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I nvolving citizens with their government is 
nothing new. It’s been conducted in one form 

or another since the dawn of democracy: citizens 
and their elected leaders have met in a variety of 
ways to exchange ideas and thoughts on policies, 
processes and more. 

Until recently, however, this engagement hap-
pened in relatively few ways: Town hall meetings, 
printed fliers, telephone calls and in-person 
discussions. 

While those citizen engagement methods are 
still valid today, we all know the landscape of 
engagement has drastically changed. 

The evolution of technology has radically 
disrupted citizen engagement, and it’s often a 
struggle for agencies and government employ-
ees to keep up with the multitude of ways they 
can interact with the public. What do you need 
to be doing?

To help you keep pace with this evolving land-
scape, we’ve partnered with GovLoop to create 
this guide on the latest and greatest trends in 
citizen engagement. 

It’s imperative that government agencies be 
aware of all of the most recent and innovative 
possibilities, and be able to conduct digital 
citizen engagement easily and quickly. And we’re 
committed to helping government agencies 
approach the future with bold confidence.

Craig P. Abod  
President, Carahsoft Technology Corp.
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Introduction 

THE EVOLUTION 

OF CITIZEN 

ENGAGEMENT 

 
The way citizens interact 

with the government is 
changing faster than you 

can compose a tweet. This 
guide will dive into five of 

the most important citizen 
engagement trends that you 

need to know about.

Every year, citizen engagement seems to im-
prove. New technologies are born; new innova-
tions connect citizens with the government; new 
ideas start to take root.

It’s 2015, and citizen engagement has gone far 
beyond basic social media and town halls. As 
we make our way through the 21st century, cit-
izen engagement is continuing to evolve. New 
platforms and concepts such as geographic in-
formation systems (GIS), GitHub, open data, hu-
man-centered design and novel uses of social 
media have challenged the traditional notions 
of citizen engagement and pushed government 
into uncharted territories. As citizens become 
more tech-savvy, this growth is only continuing. 

To discuss and learn more about the latest fron-
tiers of citizen engagement, GovLoop surveyed 
689 public-sector professionals about what they 
think are the latest trends in the field and how 
they are experimenting with those trends in 
their organizations. 

Far and away, the survey respondents felt that “the 
citizen as a customer” was the No. 1 trend in 2015 
for citizen engagement, with 70 percent citing it as 
the top issue they are seeing. Open data and bet-
ter mobile apps/mobility were close behind. 

Survey respondents also told us about a vari-
ety of projects they’re working on that address 
these trends.

“As a County Manager my department is going 
to put the largest property data set online in just 
the next few weeks. In my other role as a Coun-
cilwoman our City is about to launch Open Data 
and merge our city’s several apps into one.”

“I am part of an open data team in my gov — and 
we are in the process of designing a civic engage-
ment program for our city around open data. The 
design process is interesting in and of itself and 
includes: i) define business model, including iden-
tifying customers and partners; ii) ideate around 
engagement solutions, iii) oversee testing of se-
lected solutions and iv) roll out initiatives.”

“Our county developed a Mobile Voter Line Wait 
app that allows voters to scan a QR Code to see 
other polling locations with less of a line wait and 
route to a chosen location via mobile GIS.”

“We are implementing a feature in our customer 
queuing and routing system that will ask for in-
stant customer service feedback whenever a citi-
zen waits in line for one of our permits/licenses.”

This GovLoop guide will dive into five of the lat-
est and newest trends in citizen engagement. 
From the customer experience to the Internet of 
Things, we’ll highlight the most innovative ways 
federal, state and local governments are con-
necting with citizens.
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Technology to Improve Citizen Services 
The Citizen Engagement portfolio at Carahsoft brings together a broad range 

of technology manufacturers offering software to better analyze and securely 

disseminate information to citizens, the public and the community.

Solution Sets

CYBERSECURITY

MOBILITY

BIG DATA

VIRTUALIZATION

CITIZEN ENGAGEMENT

OPEN SOURCE

CLOUD COMPUTING

GEOSPATIAL

INTELLIGENCE

®

Be sure to attend the largest gathering of technologies
for improving services to citizens on June 11, 2015.

2015 Citizen Engagement Seminar
LEARN MORE AT:

CitizenEngagementSeminar.com

The Trusted Government IT Solutions Provider

cegis@carahsoft.com -or- 877.992.3623

Solutions available through Carahsoft and its
partners on GSA Schedule 70: No. GS-35F-0119Y

© 2015 Carahsoft Technology Corp. All rights reserved.

End-to-End Meeting
Management Solution

Online Video Cloud-Based
Platform Solution

Government-to-Citizen
Digital Communications

Talent Recruitment
& Marketing

Products, Services 
& Support for Drupal

Talent Acquisition &
Recruitment Services

Online Resource for
Government Events

Cloud-Based
Resolution Center

Real-Time Collaboration
Security Solution

Case Management System
for Child Welfare

Knowledge Network
for Government

Civic-Focused Software for
Open Source Solutions

Web Experience
Management Solution

Social Media Monitoring
& Integration

Data Collection &
Information Visualization

Online Text-to-Speech
Solutions

Automate & Streamline
Government Operations

Social Business Software for
Secure Online Communities

CRM & Cloud
Computing Solutions

http://CitizenEngagementSeminar.com
mailto:cegis%40carahsoft.com?subject=Hello%20from%20GovLoop%27s%20Citizen%20Engagement%20Guide
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OUR 311 SOLUTION
CONNECTS CITIES
A connected city joins people, process, and government across 
communities.  

Digital technology and online access enables administrators to 
place citizens at the heart of all operations, empowering leaders 
with the in-depth insight and targeted tools they need to deliver 
a better tomorrow.

See how Salesforce helps cities transform as they build a  
connected city vision, with our Connected City Services 311  
solution.

Learn more:

• The Salesforce 311 Solution data sheet
• Technology is transforming cities. Read more
• City of Philadelphia builds a connected city vision.  Download blueprint

Get started today:
1-800-NO-SOFTWARE | 1-800-667-6389 | Contact us

Join the conversation

Explore our products:

Service Cloud

Community Cloud

Marketing Cloud

https://www.salesforce.com/form/contact/contactme.jsp
https://twitter.com/SalesforceGov
https://www.salesforce.com/service-cloud/overview/
https://www.salesforce.com/communities/overview/
https://www.salesforce.com/marketing-cloud/overview
https://twitter.com/SalesforceGov/status/595987028031844352
https://www.salesforce.com/blog/2015/01/6-trends-shaping-governmentcitizen-relationships-.html?d=70130000000iHKf&nc=70130000000iHKB
https://www.salesforce.com/form/industries/cc-bluprint.jsp?d=70130000000iHKk&nc=70130000000iHKG
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Citizen engagement is paramount. It improves 
access to fundamental services, increases 

transparency, and allows government to be more 
responsive to its residents. For further insights, we 
spoke with Mark Bloom, Senior Director of Service 
Cloud at Salesforce. He shared how the company 
is helping government drive citizen engagement.

Salesforce views customer experience as the 
“next big differentiator.” For government, the citi-
zen is the customer, so engaging them is not just 
important, it’s essential. 

“First of all, and most importantly, citizen engage-
ment is a foundational aspect of democracy,” 
said Bloom. “It drives activism, participation, con-
fidence in government, and insures a grasp of the 
issues that impact government at all levels.” 

To drive this engagement, the public sector is 
taking a page from the private sector playbook 
and turning to technology to connect citizens in 
brand new ways. 

“Citizens need access to information or services 
in the way that’s most accessible to them. If we 
rewound to say 10 years ago or 20 years ago, 
that access was basically in written form or the 
phone,” said Bloom. “In our current environment, 
however, citizens want access to benefits and 
services on their mobile phone and through so-
cial networks.” 

Accessibility and flexibility reduces the effort 
needed for citizens to engage with their govern-
ment, which provides a greater level of access to 
services. Such engagement also drives govern-
ment transparency, which Bloom calls the “new 
currency for governments.” 

Transparency requires a flow of information and 
feedback between government and its constitu-
ents. “Salesforce and Service Cloud provides the 
ability for citizens to communicate through chan-
nels they’re most comfortable with, or ones that 
provide the quickest avenue to resolving their 
concerns,” said Bloom. 

The Service Cloud, a market-leading application for 
customer service and engagement according to 
Gartner, drives transparency by enabling govern-
ment to listen and respond to citizens in real time. 

“More importantly, these technologies provide 
the ability to respond and solve for the concerns 
and questions of constituents,” said Bloom. “So, 
the communication doesn’t just flow one way.” 

Data is also critical in meeting the needs of cit-
izens. By increasing the number of data inputs, 
government begins to build measurable history. 
This information can be used to identify common 
patterns, understand the drivers behind those 
patterns, develop new services that demonstrate 
actionable innovation, and improve customer en-
gagement in data-driven ways. 

“This is especially true if we’re able to employ the 
right data, and context,” Bloom said. “It lets us 
know who a citizen is, where they’re connecting 
from, and what’s needed to resolve their problem.” 

This kind of data-driven strategy helps govern-
ment respond faster to questions, solve system-
ic problems, and mitigate future issues. Howev-
er, these strategies are not without their own set 
of challenges. 

According to Bloom, the technology gap is the 
biggest barrier facing citizen engagement. “This 

gap exists between the technologies that many 
agencies currently employ and the expectations 
and needs of their constituents,” said Bloom. “We 
see many organizations that are using platforms 
that were deployed decades ago. These legacy 
platforms aren’t mobile or social and weren’t de-
signed to consider collaboration and community 
as a part of their solution. They aren’t responsive 
enough to meet the growing expectations of to-
day’s citizen.” 

However, Salesforce has helped organizations, 
both private and public, bridge this gap. For ex-
ample, the City of Philadelphia utilizes the Sales-
force One Platform and Service Cloud to power 
their 311 contact center. Agents in the center 
now have access to vital information that lets 
them promptly assist their citizens. And citizens 
are empowered by reporting graffiti or filing a 
noise complaint and seeing the change. 

“The new Philly 311 has been revolutionary for 
the city. Folks can use Philly 311 however they 
choose, whether it be phone, email, Facebook, 
Twitter, or the 311 mobile app,” Bloom said. “This 
customer transformation is something that’s 
been going on in the commercial world for years, 
and we’re starting to see it really take off and pro-
vide results in the public sector.” 

Today, Bloom sees an inflection point with cloud 
technologies that is transforming the nature of 
government work and the way government is en-
gaging its citizens. 

