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1. Update on Austin.gov
2. Invitation to collaborate on 

Austin’s Digital Services Strategy

Things for today



Update on Austin.gov
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Our last presentation



Resident expectations for digital 
services have totally changed.



Resident expectations for digital 
services have totally changed.



% of U.S. adults who do not have 
broadband at home but use smartphones



The way that we design and deliver 
services in government hasn’t kept up. 

austintexas.gov 
in April 2012

austintexas.gov 
in April 2018



This is eroding trust in government



This is eroding morale within our city



We’ve launched a new 
approach to this work.





Progress



Austin Public Health
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Austintexas.gov has 
11,000 pages and 
10,000 documents 

such as PDFs.



242
PDFs

626
Pages of Public 
Health content

Public Health’s numbers:







Staff want to provide better 
content, but they need more 
guidance, training, and tools 

to do so.



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

- Hannah, Analyst

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

- Hannah, Analyst





Content Author MVP







Forms



CMS Forms Maps Payments

Scale with shared technology



Form Prototypes



ATD proof of concept



Knack embed

<script 
type="text/javascript">app_id="59d6
d719ca658c3c38ba7191";distribution_
key="dist_2";</script><script 
type="text/javascript" 
src="https://loader.knack.com/59d6d
719ca658c3c38ba7191/dist_2/knack.js
"></script><div 
id="knack-dist_2">Loading...</div>



Decoupled approach



● React

● JSON Schema standard

● US Web Design System

US Forms System

https://reactjs.org/
http://json-schema.org/
https://designsystem.digital.gov/


Collaborating on Austin’s 
Digital Services Strategy
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We need a strategy that’s 
broader than any specific 

technology solution.



Start with residents, not technology. Connect with 
the community about their needs and expectations, 
and test and refine solutions with residents.

1/ Put residents first



Research & test with residents
1/ Put Residents First



Prioritize inclusion in research 
and community engagement 

1/ Put Residents First



Percentage of Austintexas.gov 
Sessions by Language
November 2016-2017

Spanish 0.76%

Chinese 0.16%

Vietnamese 0.03%

Language Access: Austintexas.gov 

Prioritize equity when planning 
features and functionality

1/ Put Residents First



Empower teams of experts in to support research, 
design, delivery, and integration of digital services.

2/ Recognize that digital services require 
teams and competencies, not just software 



New types of leadership
2/ Teams, not just software



New types of teams
2/ Teams, not just software



City-wide standards
2/ Teams, not just software



The best solution today isn’t necessarily the best 
solution tomorrow. Design for adaptability.

3/ Understand that everything must change



Establish safe spaces for 
prototyping and testing

3/ Understand that everything must change



Invest in shareable, 
discoverable research

3/ Understand that everything must change



CMS Forms Maps Payments

Create and support modular, 
reusable components 

3/ Understand that everything must change



Cultivate learning opportunities for managers, 
practitioners, and residents across disciplines, 
departments, and sectors

4/ Cultivate a community of learning



Empower staff to share 
problems and solutions

4/ Cultivate a community of learning



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

- Hannah, Analyst

Create opportunities to unlock 
our full potential

4/ Cultivate a community of learning



Contribute to and learn from 
the broader community

4/ Cultivate a community of learning



1/ Put residents first
2/ Recognize that digital services require 
teams and competencies, not just software 
3/ Understand that everything must change
4/ Cultivate a community of learning



How can we work together?
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Thanks!



medium.com/civiqueso



odd.austintexas.io


