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Government that Works

If you want to come to City Hall to do business with us,
we'll be here for you. But if you have to come to City Hall
to do business with us, then we're not doing our job.

Jascha Frankiin-Hodge,
City of Boston



Build living digital services
that grow, adapt, and improve
with user needs.
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Putting residents first




Putting residents first works well with
an iterative approach

Digital Service Values



http://projects.austintexas.io/projects/austin-digital-services-discovery/shared-values/digital-service-values/

TRADITIONAL PROCESS

LINEAR AND ATOMIZED

RESEARCH

UX Research within an Agile Design and
Development Sprint Cycle, from UXPA

DEVELOPMENT


https://www.slideshare.net/UXPA/ux-research-within-an-agile-design-and-development-sprint-cycle

EVALUATE

RESEARCH DESIGN BUILD



Why we are going iterative and not taking the
traditional approach

e Research helps us to stay focused on user needs so it
should be a continuous part of our work

e Implementers aren’t brought in early enough or made part
of the process which builds empathy of user needs

e Expert decisions are made with expert voices



Observe how residents use services



N CENTER | VISITORS BU

austlntexas%gov @PayOnline @Sewices @Calendar GMedia eDeparlmanls 03-1-1 “Trans\ale
he official website of the City of Austin
Fsin [ v
Lo D os | e | e e
v T

—
-

S

Make Your Passion Profitable
Apply for Artist Career Training.
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Current AustinTexas.gov navigation goal

Programs and
Resources

Program or

Homepage Service

Department
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Testing Austin digital services MVP content

relationships

Theme: Living

Topic: Education, training, and classes

Service: Sign up for a free recycling class

Topic: Manage compost, recycling, trash,
energy, and water

Service: Look up your recycling, compost, and trash
pick-up days

Service: Register for a small business accounting
class

Service: Register for a beginners watercolor class

Service: Sign up for a free recycling class

Service: Apply for a rainwater harvesting rebate




Help residents discover
related services based on
their needs and goals.



Using resident observations to change
the user experience









From AtoB

The test site that Tiandra and James used
has two paths to other services:

1. Use the blue text above the service
title to navigate to a topic page with
all related services

2. Use the ‘related services’ tiles in the
grey section

But, Tiandra never scrolled into the grey
section on her tablet, and James said, “I'm
trained to ignore [the footer]”.

MEMN AUSTIN.GOV

Look up
recycling,
compost, and
trash pick-up

days

Tyipe your address, withoul apartrment
riarmber, in the box below

Press the search button to view your
pickup schedule

{Optional) Click the icon to add your
pickup days to your Google, iCal, or
Microsoft calendar or print a copy of
your Ehedule.

Use this form to look
up your pickup
schedule

Contact
Phone Humber

Email Address

Austin Recycle and Reuso
Drop-off Conter

Hours
Monday-Friday
D00 AM - 500 PM
Saturday

T00 AM - 12200 PM
S ay

Closed




From Ato B

We observed from Tiandra and James that
the gray sections feel unrelated and more
like a footer.

1. We removed the gray section break

2. Updated the ‘related services' title to
be more of a prompt

3. Changed the attributes of the service
tiles to focus the resident there and
make it visible on white background

MENU | AUSTIN GOV

Look up
recycling,
compost, and
trash pick-up

days

T:.'po your address without apartment
number, in the box below

Press the search button to view your
pickup schedule

S ptional] Click the kcom to add your
pichup days to your Congile, iCal, or
Microscft calendar or print a copy of
your schedule

Use this form to look
up your pickup
schedule

Contact

Phone Number
212-267-8033

Email Address

Austin Rocycle and Rouso
Drop-off Contor

nited State
Hours
Monday-Friday
D00 AM - 5.00 PM
Saturday
TO0 AM = 1Z2:00 PR

Suniday
Closed




Was that the right path?

We don't need to conduct a usability test
for every change—but—the layout,
interactions, and content are never done.
They can always be improved based on
resident-user observations and feedback.



Improving how we recruit for a diverse
pool of test participants



Want a better City of Austin website?

Help the City of Austin by giving feedback on
our new online services. We'll be providing HEB
gift cards to all participants!

Sign up today: tinyurl.com/DecemberWebTest




Opportunities for recruiting Austin residents for
usability testing

Help us with recruiting!

We would love to send it to the commission in the
future and get advice on how to reach out to
participants
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Content




A Website that Puts Residents First

Content People Workflow

om



Residents find current
content too lengthy and

complex, and content is
not accessible to all.




“I don’t actually read everything.
| just go through and | see if there’s
an easy answer.”