“At Salesforce,” Bloom stated, “we are excited about 
the growing number of public sector organizations 
that are turning the customer success platform of 
Salesforce into a citizen success platform.” 

Transforming Citizen 

Engagements 
An interview with Mark Bloom, Senior Director, Service Cloud, Salesforce

https://www.salesforce.com/service-cloud/overview/
https://www.salesforce.com/communities/overview/
https://www.salesforce.com/marketing-cloud/overview
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Perspective 

The Rise of 

the Chief 

Customer 

Officer 

 
An Interview with GSA’s 

Phaedra Chrousos

Public expectations of government today are at 
an all-time high. In contrast, public perception of 
the government is near one of its lowest points 
ever. The crux of the issue? Citizens often find 
their interactions with government slow, mud-
died and unintuitive, and they expect the same 
experiences they get in the private sector. 

Government is aware of this issue and officials 
are working on ways to improve the customer 
experience. One remedy that’s appearing more 
frequently throughout government is the cre-
ation of a Chief Customer Officer (CCO) role. 

To learn more about why this job is becoming 
more prominent, GovLoop interviewed Phaedra 
Chrousos, the General Services Administration’s 
first CCO. 

GovLoop: Why are Chief Customer Officers just 
now appearing in government when they’ve 
been in the private sector much longer? 

Chrousos: I think it’s been a trend in the private 
sector because you could see market share drop 

if customers in the private sector are not happy. 
About a decade ago, companies started really 
listening to their customer, because they real-
ized that the customer needs and desires were 
changing quickly and that was affecting their mar-
ket share. But in the government, the customer’s 
really captive, because where else can you go to 
get your passport or where else can you go to 
get certain services? There are no competitors. 
And because it’s a captive audience, there is no 
market share indication to inspire you to look at 
the customer sentiment. So it’s only in today’s day 
and age that customers have a voice over social 
media. So now the sentiment is appearing and 
agencies are able to react to it. 

GL: What has your experience at GSA been like? 

Chrousos: What I did when I first came in is a 
deep dive to say, “What’s going on here that’s not 
making the customers happy? Where are the 
pain points and where are the levers we can push 
to make it better?” I came in, personally, with a 
misguided impression that culture was causing 
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these issues, but I was really happily surprised to 
see that it’s absolutely not culture. GSA folks are 
really focused on the customer; they’re very cus-
tomer-centric as people. They’ve come to govern-
ment in a very mission-driven way. So then I was 
wondering, if it’s not culture, then what is it? And 
what I realized is that we haven’t empowered our 
employees with information around the custom-
er so that they can make really good data-driven 
decisions. So, the primary role of our customer 
team in the first six months was to do a really 
deep data dive into our customer program, so 
that we could employer our employees  with data 
around the customer to help those interactions, 
and that’s worked out very well. 

GL: Do you have any advice or tips for agencies 
or local organizations to help them become 
more customer-centric? 

Chrousos: The first thing to do is to get a good 
idea of who your customers are, whether it’s 
through a user persona or journey map, whether 

it’s informed through surveys or interviews. Just 
get a scrappy team together to get a better idea 
of what you’re looking for.

A journey map is basically a big visualization of a 
customer’s emotional experience as they interact 
with you, and they are often informed by inter-
views. So, for example, for the Federal Acquisition 
Service, we did 150 interviews in about two and 
a half months where we talked to contracting 
officers across government about their acquisi-
tion experience with GSA. And then we bucketed 
those experiences along what their journey was 
like. So at first they think about what they need 
to buy, then they learn about how to buy it, then 
they buy it, then they have the experience with 
the vendor, and so on and so forth. And we liter-
ally map out the experience on the positive. Then 
you literally can see a visualization of the highs 
and low, and the lows and highs of an emotional 
journey. From there, you can pick the low-hang-
ing fruit to help improve a customer’s experience 
with you.

GL: What’s next in your role as CCO at GSA?

Chrousos: I recently took on responsibility for 
a group in the Office of Citizen Services and In-
novative Technologies (OCSIT) called 18F and 
through this group we’re actually creating shared 
services that agencies can use to become more 
customer-centric. One thing we’re developing is 
called the Federal Feedback Button. That’s go-
ing be a free shared service that any agency can 
use to collect data around customer sentiment, 
whether it’s online or offline or over the phone. 
So we’re trying to develop things, we’re thinking 
of our own experience and saying, “OK, when we 
were starting out, what are the things we need-
ed?” And if those things are scalable and good for 
government, we can offer them here at GSA. So 
that’s one thing we’re going to do — to try and 
scale this customer-centric movement across 
government faster. 

 “Customers have a voice over 
social media. So now the 

sentiment is appearing and 
agencies are able to react to it. ”

Phaedra Chrousos
Chief Customer Officer, GSA
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@AdobeGov/AdobeGov

1-800-87ADOBE

Adobe and the Adobe logo are either registered trademarks or trademarks of Adobe Systems Incorporated  
in the United States and/or other countries. All other trademarks are the property of their respective owners.
© 2015 Adobe Systems Incorporated. All rights reserved. 2/15

Make public services 
more personal.

Create better customer experiences  
with Adobe cloud solutions for government.

Learn now

http://landing.adobe.com/en/na/solutions/government/64571-government-assembly-2015.html
http://facebook.com/AdobeGov
http://twitter.com/AdobeGov
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G overnment agencies looking to improve 
their citizen engagement need to leverage 

high-tech platforms to better serve their external 
users. However, these platforms can’t always be 
invented in-house, and government agencies 
often need to coordinate with big names in the 
tech industry to keep up with the private sector. 
In light of this fact, we sat down with Brian Paget, 
Technical Director of Public Sector at Adobe for 
his insight into IT development and what it means 
for citizen engagement.

According to Paget, the first thing a government 
agency needs to do is ask itself what the busi-
ness problem is. This is a valuable piece of infor-
mation that will shape the path of an agency’s 
digital strategy for citizen engagement. Then, 
what is the goal in working to solve this business 
problem? According to Paget, it’s useful to ap-
proach informed goal setting through the lens 
of the customer journey. If you build customer 
orientation into the objectives right from the 
start that will ensure that your customer experi-
ence is top-notch. 

Additionally, focusing on the customer from 
the beginning helps make it a cohesive journey, 
rather than a disjointed process. “You need to 
look at how the customer or citizen engages in 
every point in that process, and solve that pro-
cess in whole. It might be across different sys-
tems, but it will help to make that experience 
really unified, and solve the problem that you’re 
trying to address,” said Paget.

1. PRIORITIZE FUNCTIONALITY 
AND DURABILITY
In progressing down the line of achieving pre-
ordained goals, it’s important to prioritize devel-
oping IT systems that are durable and function-
al, rather than visually appealing. Pretty mobile 

apps and platforms are great in that they’re 
eye-catching, but they probably don’t make 
sense in terms of efficiency, according to Paget.

“Oftentimes, what people are doing is they’re 
taking something and making it look better, but 
they’re not solving the underlying problem as to 
why it isn’t up to date, or doesn’t look as good as 
it could,” he said. 

Always err on the side of effectiveness and ef-
ficiency. “It’s a little bit of art and a little bit of 
science, and to have those two things out of bal-
ance makes for an ineffective experience long-
term,” he explained.

2. MAKE DATA-DRIVEN 
DECISIONS
In revising your applications, it’s important to 
rely on data when deciding how to improve. It’s 
no longer acceptable to make important deci-
sions based upon qualitative data or people’s 
general sense of what’s been going right and 
wrong. 

To make data-driven decisions, you must set 
yourself up for success right from the beginning. 
In the original development, build in data mea-
surement tools into the software, a process that 
Adobe specializes in.

Adobe develops platforms where you don’t have 
to worry about scraping to find the data to guide 
your decisions. One of their main concerns in 
mobile development is “embedding analytics into 
mobile applications, so that you can understand 
how your applications are performing,” said Pag-
et. “Are they crashing? If they installed it, how 
often are they opening it? Are we losing people, 
or are we gaining them? … That can help drive 
where you’re going to go with the app, what you 
invest in it, and what changes you make.”

When you plan for data capture right from the 
beginning, your data sets are a given. Then it 
becomes “less about collecting more data, and 
more about consolidating it, to get that single 
view of the customer across that journey,” said 
Paget.

3. CONSOLIDATE MOBILITY 
Adobe has a unique approach to mobile appli-
cation development. There is no denying that 
applications will need to be constantly revised 
and improved – that’s part of IT services. Howev-
er, Adobe’s services aim to ensure that making 
those changes are as painless as possible for 
government IT professionals.

First of all, Adobe consolidates mobile platforms, 
making everything easier by synthesizing iOS, An-
droid, and Windows platforms in a unique, multi-
pronged approach. “[Adobe] provides a platform 
that allows you to build an application one time 
and deploy it to those different devices. Right off 
the bat, it cuts down your development cost for 
cross-platform apps,” explained Paget.

Adobe also makes the development of new 
apps as simple as possible by creating a tem-
plate that can be replicated. These templates 
“allow business users to be able to click a button 
and create new versions of that app,” said Paget. 
Basically, they’ve streamlined the entire process 
and made mobile app development a formulaic 
system.

By using Adobe systems that help ensure your 
success from the first stages of your efforts, your 
government agency will be on the path towards 
an effective strategy for citizen engagement. 

Set Yourself Up For 

Success: Adobe's 3 Tips 

for Citizen Engagement 
An interview with Brian Paget, Technical Director of Content and Analytics, Adobe
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Americans like to consume — there is no denying 
that. We’re great customers. In our culture, we’re 
encouraged to shop often, and heavily. To capi-
talize on these tendencies, big corporations have 
streamlined the customer experience to make 
shopping as easy and enjoyable as possible to 
encourage people to spend more, especially on-
line. Online customer experiences have been so 
carefully perfected that the only barrier to shop-
ping is, well, having the money.

As a result, Americans have come to expect the 
royal treatment as they interact with large or-
ganizations or companies. And this expectation 
has transferred to their dealings with the govern-
ment, too. But how can the government keep up?

Often, citizens feel frustrated with the govern-
ment customer experience. Mailing a box at 
the post office or changing your address, for in-
stance, can be harrowing tasks. Compared to the 
cushy treatment American consumers receive 
from large companies such as Uber or Amazon, 
government-related transactions can seem espe-
cially vexing.

To make things easier, government agencies are 
focusing on providing great customer service. 
And more and more, that means enabling cus-
tomers (citizens) to interact with the government 
online. Which also means that the government 
must make websites very user-friendly.

