval.

The comprehensive efforts of the VIHFA's IT team culminated in substantial benefits that
significantly outweighed the initial costs, achieving cost savings of approximately $359,682.
The team spearheaded technical advancements and fostered progress throughout the authority,
enhancing network resilience and ensuring operational efficiency in every main subdivision. The
team handled everything from routine infrastructure maintenance to deploying innovative
technologies and robust disaster recovery strategies. These improvements optimized current
operations and fortified the authority against potential future disruptions.
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CONCLUSION

In conclusion, the Virgin Islands Housing Finance Authority's (VIHFA) innovative
approach to technology management has effectively addressed existing challenges and
established a strong precedent for future technological advancements within the
organization. Their significant achievements underscore the pivotal role of strategic
management and technological innovation in propelling organizational success. VIHFA's
dedicated team of IT professionals continues to consistently reimagine, revolutionize,
and reinvent the digital landscape. Their efforts ensure that the authority is well-
equipped to deliver efficient and effective services to the community, showcasing a
commitment to continual improvement and excellence in service delivery.

Virgin Islands Housing Finance Authority
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