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Resident expectations for digital 
services have totally changed.



Resident expectations for digital 
services have totally changed.



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

austintexas.gov 
in April 2012

austintexas.gov 
in April 2018



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





Barrier #1

Awareness
Are residents aware 

that the service exists?

High-level barriers to access and inclusion



Barrier #2

Access
Are residents able to 
access the service?
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Barrier #2

Access
Are residents able to 
access the service?

Barrier #1

Awareness
Are residents aware 

that the service exists?

Barrier #3

Inclusion
Are residents able to 

use the service?

High-level barriers to access and inclusion



Failing to support digital 
services disproportionately

harms lower-income 
populations.





What do we mean 
by “Accessibility” 
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When I say Accessible you think...

Of the 90,991 individuals in Travis County who identif ied 
as disabled in the American Community Survey.  

And maybe the  additional 70,446 individuals living in 
surrounding counties like Williamson, Bastrop, Hays and 

Burnet.



People that have disabilities related to



But barriers are as diverse
as the individuals we serve



We’re expanding the City’s 
approach to address the diversity 

of barriers faced by residents





Great work is happening in 
different parts  of the city.

We’re co-creating a framework 
in for assessing where we are 
and where we should improve.





We’re researching best practices and 
partnering with experts across the city



Government that works 
for all



Fundamentals 
for this approach
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Components of change



1 Putting residents first.



Scaling with shared technology2



Unlocking the potential 
of our civil servants3



Being “Agile”



“There was nothing, now 
there is something.” 

Anne, Resident

Being “Agile”



alpha.austin.gov



Service Design Lab



[ image of some meeting to 
show that human people 

worked on this ]
Policy Lab



Policy outcomes around accessibility

In the near-term:

● Awareness of how accessible City 
services are in 2019, understanding 
the diversity of barriers

● A city-wide conversation about how 
to make all of our services more 
accessible

For the long term:

● City services are more accessible, 
equitable, and inclusive for all of our 
residents

● Departments are able to continually 
improve services through thoughtful 
design, technology, and 
policymaking



Near-term: Building an 
Inventory of Services
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Project Approach
Objective Deliverables

Inventory services.
Identify services citywide that impact 
Austin communities.

● Lis ting(s ) of paper-based and manual City s ervices  and 
proces ses  (multiple information sources  in absence of 
exis ting inventory)

Prioritize services for redesign.
Evaluate s ervices  in the inventory for 
priority for redes ign.

● Approaches  for as ses s ing acces s ibility and priority

● Asses sment of highes t priority s ervices  for redes ign and 
digitiza tion, cons idering acces s , equity, res ident 
value/ need (per audit recommendation)

● Proposed s tra tegy for redes igning and digitizing s ervices , 
and addres s ing barriers  to more acces s ible s ervices  (e.g., 
policy)



We’re drawing from several 
data sources to create a 

unique list of City services



Information sources and efforts to connect with 
Existing sources:

1. Customer Service Directory on 
City website

2. Strategic Direction 2023 efforts
3. PDF scrape of austintexas.gov
4. 3-1-1
5. Language access plans
6. City budget taxonomies

Potential new sources (to be scoped):
1. Community engagement on 

paper-based and challenging 
processes

2. Survey of City service owners
PDF listing in analytics for austintexas.gov 



We’re focused on services that

1. Involve a Transaction (with a form or application)
2. Are Public-Facing
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Austintexas.gov has 
11,000 pages and 
10,000 documents 

such as PDFs.



The search for forms and applications



We expect to identify several 
hundred services.

So we’ll need to prioritize 
what to improve first.



Existing prioritization methods



Some of the factors 
we’re using to prioritize...







Project timeline

Other events on horizon:
Mayor’s Committee for People with Disabilities

Digital Empowerment Community of Austin

JUN JUL
AUG SEP

Community Tech & 
Telecom Commission 
Meeting

Deliver assessment 
and proposed strategy

Open & Smart 
Advisory Board meeting

Service Access 
kickoff workshop 
(June 28)

Council budget hearings

Project 
milestones Work with departments to assess services



What we need 
for what’s next
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Policy outcomes around accessibility

In the near-term:

● Awareness of how accessible City 
services are in 2019, understanding 
the diversity of barriers

● A city-wide conversation about 
how to make all of our services 
more accessible

For the long term:

● City services are more accessible, 
equitable, and inclusive for all of our 
residents

● Departments are able to continually 
improve services through thoughtful 
design, technology, and 
policymaking
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In the near-term:

● Awareness of how accessible City 
services are in 2019, understanding 
the diversity of barriers

● A city-wide conversation about 
how to make all of our services 
more accessible

For the long term:

● City services are more accessible, 
equitable, and inclusive for all of our 
residents

● Departments are able to continually 
improve services through thoughtful 
design, technology, and 
policymaking



We need to convene 
around a new approach.



Resident expectations for digital 
services have totally changed.



Resident expectations for digital 
services have totally changed.



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



Government that works 
for all


	Service Access: �Assessing our City Services
Community Tech & Telecom Commission�/ June 12, 2019 

	Background 
What do we mean by “Accessibility”
Fundamentals for this approach
Building an inventory of services
What we need for what’s next
	Background
	Resident expectations for digital services have totally changed.
	Resident expectations for digital services have totally changed.
	The way that we design and deliver services in government hasn’t kept up. 
	The way that we design and deliver services in government hasn’t kept up. 
	Slide Number 8
	Barrier #1�Awareness
Are residents aware �that the service exists?�


	Barrier #2�Access
Are residents able to access the service?


	Barrier #2�Access
Are residents able to access the service?


	Failing to support digital services disproportionately
harms lower-income populations.
	Slide Number 13
	What do we mean �by “Accessibility” 
	When I say Accessible you think...
	People that have disabilities related to
	But barriers are as diverse �as the individuals we serve
	We’re expanding the City’s approach to address the diversity of barriers faced by residents
	Slide Number 19
	Great work is happening in different parts of the city.
 We’re co-creating a framework in for assessing where we are and where we should improve.
	Slide Number 21
	We’re researching best practices and partnering with experts across the city
	Government that works �for all
	Fundamentals �for this approach
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Slide Number 31
	Slide Number 32
	[ image of some meeting to show that human people worked on this ]
	Policy outcomes around accessibility
	Near-term: Building an Inventory of Services
	Project Approach
	We’re drawing from several data sources to create a unique list of City services

	Information sources and efforts to connect with 
	We’re focused on services that
	Austintexas.gov has 11,000 pages and 10,000 documents such as PDFs.
	The search for forms and applications
	We expect to identify several hundred services.
So we’ll need to prioritize �what to improve first.
	Existing prioritization methods
	Some of the factors �we’re using to prioritize...
	Slide Number 45
	Slide Number 46
	Project timeline
	What we need �for what’s next
	Policy outcomes around accessibility
	Policy outcomes around accessibility
	We need to convene �around a new approach.
	Resident expectations for digital services have totally changed.
	Resident expectations for digital services have totally changed.
	The way that we design and deliver services in government hasn’t kept up. 
	Government that works �for all