However, it’s certainly hard for the government 
to compete with the private sector. Funding is 
always a strained resource in government, but 
the private sector has much more capital with 
which to innovate, experiment and provide cut-
ting-edge customer experiences. 

A big focus for governments that want to make 
the customer experience better is to make the 
design human-centric, or focused on the user, not 
the provider. Government officials need to put 
themselves in the shoes of the user because what 
seems obvious to a federal employee is not always 
so apparent to the average American citizen. 

To promote this new approach, more federal 
and local governments are naming CCOs . The 
private sector has been hiring CCOs solely to 

ensure the customer experience is as good as 
possible for some time, and now the public sec-
tor is catching up. There are currently only four 
federal CCOs, but that number is expected to 
increase, and it’s a good deal higher in state and 
local government organizations.

With Americans’ new demand for perfect cus-
tomer service, the government has to step up to 
the bat and deliver a seamless consumer expe-
rience. Now, let’s take a look at a few examples 
of how the government has innovated to meet 
those demands. 

Trend #1:  

The Citizen as a 

Customer 
 
Providing excellent services to citizens is at the core 
of most federal agencies’ missions. But customer 
satisfaction with government services is low and declining. 
How can agencies design and deliver digital services to 
best meet their customers’ needs? 
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CASE STUDY #1:  
TSA PRECHECK
A Transportation Security Administration (TSA) 
program has worked to prioritize the customer 
experience of airport security. The PreCheck pro-
gram, rolled out in 2011 and made more widely 
available in 2013, now has more than 1 million 
users. Despite minor setbacks, it’s been a popu-
lar initiative that has made airline travel less pain-
ful for frequent flyers.

Waiting in line at security can be brutal and can 
sometimes even cause you to miss your flight 
due to long delays. TSA developed a program 
that allows frequent travelers to apply for spe-
cial clearance that gets them through security 
checkpoints much faster. For a fee, customers 
get clearance that lasts for five years. They must 
apply in person at an application center and be 
fingerprinted. For many travelers, it’s worth the 
one-time hassle.

The program shortens the airport security 
screening process by having a designated track 
for PreCheck travelers and not requiring them to 
remove their shoes, jackets, laptops, etc. When 
PreCheck customers arrive at the security check-
point, they can proceed to their gates rapidly, 
saving time and energy. 

In some ways, it’s like a loyalty or VIP program in 
the private sector. TSA PreCheck is somewhat 
akin to My Starbucks Rewards — invest a little, 
receive better service. Truly, the government is 
trying to make its patrons feel special and taken 
care of.

CASE STUDY #2:  
IMPROVING THE EDUCATION 
DEPARTMENT’S APPLICATION 
EXPERIENCE 
Based on 2014 findings from the Center for Plain 
Language, the Education Department is one of 
the worst agencies in terms of communicating in 
clear language with its customers. 

One of Education’s most customer-facing portals 
is the application for education funding. Applying 
for scholarships is already a confusing, nitpicky 
task, but the department’s clunky language was 
preventing applicants from successfully applying 
for and receiving funding. 

So, as detailed in this DigitalGov.gov case study, 
Education officials decided to do a little reworking 
and rewording of the application portal to make it 
more user-friendly and customer-centric. After all, 
not all students have the same technical vocabu-
lary that a department employee would have.

So, what did they change? First, they reorganized 
the website’s arrangement based on what peo-
ple would likely look for first and with greatest 
priority. That was generally the “How To Apply” 
link, so they put that right at the top. The “How To 
Apply” page gives customers the exact steps in 
the application procedure that they need to take.

For the application itself, they improved the lan-
guage with a focus on plain-language techniques 
(e.g., active voice, simple words and shorter 
sentences). They found that this drastically de-
creased the number of inquiries and trouble-
shooting contact requests they received. 

Additionally, they consolidated the site with 
Grants.gov, because previously, an applicant 
needed to maneuver between the two sites 
during the application process, which was tricky 
and cumbersome. The merger expedited the 
application process and much improved the cus-
tomer experience.

So post-facelift, users could more easily access 
the application for scholarships and funding for 
education. The challenge in applying for an ed-
ucation grant shouldn’t be in understanding the 
application. It should be in qualifying for govern-
ment money for your education.

1
2
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CASE STUDY #3:  
HELPING CARY, N.C., 
CUSTOMERS SAVE WATER 
We should all be cutting back on our water con-
sumption for environmental reasons, but it has 
the added benefit of saving money. Monthly wa-
ter bills are notoriously difficult to understand or 
predict. To encourage customers to reduce their 
water consumption and to keep them up-to-date 
on how much they’ve been using, the town of 
Cary, N.C., set up a revolutionary new customer 
experience for water services, called Aquastar.

As reported in this GovExec article, the Aquastar 
program uses long-life, battery-operated meters 
to collect hourly data and immediately relay it 

back to an online customer website. That way, 
customers can track how much they’re consum-
ing, monitor for sudden spikes and make sure 
they don’t have any unnoticed leaks. The website 
is also tied to a mobile system that will alert cus-
tomers to any significant changes in their con-
sumption rates.

If officials notice a particularly damaging spike, 
they’ll either alert the customer or send someone 
to check on the situation. They’ve been able to 
spare customers — and the environment — the 
burden of mistakes such as accidentally leaving 
the garden hose on all day.

As a result of this program, Cary has found a sig-
nificant drop in customer calls about their water 
bills. Customers used the online system to stay 

informed throughout the month, instead of being 
dumped with the total once or twice a month. Ad-
ditionally, if a bill is higher than usual, customers 
can see exactly what time the heavy water usage 
happened, which helps clue them into the cause 
of the increase.

In addition to improving the customer experience 
and conserving water, Aquastar has been saving 
Cary vast sums of money. The city has been able 
to reduce sewer costs and personnel because 
this water system requires less in-person mea-
suring and maintenance. It’s an incredibly revolu-
tionary system, and it’s helped Cary save money, 
time and the environment.

3
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There are few things in life we can’t live with-
out. Food and water are givens. But not too far 
behind these basic necessities is a manmade 
creation that many people swear they need to 
survive: the smartphone.

For 46 percent of Americans, these powerful, 
handheld devices are essential to their lives and 
something “they couldn’t live without,” accord-
ing to a recent Pew Research Center report. Al-
though this degree of smartphone dependency 
seems trivial, these devices do put the Internet at 
our fingertips and have been used to save lives. 

Today, 64 percent of American adults own a 
smartphone, up from 35 percent in 2011. And 
people aren’t using their smartphones to just 
make calls, send text messages and update their 
social media accounts. They’re using them to track 
their health, receive emergency alerts, and virtual-
ly connect with friends, family and coworkers. Ad-
ditionally, some 40 percent of Americans use their 

smartphones to look up government services or 
information — and agencies are taking notice. 

The 2012 Digital Government Strategy required 
agencies to optimize at least two priority, cus-
tomer-facing services for mobile use and publish 
a plan for improving other existing services. “New 
expectations require the federal government to 
be ready to deliver and receive digital information 
and services anytime, anywhere and on any de-
vice,” the strategy acknowledged.

Four years ago, agencies weren’t heavily focused 
on launching mobile-friendly websites, but that’s 
not the case anymore, said Jacob Parcell, Manag-
er of Mobile Programs within GSA’s OCSIT. Agen-
cies have “gone from, ‘I just want to build an app,’ 
to a very strategic way of thinking about mobile 
citizen services,” Parcell said.

What began as a modest repository of about 15 
citizen mobile apps in 2010 has grown to a gallery 

of more than 250 federal apps and mobile sites 
with endless capabilities. With these apps, citi-
zens can submit claims of housing discrimination 
to the Department of Housing and Urban Devel-
opment, access self-assessments for post-trau-
matic stress disorder, and view the safety perfor-
mance of motor coach and bus companies. 

The National Association of State Chief Infor-
mation Officers (NASCIO) launched a State Mo-
bile Apps Catalog in 2013 with more than 160 
native mobile apps. Many of them focus on lo-
cation-based services, but those capabilities are 
expected to evolve.

“Today the majority of the apps are finding aids or 
spatial apps,” Doug Robinson, Executive Director 
of NASCIO, told TucsonSentinel.com. “They are 
‘Where can I find farmers markets in Delaware?’ 
But I think we’re going to see more and more 
complex business transactions broadening the 
discovery of state services.”

Trend #2:  

Mobility of 

Government 

Services 
 
Mobility is no longer just about getting 
e-mail on your phone. You can do 
everything from request a permit to tag a 
pothole for repair. Plenty of mobile apps 
and sites for citizen engagement have 
been around for a while — but the next 
generation is delivering even better service. 
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CASE STUDY #1:  
DENVER BRINGS GOVERNMENT 
SERVICES TO YOUR POCKET
Navigating government websites can be a daunt-
ing task, especially if you’re not sure where to go. 
Many cities instruct citizens to call their 311 help 
centers for non-emergency services, but those 
types of government-to-citizen interactions re-
quire a considerable amount of time and money 
compared to online transactions. 

Officials in Denver want to change that paradigm 
through a new mobile web app called pocket-
gov. The app launched in January 2015 and does 
exactly what the name implies: It puts access to 
government services and information in your 
pocket. Although pocketgov can’t be download-
ed in an app store, there is a feature to add the 
site as a shortcut on a mobile device that gives it 
the look and feel of a traditional app. People can 
use pocketgov to report potholes or graffiti and 
upload photos of the issue, check the status of 
a request, sign up for e-mail notifications about 
recycling and street sweeping schedules, find 
Denver property values, and more. 

“The app is about giving citizens an easy way to 
find information and know what is going on in the 
city,” said Chris Binnicker, Denver’s Deputy CIO.

The goal is to drive 25 percent of the city’s inter-
actions with citizens online. “We recognize it’s a 
lofty goal,” Binnicker said, noting that only 8 per-
cent of citizen engagement comes through on-
line channels. The move to boost online services 
is expected to save the city $250,000 a year in po-
tential staff time because those employees would 
be reassigned to other areas. 

Boosting the mobile experience for citizens 
and employees is an integral part of the city’s 
information technology strategic plan, Binnick-
er said. “We don’t do anything anymore that is 
not mobile-friendly.”

Her team has set an ambitious goal to roll out at 
least one new feature for pocketgov each month. 
The new feature for April is a function that allows 
residents to pay parking citations.

“It’s not a heavy hitter,” Binnicker admits. “People 
don’t get a lot of parking citations, but there are 
some. So what we’re doing is trying to ease into 
the payment world and make sure that we have 
everything working properly before we roll out 
big-ticket items, like paying your property taxes.”