- Robert




‘\_‘ﬁ‘\_\-%

—
HQ\D_ Us Qrgamze City of Austin Senvices

“I've been trying to find the page for changing
cart sizes. It’s alow priority for me to find it
again, because | work long weeks.”

-Linda
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Austintexas.gov has
11,000 pages and

10,000 documents
such as PDFs.
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AustinTexas.gov Pages Reading Level

Readability score based on; Flesch Kincaid Grade Level @

1st grade
2nd grade
3rd grade
4th grade
ath grade
Gth grade
Tth grade
&th grade

MaxXimum
reading level
recommended

High school freshman

Readability s core

High school sophomore
High school junior

High school senior
College freshman

College sophomaore

Mo readability score

=

250 500 750 1000 1250 1500 1750 2000 2250 2500
Pages



We are coaching authors
and publishers to write
service-oriented content.



Department-oriented vs Service-oriented

Service-oriented language is a way of addressing the services available to
residents, instead of the departments providing the services.

Department-oriented language

Service-oriented language

Certification for MBE/ WBE

Get Certification for Your Minority or
Woman-Owned Business




Dive in to Digital Services

These digital services make it easier to get what you need. New
services are added regularly.
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Apply for a Mortgage Deduction Request a Public Record

Lower your tax on mortgaged property Take these steps to view or copy
public information

Learn more 2> Learn more 2

Find Bid Opportunities

Search open bids to find projects of

interest to your company

Learn more -



Residents find outdated
content because it Is

difficult for staff to
manage existing content.




Helping City Staff Manage Existing Content
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Betty, Parks and Recreation

Louis, Police Monitor
Content Publisher

&y Content Publisher
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Jorge, Resource Recovery
Content Publisher




Staff want to provide better
content, but they need

more guidance, training
and tools to do so.




We are making content
writing easier by providing
staff with the training
and tools they need.



City of Austin Style Guide

Digital Services Style Guide

DIGITAL SERVICES STYLE GUIDE
Introduction
us on the public and their needs

er them

th some style, formatting and

Home Contact

Introduction

Serve up content that's as simple and
satisfying as breakfast tacos.

Austin residents and visitors desire an easy, helpful and productive interaction with their
local government through all digital channels. Much like a great taco is made up of
quality ingredients, our job is to deliver quality content to our residents

Rather than creating digital services based on organizational structure, hierarchy and
assumptions, we will use user research to understand user needs and build digital
services that center on the most important part of the City: the public.

This style guide will direct the City of Austin in this new approach to provide digital
services, making us more open, accessible, empathetic and effective as a City.




“| want our whole department to see
this, because they love [acronyms,
jargon, and FAQs]”

- Hannah, Analyst
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Just a sec. Let's check content
quality from the resident’s side.

Suggested Bhanges

Image will be placed here after page is reviewed

Write an actionable title, starting with a verb

Write out the steps a resident needs to take to use the service

0 acronyms can be written out for
comprehension.

Spelling out acronyms make the
information easier to read.

1 sentence is in passive voice. Change
to active voice.
The active voice is more direct.

0 sentence is hard to read. Simplify,
shorten, or split sentence.

Choosing a simpler word saves space and
makes your content easy to read.

0 word or phrase has a simpler
alternative.

Choosing a simpler word saves space and
makes your content easy to read.

0 sentences have a reading level above
8th grade.
Let'’s keep it accessible, Austin!




Well done, Susanne!

\l/

71N\

You've crafted an awesome new
service page and fixed all errors!

Your page has been submitted for review!

We'll let you know when it's live.

VIEW DASHBOARD ) ( CREATE ANOTHER PAGE )




We can be the leader
of how cities provide
resident-focused content.
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Open Source CMS




Self-Operating Napkin

Apologies
up front

medium.com/@mateoclarke/open-source-city-cms-part-1-607a58b32356



http://medium.com/@mateoclarke/open-source-city-cms-part-1
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Technology trends and content management

Benefits of a Decoupled CMS

- Scaling is cheap with static assets
- Security exposure decreased
- Reuse content in different contexts

How We're Thinking
About Content

Management for City - websites vs mobile apps

Government

Hil I'm Jake. I'm a writer, software engineer,

- Integration with external APIs

Technology, and Innovation Fellow for the
City of Austin. My first few weeks were all

about learning, from participating in design

[Link to Jacob’s Medium Article]



https://medium.com/civiqueso/how-were-thinking-about-content-management-for-city-government-88f563497096

cityofaustin.github.io/innovation-fellows/

* Changing Up Local Governme X
C @& Secure | https://cityofaustin.github.io/inno WS/ €