Other scheduled pocketgov capabilities include 
an interface with the state’s Department of Mo-
tor Vehicles system for citizens to renew their 
license plates online. Another capability will pro-
vide pocketgov users with updates about jobs in 
the area. There’s also an upcoming virtual wallet 
feature for users to store library, parks and recre-
ation, and loyalty cards.

Binnicker made clear that the shift to online ser-
vices doesn’t mean an end to call centers. Like 
any city, Denver has residents who will never be 
fully comfortable with online interactions, and 
some complex transactions are not conducive to 
online environments at this time. 

The good news is pocketgov’s popularity is grow-
ing. More than 800 people registered for the app 
when it launched in January. That number grew 
to 1,479 in February, and by the end of March 
2,243 people had created pocketgov accounts. 
The city’s 311 help center site includes a plug for 
pocketgov and touts a feature where citizens can 
enter their phone numbers and receive a text to 
get the app. As more people use pocketgov, that 
should reduce the number of phone calls and im-
prove the customer experience for citizens who 
opt to call the city. 

But Denver’s vision for pocketgov goes far be-
yond city and county lines.

“Our ultimate goal is that this is something in line 
with our vision of being the nation’s model,” Binn-
icker said. “We can share this with other jurisdic-
tions and cities.”

CASE STUDY #2:  
THE EVOLUTION OF FEDERAL 
MOBILE SERVICES
In the first three months of the year, there were 
1.4 billion visits to federal websites, according 
to analytics.usa.gov, a new site that shows web 
traffic for nearly 300 .gov domains — and count-
ing. More than a third of those visits came from 
phones and tablets, compared with 24 percent 
during the same period last year.

“User habits are changing,” GSA’s Parcell said. 
“We’re getting people who don’t go back to the 
website because it’s not mobile-friendly.”

Appeasing a growing mobile audience is critical 
for agencies as they seek to improve citizen ser-
vices and reduce the time and costs associated 
with labor-intensive methods, such as fielding 
requests via phone.

The 2010 launch of a federal mobile apps gallery 
on USA.gov was a major catalyst in driving the 
government’s adoption of mobile services, Par-
cell said. Some of the initial apps include My TSA, 
which provides airport security information, and 
apps from the White House, NASA and FBI. The 
gallery has grown to more than 250 mobile apps, 
including newer ones that rely on crowdsourcing 
data from the public. Parcell highlighted the En-
ergy Department’s Lantern Live app as an exam-
ple. The app, which launched in November 2014, 
allows users to find and report the operational 
status of nearby gas stations and access power 
outage maps from local utilities and other useful 
data during emergencies.

The National Oceanic and Atmospheric Adminis-
tration (NOAA) is harnessing the power of crowd-
sourcing to track the Earth’s changing magnetic 
field. Through the Crowdmag app, NOAA can re-
ceive anonymous data directly from users’ smart-
phones to help the agency verify and improve its 
magnetic models. For those who aren’t citizen sci-
entists, NOAA explains why this work is a big deal:

1

2
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“The Earth’s magnetic field has been used for 
navigation since ancient times. Magnetic naviga-
tion has continued to improve alongside trans-
portation technologies so that now magnetic 
models are used in planes, ships and even in 
your smartphones. To improve magnetic naviga-
tion, NOAA scientists at the National Geophysical 
Data Center (NGDC) in Boulder, Colorado, have 
tracked the changing magnetic field using satel-
lites to provide the most accurate and reliable 
models so that users can navigate their world 
with ease and precision.”

Parcell remembers when agencies were building 
static mobile websites and doing little responsive 
design work. Now, they’re ramping up develop-
ment of native mobile apps and ensuring all us-
ers, regardless of the device or screen size, have 
an optimal experience. 

That effort is still a work in progress. A recent 
GovFresh article pointed out that the top four 
most-visited federal government websites in a re-
cent 30-day period — IRS.gov, Weather.gov, USA-
JOBS.gov and the National Park Service’s NPS.gov 
— are not optimized for mobile devices. 

Some agencies are farther ahead than others, and 
they’re working through legal and procurement 
challenges to make their data mobile-friendly, 
Parcell said. “Specifically, they’re structuring their 
content in ways that can be shared easily with 
application programming interfaces, and they’re 
starting to think about how they’re going [to] ana-
lyze data, and they’re being more strategic in the 
ways they’re analyzing performance on the mo-
bile applications,” he said. 

Parcell is part of a federal mobile crowdsource 
testing program. Under the program, experts 
collaborate to test agencies’ mobile websites and 
share best practices for implementing those sites 
governmentwide. 

“They’re not anytime, anywhere at this point,” Par-
cell said of the accessibility of government data. 
“But I think we’re going see the anytime, anywhere 
[availability of information] is going to change.”

CASE STUDY #3:  
GOVERNMENT SERVICES GO 
MOBILE IN NORTH CAROLINA
A year from now, North Carolina residents look-
ing to apply for the state’s Food and Nutrition 
Services (FNS) program won’t have to wait in line 
at county departments for social services. 

At least, that’s the vision for a government-fund-
ed pilot program set to launch in early 2016. The 
collaborative effort is a public/private partner-
ship among several entities, including the North 
Carolina departments of Transportation and 
Health and Human Services (DHHS), Massachu-
setts-based MorphoTrust USA, and a handful of 
partners from the private sector and academia. 

The goal is to test the feasibility and benefits of a 
secure, electronic ID that would serve as the equiv-
alent of a U.S. driver’s license for online transac-
tions, according to MorphoTrust, which specializes 
in providing solutions for motor vehicle agencies. 

“We want that person to be able to apply from 
wherever they are and do so in a way that they 
can be trusted from an identity perspective,” said 
Mark DiFraia, Senior Director of Solutions Strate-
gy at MorphoTrust. “The key factor has been that 
it is difficult to have a high enough level of trust.. 
By plugging that gap with this solution, [it] should 
open up the window for many more transactions 
to be executed in an  online setting.”

Rather than going to a government building to 
apply for benefits, people will have the option of 
doing so online. FNS applicants will be directed 
to download an app from the DHHS website. 
Instead of creating a username and password, 
people can opt to use their MorphoTrust eID to 
securely login when applying. Once they select 
that option, a visual QR code will appear for them 
to scan with the app on their phone before they 
can apply for benefits.

“We link the real person all the way back to the 
identity proofing process they did at the NC De-
partment of Transportation to receive their driver 
license or ID,” DiFraia said.

When the mobile app is downloaded, users are 
required to scan their license, front and back, 
with their phone camera to prove its authentic-
ity. The app pulls data from the license, including 
name, date of birth and issue date. Applicants 
also use their phone camera to take a picture 
of themselves, and MorphoTrust routes that 
packet of information to the state’s DOT to verify 
the data and photo match the agency’s records. 
Once the data has been verified, eID users will 
receive a push notification that the app is ready 
for use. There are safeguards in place to ensure 
fraudsters can’t pose as someone else. 

“Our goal is for this to be something that users 
show an appetite for,” DiFraia said. “No one is 
mandated to [use] this.”

The target audience for the pilot is 1,500 people. 
For the entities involved in the test, privacy was a 
big concern. 

“We’re not building big databases of user infor-
mation in the sky,” DiFraia said. The company will 
not collect and hold personally identifiable infor-
mation (PII) in a central location, but rather leave 
the users in control of their data.

The pilot is one of several funded by National 
Strategy for Trusted Identities in Cyberspace 
(NSTIC) grants aimed at making online identity 
protections more private, secure and convenient.

President Barack Obama launched the NSTIC 
initiative in 2011 with the goal of creating “a mar-
ketplace where all of us, within a few years, can 
choose from a variety of solutions to replace 
passwords and conduct transactions,” said Jer-
emy Grant, Senior Executive Adviser for Identity 
Management and head of the NSTIC National 
Program Office.

3
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I n today’s fast-paced digital world, citizen ex-
pectations are rising. They want their digital 

experiences with public sector organizations to 
mirror their experiences in the private sector. 

To discuss how government can achieve success 
in a world with these heightened expectations, 
GovLoop sat down with Natalie Fedie, Vice Presi-
dent of Client Success at GovDelivery, a company 
that empowers over 1,000 government organi-
zations worldwide to create better lives for more 
people through communications.

Fedie explained that these heightened expecta-
tions for government interactions have been a 
long time in the making.

“Companies that are focused on generating reve-
nue and profit have to make sure that they’re dif-
ferentiating themselves amongst their competi-
tors. For many years, customer service has been 
key to that differentiation. They spend millions of 
dollars in building world-class customer service 
experiences. As a result, customers now expect a 
high level of satisfaction from all of their product 
and service providers - including government.”

And according to Fedie, the future of public sector 
citizen engagement – and the ability to meet these 
heightened expectations – is predicated upon mas-
tering the art of enhancing the citizen experience.

Effective, proactive outreach drives the citizen ex-
perience, Fedie explained, but it’s not just about 
distributing news. You can only change behavior 
and perception if you reach people at the scale 
and time that matters. Done right, you can then 
change how people live in the world and how 
they leverage the information you provide. 

This is achieved with a customer-centric com-
munications strategy focused on reaching the 

targeted audiences, driving more audience en-
gagement, and converting that engagement to 
action in a way that empowers the work you do 
for citizens. 

The best way to get there? Digital. A unified, collab-
orative, customer-centric digital communications 
strategy helps government organizations align 
internally to connect externally with their citizens, 
provide critical information and services, and im-
prove the lives of millions of people every day.

“With today’s technology and the ability to reach 
more people when, where, and how they want 
access to information, whether that be online or 
via mobile, I think people’s preferred method of 
communications is changing,” Fedie said. “Don’t 
make the customer take time off of their workday 
to wait in line or fill out a paper form. Let them 
do these necessary tasks with customer-centric 
technology in a variety of channels.”

Fedie went on to explain that GovDelivery has 
been working with government organizations to 
help them master the enhanced citizen experi-
ence by implementing a customer-centric com-
munication strategy.

So what does that look like?

 “Start with data. Citizens are speaking to you 
through the data. Step one is to listen. This is es-
pecially important for public sector organizations 
where scarcity of resources is a challenge. The 
private sector may spend billions of dollars to ac-
complish the same thing the public sector can do 
with data. Listen,” Fedie said.

“You also need to perform the task of identifying 
your customer’s touch points with your organiza-
tion along the entirety of their ‘customer journey’ 
– yet another buzz word from the private sector 

being applied to government. Then take any data 
you have around those touch points to help you 
analyze whether or not there are certain areas 
where you can improve the customer journey,” 
Fedie said. “It’s all about creating a holistic view of 
all of the touch points and interactions you have 
with citizens.”

Once you can identify how citizen wants to access 
your information and services, you can more ef-
fectively drive them to those access points 
through a multi-channel digital communications 
crafted to engage the citizen.

“Don’t be afraid to learn from your mistakes,” Fed-
ie said. “Self-evaluate.” 

By analyzing the data from the way your citizens 
are interacting with your services, Fedie contin-
ued, your organization can gain a bigger picture 
of how citizens are (or aren’t) engaging with your 
communications, and thereby, their level of satis-
faction with your organization. You can also track 
insights like how citizens are reaching you and 
through what devices. Or, how website visitors 
engage with your content; what gets them inter-
ested and what motivates them to take action.

Fedie pointed out that customer satisfaction lev-
els along their journey needs to be an incredibly 
high priority for agencies. “Satisfied citizens are 
engaged. Engaged citizens take action,” she ex-
plained. “They vote. They volunteer. They apply 
for permits and licenses online. They subscribe 
to emails, pay attention to health, safety and reg-
ulatory updates, and respond to surveys.” 

Put simply, mastering the art of the citizen experi-
ence will create engaged citizens for your organi-
zation. It’s how government can make lives better 
for more people. 

Mastering the Art of the 

Citizen Experience 
An interview with Natalie Fedie, Vice President of Client Success, GovDelivery
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Governments worldwide are getting on board 
with open data. Using open data and open data 
portals can engage citizens in transparency ef-
forts and, in some cases, even transform govern-
ment. For example, Data.gov — the Obama ad-
ministration’s flagship open government initiative 
— is a treasure trove of more than 445,000 raw 
and geospatial datasets ranging from coal pro-
duction to broadband Internet. 

According to Socrata’s 2014 Open Data Bench-
mark Report, 80 percent of public-sector respon-
dents said their investment and spending on 
open data initiatives will be consistent or increase 
in the near future. Simply put, any government 

not participating in open data is behind the curve. 

So, what does this mean for citizens? 

If someone is a techie or an entrepreneur — or 
both — opening government data could allow 
him or her to create a useful application with that 
data. Valuable apps could promote citizen en-
gagement, increase standards of living and more. 
Additionally — and more simply — as taxpayers, 
citizens might feel it is only right that public data 
is put to good use. We pay for this data, so it 
might as well be useful to my community and me, 
some could say.

Trend #3:  

Engaging with 

Open Data 
 
More governments are using open data 
and open data portals to engage citizens in 
transparency efforts — and in some cases, 
they’re using that data to transform government.

At the same time, however accessibility is just part 
of open data. Dumping hundreds of pages of text 
and spreadsheets is not useful for citizens. Mak-
ing that data understandable and relevant, on the 
other hand, creates significant value for citizens. 

In this section, we examine how three govern-
ment organizations are partaking in open data 
strategies that both benefit and engage citizens. 

1
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CASE STUDY #1:  
NOAA PARTNERSHIP MAKES BIG 
DATA OPEN DATA
With vast amounts of data collected every day, 
NOAA has the resources to make only a small 
percentage available to the public. Through a big 
data partnership, NOAA looks to open its data 
and the opportunities that lie within it.

David McClure Jr., a Data Analyst at NOAA, said 
the agency collects 20 to 40 terabytes of satellite 
and other Earth data every day. For context, the 
entire printed collection of the Library of Congress 
is about 10 terabytes of data. Talk about big data.

“Our vast network of radars, satellites, buoys, ships, 
aircraft, tide gauges and supercomputers keep 
tabs on the condition of our planet’s health,” said 
Kathryn Sullivan, acting NOAA Administrator, on 
the agency’s website. “As we continue to witness 
changes on this dynamic planet we call home, the 
demand for NOAA’s data is only increasing.”

New York University’s Governance Lab estimates 
that NOAA’s open, machine-readable data alone 
has generated several billion-dollar industries 
and saves the United States more than $30 billion 
annually. However, this is a tiny portion of NOAA’s 
data in aggregate. Only about 10 percent of the 
agency’s daily 20 terabytes of data is easily acces-
sible by the public. 

“Imagine the economic potential if more of 
these data could be released,” said Joe Klimavicz, 
NOAA’s CIO, on the agency website. “Unleashing 
the power of NOAA’s data will take creative and 
unconventional thinking, and it’s a challenge we 
can’t tackle alone.” 

As a result, NOAA released two requests for in-
formation seeking solutions from the private sec-
tor that would put its data in users’ hands quickly 
and at scale, turning untapped information into 
usable products or services.

A solution began to take shape in the form of a 
big data partnership between NOAA and the pri-
vate sector. The arrangement would help finance 
the creation of a cloud-based repository of NOAA 
data, wrote Wyatt Kash of FedScoop. Importantly, 
this project would provide free public access to 
original NOAA data.

To support the repository, there would be a small 
public fee for accessing the data to defray cloud 
startup and certain operating costs. McClure 
likened the fee to what the public pays to enter 
national parks. 

Policy and technical questions remain, but NOAA 
plans to initiate a research and prototyping phase 
soon. Partners will work with NOAA to form data 
alliances that include broad communities of inter-
ested companies and will demonstrate the value 
proposition and self‐sustainability of the project. 

CASE STUDY #2:  
BEYOND OPEN: HAWAII 
IS MAKING DATA 
UNDERSTANDABLE 
Sometimes open data alone isn’t enough. The 
more important part is making that information 
useful and understandable to the public. The 
state of Hawaii is aiming to do just that by inform-
ing the electorate and encouraging voter turnout 
with open data visualizations.

Despite having a hometown hero in the race, the 
state of Hawaii reported the lowest turnout of 
any state during the 2008 presidential election 
of Obama. Less than 50 percent of all registered, 
eligible voters showed up at the polls. 

As voter turnout hit new lows in Hawaii, Ameri-
cans’ perception of the adverse effect of money 
in politics had reached new peaks. This still lingers 
today: A 2014 Global Strategy Group poll shows 
that 90 percent of Americans believe the influ-
ence of money in politics must be reduced. 

Two questions entered the minds of Hawaii of-
ficials: Is there a correlation between low voter 
turnout and high frustration with the system? If 
so, can government transparency and open data 
alleviate voter angst and encourage a return to 
the polls?

To test this hypothesis, Hawaii’s Campaign Spend-
ing Commission released its political campaign 
income and expenditure data through two data 
visualization applications in an effort to generate 
greater confidence in the electoral process. 

According to the commission’s website, its mis-
sion is to maintain the integrity and transparency 
of the campaign finance process, and one of the 
ways it does that is by educating the public. The 
commission was transparent, posting its datasets 
to the state’s open data portal in early 2013. This 
format, however, didn’t appear to enlighten Ha-
waii’s electorate. 

To make the data more digestible, the commis-
sion partnered with the state Office of Informa-
tion Management and Technology, the Informa-
tion and Communication Services, and Socrata 

“Unleashing the 
power of NOAA’s 
data will take  
creative and  
unconventional 
thinking, and it’s a 
challenge we can’t 
tackle alone.”

2
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to develop a Candidate Data Visualization and 
a Noncandidate Committee Data Visualization. 
Both apps are easily accessible from the commis-
sion’s website and are populated in real time.

Instructions on the website inform users that they 
can select a candidate and election period to view 
a pie chart of the candidate’s contributions. This 
chart illustrates how much and what percentage 
of the person’s contributions come from individ-
uals, non-candidate committees, political parties, 
immediate family members, etc. There is also a 
visual chart showing how much and what per-
centage of a candidate’s contributions are more 
or less than $1,000. 

Furthermore, by using the data the commission 
made available, coders from organizations such 
as Common Cause Hawaii and Hawaii Open Data 
have also created publically usable apps. 

“We are already seeing the benefits of the apps,” 
said the commission’s Associate Director, Tony 
Baldomero. “For example, fewer phone calls are 
coming in from the public. And we are seeing a 
real uptick in the number of journalists reporting 
on this data. An increase in news articles on the 
data the Campaign Spending Commission col-
lects means we are achieving our goal to better 
inform the voters of Hawaii.” 

By opening data and transforming it into a more 
visually attractive and user-friendly format, Hawaii 
is increasing citizen engagement and political ac-
countability, and making it easier for citizens to 
participate in elections as informed voters.

CASE STUDY #3:  
SURVEY SAYS: BETTER 
UNDERSTAND CITIZENS TO 
BETTER SERVE CITIZENS 
Already a leader in transparency and data-driven 
government Kansas City, Mo., is at it again. The city 
government is known for its performance mea-
surement tool, KCStat and its open data portal, 
but it’s looking to further enhance its data-driven 
strategy. By incorporating 311 call center data 
with citizen survey data, city officials look to more 
efficiently and effectively address resident needs. 

As with all governments, Kansas City’s primary 
objectives are to improve city services and en-
hance residents’ lives. Citizen surveys are one 
way to measure government performance and 
track progress toward goals. These surveys may 
ask people to rate different services or to list the 
services that need the most improvement, said 
Kate Bender, Deputy Performance Officer in the 
Office of Performance Management in the City 
Manager’s Office. They may also ask if the city is a 
good place to live.

Surveys can provide valuable insight into citi-
zen perceptions and needs but they are often 
“shelved” and left unutilized. “In my opinion, this 
is unfortunate — and it’s a wasted opportunity 
to get critical and actionable performance feed-
back,” Bender said.

To maximize the usage and relevance of the 
survey data, the city is analyzing citizen survey 
data in tandem with open data from the city’s 
311 call center. Combining survey results with 
the 100,000-plus annual 311 requests provides 
greater context when the city is evaluating its per-
formance, she said. And greater context can lead 
to better, more targeted solutions.

For example, citizen survey data may tell city offi-
cials that street maintenance and infrastructure 
issues are top concerns for taxpayers. But what 
specifically about these issues should be ad-
dressed? 

If the city places the traceable 311 open data 
side-by-side with the survey data, officials may 
notice, for instance, that some neighborhood 
residents are lodging complaints about particular 
potholes. By gaining a deeper picture of citizen 
concerns, the city avoided a potentially misdirect-
ed response. Now, officials can optimize crew 
management and process scheduling for more 
efficient and effective service. 