Translate

Design, T_echnnlogy, Home About Us Civiqueso Posts Events Join Us Go to our Projects site
& Innovation Fellows

, = 1IN
%

Changing up Local Government

The City of Austin’s Design, Technology, and Innovation Fellows program
provides an opportunity for Austin’s passionate and civic-minded designers
and developers to bring the principles, values, and practices of the technology
sector into government.



https://cityofaustin.github.io/innovation-fellows/

austinconventioncenter.com

Facllity  Services  Visiting Book an Event

AUSTIN
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Level 4

¥ Exhibit Halls

» Balirooms
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future. friendly content.
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https://www.austinconventioncenter.com/

projects.austintexas.io

* Homepage | Innovation Proje

&« C @ Not Secure | projects.austintexas.io

An official City of Austin website Translate

Innovation Projects Home Current Projects ~ Past Projects ~ Contact

Current Projects

Improving Alerts for
Flooded Roadways

with Watershed Protection Department

We're working with Austin's
Watershed Protection Department
to improve how ATXfloods provides
information about the status of
roadway closures to the public and
emergency services.

Updated August 28, 2017

Austin Digital
Services Discovery

with Austin Resource Recovery and
Ci icati & Public i
Office

We want to learn what’s not working
about our current website and to
define, and more importantly—test
new methods for developing and
accessing City of Austin digital
services.

Updated August 28, 2017

Homelessness
Qutreach Street
Team

with Austin Police Department, Austin-
Travis County Integral Care, Austin-
Travis County Emergency Medical
Services, and Downtown Austin Alliance

The Homelessness Outreach Street
Team (HOST) represents a new
collaborative initiative in Austin's
Central Business District to address
proactively the needs of people
living on the streets

Updated August 28, 2017



http://projects.austintexas.io

permittingatx.com

cloudcannon

[€) algolia
jeb

/8 Dol need a Shed Permit? — € x [\ Mateo

& C | ® permittingatx.com/residential/projects/shed/define/ ¥

OVERVIEW 1. DEFINE 2. CONSULT 3. APPLY 4. REVIEW 5. INSPECT

Zoning requirements

Whether your project needs a permit or not, there are still zoning regulations
you must follow to make sure your shed follows the City of Austin’s code. Some
customers choose to buy pre-made sheds since they can be moved off of
easements and setbacks. Pre-made sheds still count toward your total
impervious cover and must also follow zoning requirements.

1 1
1 1
1 1
1 Impervious cover Buildable area |
1 1
1 I
1 1

Setback
Easement
Setbacks Easements Impervious Cover

What is impervious cover? Rooftops, driveways, parking lots, and other man-made or stone surfaces that keep water
from being absorbed into the ground. Impervious cover restrictions are put in place to prevent flooding during and after
heavy rains. If you do not live in a floodplain, your impervious cover cannot exceed 45% of your property. If you do live in a
floodplain, your impervious cover cannot exceed 10% of your property. Impervious cover restrictions are in place to make
sure a significant amount of water is making it back into the soil and to prevent flooding. Learn more about impervi



http://permittingatx.com/

rackle.austintexas.io

f 3

® O ® [ AT Project Teacker x Mateo
« C  # Secure | hitps://grackle.austintexas.io i
This official City of Austin site is 8 wark in progress.

ATX Project Tracker HOME  ABOUT PROJECT TRACKER

Improving Visibility into City Projects ™ ‘

ATX Project Tracker secks to make it easier for people in Austin to have a sense of

what projects the City is working on, the state of progress of thase projects, how the

projects relate to critical goals, and how they are funded. Learn more about project
king and i fuil

Search for Prajects
n view All Tracked Projects
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Open Data Initiative iTeam- Understanding
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e G 1 i ow At i . - i



https://grackle.austintexas.io/

We’re becoming very familiar with
content management systems



What did we learn?

e We can build sites that are
customizable, complex, and
extendable without a backend
server.

e The content management
experience is hard definitely not
solved by moving content into
YAML files or spreadsheets




How could we improve?

e |n most cases, technical decision
of selecting a content editing
system were made before
understanding the needs of the
content creator or the nuances of
the content model

e Most challenges in developing
the sites were around the rigidity
of the content system and
limitations to adapt of content
model




e Thereal work is around
making sure residents
have a great experience.

e Thewaytodothatisto
support content authors.




“The People are at the top of the org chart.”

Manisipal Court
My Jana (8, Coart Curs
12-HT-S

e “Put Residents First” is the 1st of our T
6 Digital Service Values. S

e This orients our priorities as a service I%‘ S
organization. =l

e Our devteam is making tools to
serve the user researchers, who serve
the content editors, to serve the

public.