In reality, the process doesn’t always work so 
smoothly. Citizen perception and customer ser-
vice calls can sometimes be mutually reinforcing, 
Bender said. If the public feels there is a lack of 
action regarding water leaks, seeing data from 
311 calls with similar concerns may just bolster 
that sentiment, regardless of any actual changes 
in water leak conditions. 

Ultimately, the combination of citizen survey data 
with open data on city service levels will help Kan-
sas City officials make more informed, data-driv-
en decisions, which will improve results for tax-
payers and increase citizen satisfaction. 

“We want our citizens to be happy with their gov-
ernment, and their perceptions and opinions 
about government’s effectiveness truly matter,” 
Bender said. “Combining this crucial data on their 
perspectives with hard facts that can be extracted 
from open data will go a long way toward helping 
us build and sustain high-quality and prosperous 
communities.”

3
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On Nov. 19, 1863, standing atop Soldiers’ Nation-
al Cemetery on the grounds of the bloodiest bat-
tle in U.S. history, Abraham Lincoln delivered the 
Gettysburg Address. In just under three minutes, 
the president promised a broken nation that to 
ensure the survival of America’s representative 
democracy, our nation needed a “government 
of the people, by the people and for the people.”

Now, 150 years later, Lincoln’s words still echo, 
but even he couldn’t have predicted how citizens 
of the 21st century would affect the republic. 
Smartphones and other Internet-connected de-
vices are changing the way the government and 
the public relate. A driver in Boston can alert city 
officials to a pothole with the swipe of a finger. In 
San Francisco a commuter can reserve an open 
parking spot with a few clicks. And Philadelphia 
city park officials can maintain the urban forest 
with tech-savvy residents’ help. 

When Lincoln remarked that the most powerful 
and successful democracies were “by the peo-
ple,” he couldn’t have known that those people 
could influence democracy from the palms of 
their hands. 

Connecting to the Internet has become easier 
than ever with the emergence of IoT. Business 
Insider estimates that by 2020 there will be more 
than 75 billion devices connected to the Internet. 
To put that number in perspective, that’s more 
than 10 times the number of humans on the plan-
et. And that number will only continue to grow. 

However, to effectively take advantage of IoT, 
government has to create robust standards so 
that the technologies can work together. 

The National Institute of Standards and Technol-
ogy (NIST) recently posted a preliminary discus-

sion draft of its forthcoming Framework for Cy-
ber-Physical Systems, a.k.a. IoT. “The framework’s 
purpose is to provide a foundation for compa-
nies and government entities to safely and se-
curely build interconnected smart systems,” the 
draft states. And that makes sense. You wouldn’t 
want a health care system that infringed on your 
privacy or an electrical grid giving incorrect data 
to the Energy Department. 

While NIST continues to finalize IoT standards, 
there are some early pioneers in the world of 
government IoT. In this section, we examine 
three government organizations that are taking 
inventive approaches to ensuring citizen engage-
ment efforts can connect people to devices.

Trend #4:  

Connecting 

People and the 

Internet of 

Things 
 
The Internet of Things and more connected, “smart” cities 
mean that more citizens will become engaged in the 
technology and services that IoT supports.

1



25FIVE TRENDS TRANSFORMING GOVERNMENT

er. About 170 public works vehicles are outfitted 
with the sensors to track travel, engine and idle 
times. The city pays around $31,700 annually for 
the ability to monitor the public works vehicles 
for snow and ice, or $22 per device per month.”

So far reaction to the tracker has been very pos-
itive “Before, we were basically waiting for some-
body to call and complain, because there wasn’t 
an easy way for us to identify that there were still 
streets that needed to be treated,” Haller said.

The city is working to make the tracker more in-
tuitive and update the user interface. Other cities 
and states that also host snowplow-tracking apps 
include Chicago, New York, Maryland and Virginia.

CASE STUDY #2:  
SAN FRANCISCO ENERGY  
DATA STREAMS
In San Francisco, buildings are responsible for 52 
percent of the city’s carbon emissions, according 
to the U.S. Green Building Council. Additionally, 
75 percent of the city’s largest 2,000 commercial 
buildings fall within the boundaries of 2.2 square 
miles. To put a price tag on those numbers, San 
Francisco expects to incur an estimated $62 bil-
lion in climate-related infrastructure damage by 
the middle of the 21st century. 

The city needed a green solution. But it lacked 
a key piece of information. San Francisco-area 
green developers needed to know “granular, ac-
tionable data about the specific energy efficiency 
opportunities and solutions waiting to be tapped 
at the level of individual buildings and tenant 
spaces,” city officials explained in an action state-
ment to US Ignite, a nonprofit with ties to the 
White House’s Office of Science and Technology. 

Enter the 5D Smart San Francisco 2030 District 
project, a joint undertaking of the city of San Fran-
cisco, Software-as-a-Service platform provider 
Cityzenith and Lawrence Berkeley National Lab. 

CASE STUDY #1:  
PITTSBURGH SNOW TRACKER
Winter 2014 was the 10th snowiest winter on re-
cord in Pittsburgh, Pa. With more than 5 feet of 
snow covering the ground for much of the winter, 
residents were literally shoveling day and night 
— all the while wondering when the city’s snow-
plows were going to come to clear their street. 

Officials knew they needed a more transparent 
solution. One winter later, they had it. On Jan. 15, 
Mayor William Peduto, the Department of Inno-
vation and Performance, and the Department of 
Public Works announced the launch of the Pitts-
burgh Snow Plow Tracker. 

The tracker is designed to give residents a re-
al-time update on the current location and travel 
history of Public Works vehicles during a winter 
weather event. Just think: Pittsburgh residents 
will no longer have to wonder if their path to the 
grocery store is clear. The map-based tracker 
gives residents the ability to search by address 
to find if a plow has come by whenever there is 
more than a half-inch of snow on the ground. 

Although the tracker is a big help to make sure 
critical roads are clear and safe to use, it’s also 
having a huge impact on the internal operations 
in the Public Works Department. By showing dig-
itally where each truck is at any given moment, 
officials are better able to ensure that no streets 
are missed and create more efficient routes. With 
more than 1,200 miles of streets, every winter 
weather event provides an opportunity for city 
officials to learn more about the performance of 
each and every snowplow on the road. 

Lee Haller, Deputy Director of Public Works, de-
scribed to GovTech how the Snow Plow Tracker 
was developed. “Pittsburgh made use of GPS 
sensors already in place for tracking the health of 
its truck fleet to follow about 120 vehicles outfit-
ted with plows and computerized salt spreaders, 
whose sensors feed into the map on the track-

The project, which launched March 2014, is now 
in the development stage. The idea is simple: Cre-
ate a platform that allows builders to truly under-
stand their environmental impact — a Lorax for 
green buildings. Dr. Seuss would be a fan. 

The team has already created data and analytics 
tools to chart local energy consumption and con-
servation. “Our original goal was to work with the 
Department of the Environment to visualize com-
pliance with the city’s green building ordinance,” 
said Michael Jansen, Chief Executive Officer of 
Cityzenith told Government Computer News. But 
the group’s plans quickly grew to include other 
information, including real-time data. “Now we’re 
starting to layer additional sets of relevant data 
to create a more complex and dynamic under-
standing of the scope and breadth of the prob-
lems as well as the scope and breadth of the 
available solutions to the problems,” Jansen said.

The platform hub will make the necessary data 
and information easily available to building own-
ers in the city in order to accelerate and expand 
the investment in energy-efficiency retrofits in a 
3-D map. The map looks like a traffic light, sorting 
carbon emissions and energy usage. Buildings 
with high-energy efficiency are colored green; 
buildings with low energy efficiency are red. 

The team is pulling energy usage data from 
StreetLightData. The data provider “combines 
and analyzes data streams from real-time traffic 
monitors and wireless mobile devices and Helios, 
which offers an integrated suite of building ana-
lytics related to energy retrofits,” GCN reported. 

In 1974, Dr. Seuss wrote, “Unless someone like 
you cares a whole awful lot,

nothing is going to get better. It’s not.” The city 
of San Francisco cares and is showing it by us-
ing 21st-century technology and connected data 
streams to clean up the air. 

2
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This new challenge will leverage the success of 
the SmartAmerica Challenge in 2013. The orig-
inal challenge brought together more than 100 
companies, universities and other organizations 
to form teams that developed and applied net-
worked technologies. “SmartAmerica demon-
strated that these technologies have the poten-
tial to create jobs and business opportunities and 
provide socioeconomic benefits,” NIST wrote.

In September 2014, the Global City Teams Chal-
lenge matched up more than 250 city planners, 
technology companies, academic institutions and 
nonprofits around major community issues such 
as air quality, traffic management and emergency 
services coordination.

The teams, or clusters, were assembled in a simi-
lar fashion as a dating game. Each city or commu-
nity presented an “elevator pitch” issue and tech-
nologists from industry could partner with the 
city to help leverage an existing system or allow 
a company to better refine an existing program. 

“The Global City Teams Challenge was a good 
opportunity for public chief technology officers 
and private industry innovators to come togeth-
er,” said Chris Greer, Director of NIST’s Smart 

CASE STUDY #3:  
NIST GLOBAL CITY  
TEAMS CHALLENGE
NIST literally wrote the book on IoT. Well, tech-
nically, it wrote the standards framework from 
cyber physical systems, more commonly known 
as IoT, but still. 

So it makes senses that the brains behind the 
framework would also be the muscle behind the 
Global City Teams Challenge. The challenge is a 
yearlong program that works sort of like Shark 
Tank for IoT projects, with NIST acting as both 
supporter and coach and the cities acting as 
idea pitchers. 

The idea is to build sustainable IoT projects that 
can be shared nationwide. “Many smart commu-
nity efforts are one-off projects with heavy em-
phasis on customization and inadequate consid-
eration for future upgradability and extensibility, 
which end up causing increased cost and ineffi-
ciency. As a result, many smart city/community 
deployments are isolated and do not enjoy the 
economy of scale,” said Sokwoo Rhee, NIST’s lead 
on the challenge. “With this challenge we want to 
change that.”

Grid and Cyber-Physical Systems Program Office. 
“Participating helped cities and innovators use 
IoT and cyber-physical systems concepts in ways 
that improve quality of life in urban centers and 
also bring improvements to agriculture, manu-
facturing, transportation and more.”

By March 2015, the 250-plus participants had 
been organized into 34 specific action clusters, 
each dedicated to a slightly different city chal-
lenge such as Healthy Smart Cities and Smarter 
Sockets. NIST held a Tech Jam at its Gaithersburg, 
Md., campus as a midpoint check-in. Each team 
presented to the group, highlighting progress, ar-
eas of concern and any need for additional part-
ners. NIST used the Tech Jam as a way to assess 
progress and act as a coach to each of the 34 
teams. 

In June 2015, all 34 teams will reassemble and 
present their final projects to NIST. You can track 
each project’s progress here. 

3
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More frequently, citizen engagement is moving on-
line. Innovative digital services allow government 
agencies to reach citizens anytime, anywhere with 
fewer resources. That sounds great, right?

In many ways, digital services have drastically im-
proved governments’ to reach citizens. However, 
these portals and tools also expose agency sys-
tems to greater cyber risk because they create 
new network endpoints and increase the traffic 
of sensitive information online. That fact in and 
of itself is concerning for government because 
the reputational and financial cost of a breach is 
exceptionally high.

But even more concerning is the potential to ac-
tually deteriorate public trust and engagement 

by ineffectively securing interactions. Think about 
it: Digital services can foster engagement only in-
sofar as citizens are willing to use them, and peo-
ple are going to use them only if they trust them. 
That means that government services must be 
secure, reliable and transparent.

Recognizing this imperative, the executive branch 
has been clear in its mandate to secure. Execu-
tive Order 13681, “Improving the Security of 
Consumer Financial Transactions,” and the U.S. 
Digital Services Playbook’s Play 11, “Manage se-
curity and privacy through reusable processes,” 
both offer guidance on enhancing cybersecurity. 
But ultimately, it’s up to individual agencies and 
departments to ensure that these recommenda-
tions are developed and applied.

This is more easily said than done, because secu-
rity for engagement is a complex and ever-evolv-
ing goal. Obviously, agencies must protect their 
systems from hackers by enhancing firewalls, es-
tablishing real-time monitoring and segmenting 
their networks. But that’s just one piece of the 
puzzle. Organizations also have to consider the 
usability of their secure systems, the education of 
their end users and the necessity to innovate as 
consumer technologies evolve.

In this section, we examine three government 
organizations that are taking inventive approach-
es to ensuring citizen engagement can securely 
flourish online.

Trend #5:  

Securing 

Citizen 

Engagement 
 
Many citizen engagement initiatives take 
place via innovative technology platforms. 
How can government offer individualized 
services without decreasing citizens’ privacy? 
And when government does require sensitive 
information, how does it protect it?
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CASE STUDY #1:  
NATIONAL STRATEGY FOR 
TRUSTED IDENTITIES IN 
CYBERSPACE PILOT PROGRAM
When you access a secure government system, 
you’re most often asked to provide a username 
and password. NSTIC, part of NIST, wants to 
change that. 

Why? NSTIC’s goal is to “promote secure, priva-
cy-enhancing, and user-friendly ways to give in-
dividuals and organizations convenience in their 
online interactions.” Ultimately, the strategy en-
visions creating an “identity ecosystem” in which 
different online communities can interact, “with a 
baseline of privacy, interoperability, and security.” 
Passwords hinder these objectives because they 
are easily hacked, often misused and difficult to 
manage for both the user and government entity.

First launched in 2012, the NSTIC pilot program 
provides a structured process for discovering, 
funding and developing the solutions to create 
this ecosystem and enhance security. Each year, 
the program calls for creative ideas and technol-
ogies from public and private-sector organiza-
tions that provide strong, non-password authen-
tication without hindering citizen usability and 
access. Selected solutions must also be easily de-
ployable and cost-effective, so that new practices 
can be replicated across sectors and agencies.

Successful projects have included a partnership 
with the North Carolina departments of Trans-
portation and Health and Human Services and 
MorphoTrust to leverage pre-existing data from 
state-issued driver’s licenses to create certifiable 
digital credentials that allow citizens to apply for 
benefits online. (See page x.) Another project fo-
cused on leveraging “derived credentials” stored 
in the SIM card of mobile devices or wearable 
devices to create various identity verifications for 
the Defense Department.

In addition to addressing the pitfalls of pass-
word-based identify verification systems, the pilot 
also seeks solutions that provide greater clarity 
and transparency to individual users regarding 
the security of government systems. Hopefully, 
these measures will encourage citizens to put 
greater trust in online government transactions 
and ultimately engage with more digital services. 

To date, the program has provided about $30 
million for innovative identity projects. It is cur-
rently in its fourth round of funding.

CASE STUDY #2:  
A BLUE BUTTON FOR  
SECURING HEALTH DATA
The Patient Protection and Affordable Care Act, 
more commonly known as ACA or ObamaCare, 
has been a matter of contention among political 

parties, sectors and individuals. Nevertheless, 
most agree that one goal of the program is a wor-
thy priority: engaging citizens in their health and 
with the providers who support it.

But how do we do that? With today’s technology, 
it seems logical to expect that patient data should 
be available online and accessible to any relevant 
provider or individual. Yet that accessibility brings 
its own security concerns, as the 2014 Health-
Care.gov breach highlighted.

The Blue Button is one way that the White House 
and Health and Human Services Department are 
working to retain online accessibility of new gov-
ernment health services without risking the secu-
rity of personally identifiable information (PII) or 
citizens’ trust. 

The tool has two primary benefits. First, it func-
tions as an aggregator of your health records by 
pulling your information from disparate electron-
ic health records and consolidating them in a sin-
gle online portal. Blue Button also allows you to 
share those health records with your physicians 
— whether existing or new — and relevant family 
members. It can even plug your health informa-
tion into other apps and tools that set personal-
ized health goals.

As a result, citizens can make informed decisions 
about their care and health policies. For instance, 
people can download their full health report 

1
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from Blue Button before determining which plan 
on HealthCare.gov would best suit their medical 
needs and habits.

However, these health and engagement benefits 
will be realized only if citizens are confident that 
using the tool won’t risk the confidentiality of their 
PII. Thus, the second component of Blue Button 
focuses on security. HHS secures the portal, and 
Blue Button pulls information only from certified 
medical practices, which are required by law to 
comply with the Health Insurance Portability and 
Accountability Act. Finally, Blue Button Plus, a sis-
ter developer site to the initiatives, also provides 
detailed standards, FAQs and “trust bundle” soft-
ware for providers and third-party applications.

Blue Button is still in the early stages of deploy-
ment, though a Blue Button Movement seeks to 
enlist more organizations in the program. Addi-
tionally, Blue Button has also been deployed on 
the Veterans Affairs Department’s MyHealtheVet 
website to allow veterans access to their health 
information and VA records. Similarly, Medicare’s 
Blue Button allows Medicare participants to view 
their previous claims. 

Ultimately, the goal is to deploy the program 
across enough agencies and providers to provide 
all citizens secure access to their health records, 
allowing them to better engage with their health 
and federal care options. 

CASE STUDY #3:  
COLORADO’S CYBER SECURITY 
AWARENESS CAMPAIGN
Protecting citizen information is certainly the 
job of government, but it’s not government’s job 
alone. In fact, many breaches are the direct result 
of inappropriate system use by end users. 

To decrease the risk of citizens inadvertently 
exposing government systems, the state of Col-
orado launched a campaign — Cyber Security 
Awareness — in October 2014 to educate its 
users. It completed the campaign in partnership 
with Regis University and the Colorado National 
Guard, and also leveraged external guidance of 
the National Cyber Security Alliance and the Stop.
Think.Connect website.

The campaign was multifaceted. Events, such 
as a daylong security advice call-in service and 
presentations at local middle schools, offered 
citizens an opportunity to directly interact with 
state personnel while learning better cybersecu-
rity practices. 

Other resources were provided on an ongoing 
basis, to be viewed remotely at any time. For 
example, multiple state departments offered se-
curity tips via their Twitter feeds, using #cocyber-
help. The state National Guard also produced a 
series of educational videos that were posted on 

the state’s website. And although the campaign 
was relegated to October — officially Cyber Secu-
rity Awareness Month in the state — the Colora-
do Governor’s Office of IT continues to offer help 
and tips to users on its web page. 

Just as the campaign used a variety of media to 
reach citizens, it also covered a diverse range of 
cybersecurity topics. Tips to spot phishing attacks 
— incidents in which a hacker poses as a govern-
ment body or other accredited source to solic-
it sensitive information — were of paramount 
importance to increasing the security of citizen/
state online interactions. By educating users to 
identify legitimate dealings with the state, Colo-
rado can protect its networks from inadvertent 
breaches while simultaneously fostering greater 
citizen trust in its digital services. 

However, the campaign also covered many top-
ics that weren’t directly related to state network 
security. Issues such as safe social media use, 
cyber bullying and personal computer hygiene 
addressed citizen needs. Moreover, by providing 
these security tools, the campaign encouraged 
citizens to see government as a partner in their 
online interactions, even those not directly tied 
to state business.

3
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Conclusion
Citizen engagement is nothing new. 

It’s been conducted in one form or another since the dawn 
of democracy: Citizens and their elected leaders have met 
to exchange ideas and thoughts on policies, processes and 
more. Until recently, however, this engagement happened 
in a relatively few ways: town hall meetings, printed fliers, 
telephone calls and in-person discussions. 