Narrowing down the most critical features for MVP

Robust User Roles for Content Coaching
Customizable Admin Interface

Mobile First Content Preview

Content Performance Dashboard
Translation

Forms



Building on an open source platform
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Conversations with our peers

e We've had 2 conversations with cfpb folks ‘ — l >
about Wagtail ‘ :

[ :

e We talked to Boston.gov & Mass.gov about r
Drupal 7 vs Drupal 8 Consumer Financial

Protection Bureau

CITY o« BOSTON
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Wagtail ecosystem

e Developed in Feb ‘14 by Torchbox,agency based
in the UK.
e Torchbox managed big public sites with Drupal.
o “You don’t get fired for choosing Drupal.”
e Made with Wagtail:
o United Nations, Oxfam, NBC News, 18F, FEC, cfpb,
UK Gov, NHS, NASA, Intel, Wharton, City of
Helsinki, Municipality of Anchorage, Open Canada
e CQOurteam is already contributing back to the
Wagtail open-source project.

wagtail



https://github.com/wagtail/wagtail/issues/4111

Django/Python ecosystem

e Django is the underlying MVC
framework.

e Python community
o Common language for CS 101
o Widely used in GIS, Academic
and Scientific communities

PYTEXAS
pyladiin>

W, (28

B USERS




Recruiting the next gen of civic technologists

The fifteen most popular
languages on GitHub

by opened pull request

GitHub is home to open source projects written in 337 unique
programming languages—but especially JavaScript.

THON —®
JAVA — & 9BBK
RUBY — & 870K

PHP —8 55K

C —e -

CSs —g 335K



Recruiting the next gen of civic technologists

Percentage of Matching Job Postings (%)

python and php Job Trends
I python l php + Add Term
Job Postings A
Apr 15, 2016

== python: 0.83%
1.0 == php: 0.30%

2014 2015 2016 2017



Working in the open

€)= ¢ o
¥ MostVisited @ () [EZcoa @ uni-pretty

~ |

m#Feo oo =

& GitHub, Inc. (US) | https://github.com/orgs/cityofaus

rojects/1 0%

o This organization Pull requests Issues Marketplace Explore

1 City of Austin

Repositories 83 People 68

Janis Joplin @ oE—

Needs Discussion 3 +

(@ Persist language selection across ***

user sessions

janis#54 opened by mateoclarke

effort: low m

@ Live preview for mobile
joplin#32 opened by benweatherman

 atfort: high J when: MV |

Build translation workflow
1of 6

joplin#17 opened by benweatherman

Teams 20 [ Projects 1 Settings

We willDo @

Application block Map
Janis#27 opened by ifsimicoded
effort: medium o 0Td

Add map to contact section
Oof2
s#76 opened by cthibaultatx

| when: Mve ]

Plug and configure analytics
janis#30 opened by cthibaultatx

effort: medium [T

1) Add header image holders and
background color
janis#37 opened by cthibaultatx

atfort:fow [T

Create separate austin.gov
feedback tracker repo
janis#31 opened by cthibaultatx

ettort: 1w (I

In Progress &

) Feedback Form

20fd
Janis#18 opened by benweatherman

atfort: medium XTI

¥) Department Model and Dept

Page endpaint
joplin#386 opened by ifsimicoded

attort: medium [XTRITTY

) Topic Page

janis#29 opened by ifsimicoded

efforts mediurn) [T

D Language Selection

Oof 3

Janis#35 opened by cthibaultatx

T) Homepage

janis#33 opened by cthibaultatx

ettort: low [ENTIHNT

it

Blocked 1

(0 Application block for Recollect
janis#26 opened by ifsimicoded

etfor: e

+ Add cards B Fullscreen = Menu

Done 21

(& Use "Accept-Lang” for
determining which lang to serve
joplin#40 opened by
benweatherman

ettor: o (I

Get Page API data via slug
instead of via ID

joplin#26 opened by
benweatherman

effort: low m

(& Topic Model and Page Endpoint
joplin#37 opened by isimicoded

effort: medium [T

(@ Service Page Endpoint updates
joplin#38 opened by ifsimicoded

P

(& Service [ Contact Model
joplin#39 opened by ifsimicoded

Autonated as Done |



Alpha.austin.gov

e Initial release of alpha.austin.gov in February
o Refining usability testing & recruiting
o Prioritizing features and improvements
e [Extend content model
o Events Pages
o Process (Step-by-step) Pages
e Adding content from more departments
o EMS
o ...more



Build living digital services
that grow, adapt, and improve
with user needs.
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