Those citizen engagement methods are still valid today. 
But we all know the landscape of engagement has dras-
tically changed. The evolution of technology has radically 
disrupted citizen engagement, and it’s up to government 
to keep pace with the new face of citizen engagement. By 
focusing on the trends discussed in this guide, your strate-
gies can evolve — and your interactions with your citizens 
will become better than ever. 
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https://www.flickr.com/photos/sheila_sund/8903465080/in/photolist-eyLzYC-dHsohH-bAoGoz-9fxoTK-7BZHSj-9GAoap-99Hn8S-bkbVZx-9bU7Y1-99wpGm-6nh2i4-aFSWBg-gf12nP-p3Affc-4HDVys-bntQBy-d4tZYN-6nKaWA-7mhFQg-9Gmoxn-qDKpXK-7waDNi-7wew1Y-99w4e9-r6UtoW-jwCqQj-q6U8cD-81h2MU-7nF2Pn-6nF1rR-99wduJ-7yg9NK-9XSsSY-p1yY9n-pCMUzB-bkbEP8-7kXhhk-6QtUa7-cEFWLU-8VwtxT-qDKoq6-ggLVbL-bkbQwP-pi1XbN-8cKfUc-9XSoMN-drZkoK-dRDHS5-98CyRD-a3dH6K
https://www.flickr.com/photos/sheila_sund/8903465080/in/photolist-eyLzYC-dHsohH-bAoGoz-9fxoTK-7BZHSj-9GAoap-99Hn8S-bkbVZx-9bU7Y1-99wpGm-6nh2i4-aFSWBg-gf12nP-p3Affc-4HDVys-bntQBy-d4tZYN-6nKaWA-7mhFQg-9Gmoxn-qDKpXK-7waDNi-7wew1Y-99w4e9-r6UtoW-jwCqQj-q6U8cD-81h2MU-7nF2Pn-6nF1rR-99wduJ-7yg9NK-9XSsSY-p1yY9n-pCMUzB-bkbEP8-7kXhhk-6QtUa7-cEFWLU-8VwtxT-qDKoq6-ggLVbL-bkbQwP-pi1XbN-8cKfUc-9XSoMN-drZkoK-dRDHS5-98CyRD-a3dH6K
https://www.flickr.com/photos/vironevaeh/3984984507/in/photolist-75964r-ctCsRh-6PNnkz-6PSttd-6PNjY4-6PNmTT-6PNmBP-6PNmtT-6PSuKo-6PNkLB-6PNjvM-6PSumU-6PStCh-6PStdU-6PNnep-6PStju-6PSsGu-6PSu45-6PSs8W-6PSsXQ-6PSsRQ-6PSuSd-6PSsqY-6PNkeF-6PSrZ9-oF1LLA-2wyH8H-oKUrMw-dxJB3f-8HDAPL-575hLN-4CCzXC-ah7RVE-ah81Y5-ahbLtN-rtVzth-6CaDzL-agPfcq-ah7Wzq-ah5boX-ah7UF7-ah8WuX-ah5fMV-agPbPu-ah6QMT-ah6SDF-ah9BbL-ah9Ft3-agNs83-agNAsE
https://www.flickr.com/photos/noaaphotolib/9627120059/in/set-72157625023714595
https://www.flickr.com/photos/noaaphotolib/5053907451/in/set-72157625168461902
https://www.flickr.com/photos/jfgallery/5401291537/in/photolist-9ei2Na-e22nL8-qzu8sw-fv6cgZ-dMbNzW-2ktKMg-2vTJFK-qpQXYV-bmpR6S-2p34Kg-bw3u4h-8wvkKc-8wRLSc-9jWbr9-91LFJt-8xrSBo-8x89R4-rw8Cop-qENEbU-8HgC23-bB5e5x-rx8o72-rT251-rxSpTd-qUEcZV-76AcF3-8xXeGY-beYhek-93mSpB-qWPXpU-fVKbUy-dJZrPu-qENjg3-9rJq3Z-qqcCum-bgVqc4-q6BcoN-8ezwrx-8USYN6-qKdN94-qYY2ME-8xH9TC-rDY3v8-rxSv8b-8be17V-oJAFz-2ozdFY-8c2KSw-6rWX1E-5jQx5r
https://www.flickr.com/photos/jfgallery/5401291537/in/photolist-9ei2Na-e22nL8-qzu8sw-fv6cgZ-dMbNzW-2ktKMg-2vTJFK-qpQXYV-bmpR6S-2p34Kg-bw3u4h-8wvkKc-8wRLSc-9jWbr9-91LFJt-8xrSBo-8x89R4-rw8Cop-qENEbU-8HgC23-bB5e5x-rx8o72-rT251-rxSpTd-qUEcZV-76AcF3-8xXeGY-beYhek-93mSpB-qWPXpU-fVKbUy-dJZrPu-qENjg3-9rJq3Z-qqcCum-bgVqc4-q6BcoN-8ezwrx-8USYN6-qKdN94-qYY2ME-8xH9TC-rDY3v8-rxSv8b-8be17V-oJAFz-2ozdFY-8c2KSw-6rWX1E-5jQx5r
https://www.flickr.com/photos/35528040@N04/6279498891/in/photolist-ayU5fg-8m7r6P-auCzkT-9eWYyv-MPm9r-8m7yC2-6gsKPQ-myytq8-mS8ioP-aDHrAA-8mEKDp-6PU5D4-ob78T-3fALnA-6FxtXB-gi2Tu-8mHSHA-8maHSJ-6goyKK-arRPEN-78xuy-uAz38-6BQEsy-gMYqi3-7fdh3c-9wHaf7-bexMhk-uArkC-ayjWjQ-8mEM5r-ar6ZWw-gi2Mv-2N4JSJ-at67G7-5CX6sz-8f36jS-aKSYtx-6FBNc7-b9X2Q2-7ZYyt9-myzJxm-2YGwg-arPefa-4dUEea-Ebc9X-6cVhvK-pXZhqA-afPqTN-3fuEKV-6Eifq6
https://www.flickr.com/photos/corycousins/4335989374/in/photolist-7Ba5zu-7B6n4x-7B6iFT-eeVWeg-7Bac43-7Ba6VE-7BaamU-7B4nFF-7B6imP-7B4nJt-7B4nNX-7B6jDr-7Ba9gw-7B6kZB-7Ba9sf-deWRcu-7B4nMg-7B8bum-9gKFR4-7B8btf-kwRvqB-7B5z8G-9jFbCA-7Bab7q-7B7Mk4-7B4nGX-7Bd6hA-7Ba5mJ-7MkUWY-7B6hwg-7BX8HA-qF8iHW-dT3ipx-7BFUFQ-6k93w7-7CfaCV-jDofkj-7B5xas-7B4nL2-7B6hMr-dT8SZN-7B8bxo-AuoBa-7B1KVP-7BEftw-97pFbJ-kbEskm-dcnSkr-rngySj-iXNmSt
https://www.flickr.com/photos/spierisf/8603064863/in/photolist-e7dXsx-bDDP7j-o7fwd9-7ShWbL-7qtF2x-82gLaM-c89yPs-93X5be-i8qHTj-opQyav-bB1Jg3-4Azpwd-9ScLCL-aZFbdV-fKii4T-oFFnAa-843wiR-apJhB8-bochMG-cQzsQW-bgPVLH-brj2fe-keLDPc-awUjwp-bjH5AC-aKwfq2-nzVGwZ-bsyv8U-dWYLF4-biYt8p-fryyBY-94pXuo-dNzgiu-9oaZAJ-aFhDyp-9pMVBA-3jfvqr-9psdpk-9hMnEV-54kFKh-9RZYoF-9jrrn7-dkcLXq-dGnUP9-ejGieB-boqx9M-bQXGCX-dWBU8W-6PvPCp-byr9mi
https://www.flickr.com/photos/mdgovpics/6774505156/in/photolist-bjD7n3-qLjCEN-qL2kzb-qL2kss-qL9xxM-r3wkk3-qL9xrK-ra1kZ-9nivEo-7JKUYx-7NpgAL-7JKV1a-aFArH4-aFArog-7Np8rA-bxy1wr-bxy1cD-bjD7Fb-aoPAgV-diUozf-dk8rY2-diUrH4-avb8fN-av8rBn-bhi8ft-9niuqq-av8rN4-aqQuj2-atP54X-9M5RcY-9cERPV-9niDTN-9niKA1-9niG2o-9niCro-9niB55-9niwYN-9nfCEc-9nfxkR-9niyas-9nfG18-bpJAvj-9cK9Gb-aM3iar-aM3hwD-aM3fGZ-aM3bot-aM39Wv-aM382V-aM35Cp
https://www.flickr.com/photos/bz3rk/8758321674/in/photolist-ekWFU7-dkCQj9-dKhtNN-d4ArES-8UcqpD-dbN7wy-9PqGuv-aSMXZc-doo5JD-aSMYn6-aSMXm4-aSN1nF-aSMZFk-aSMXMk-aSMZcB-aSN1Ua-aSN1KB-q439Ah-4JJfy2-4FRBcU-3BUFtN-4SPEib-4FMrAe-4SYq97-4FRBdY-4FRBf9-6Cs7nk-4SYqaC-4SYqc1-54S4J1-4SYq9L-aSN3Xe-aSN2Fp-aSN59t-aSN68V-aSN2sa-aSMWte-aSN4gV-aSN5HF-aSMWhc-aSN1D8-aSN1ei-aSMYdv-aSMZjt-aSMXRH-aSMZxM-aSMXri-aSMZYT-aSMZPR-aSMXGc
https://www.flickr.com/photos/stevebott/7959698720/in/photolist-d8nx7Q-4kq382-31fvVN-8GvrHz-onFzgV-kYAYNX-kYB5oe-kYBYrJ-kYAZAZ-kYAuCR-kYBUwj-3BUqSb-92aTx6-3BPoNF-3BUt1m-cdhuiC-4JNutU-o6cXpr-9geaAa-jrBr3W-7j1FBY-5QJCFz-6RyqL7-dGGW9N-kyM5Wo-bks6PE-e9i6Xy-ecnDBA-do6iTm-kyK36i-kyLPEm-6Runc8-k3TEdb-5nXyaR-dooQyC-m23EMo-5mwRGA-o6bWnk-onpc9X-ontp4d-onFAhn-ontqc5-o6bSay-o6bW2F-oprvSV-onE2Hd-o6cXFZ-66Sw8w-66NeoK-66Nept
https://www.flickr.com/photos/speakerpelosi/7006813361/in/photolist-bFaKuV-d2TmHm-8kSoMC-dZEkoM-dZEkqX-dZL2S9-dZL2Zj-dZEkuM-dZL2U5-dZL2Xb-dZL2W3-dZEksT-dZEkux-dZL2Sf-iuUqb3-iuQCcA-msDgfU-bGJZda-dZEkq8-dZEkqT-dZL2Vo-dZEkov-ivedpi-apsY2L-gbXW2G-btQc19-bGJZbp-bGJZ9P-btQbZu-btQbX1-btQbVo-bGJZap-btQbZJ-btQbVN-btQbXw-btQbYb-bGJZcK-btQbYo-bGJZck-nCFUmM-nADjHm-nmc9HE-nCoQWa-nCsGJm-nmbXut-nCsWhy-nCp31e-nCFHPp-nmbXJM-nCsTHW
https://www.flickr.com/photos/respres/2344689317/in/photolist-4zc9rT-7PSHbT-7RP5yw-6BSKan-8xnJoe-bAn7KZ-6AxU5d-7QJQF1-8Dh2N1-6L3JRK-6Gah6V-aiEp4m-bkbVZx-aGAWp6-6NBMDx-anj4iX-6ADkKf-2PRiM3-6FNFL7-6Gagpz-8oy3NC-98wMaC-9SLcLw-9SKp8J-9SKEiC-aGY5oe-9fxoTK-9C99Xo-8CXJJj-otbC46-bkbG3t-8VwB6z-aGY6Wx-bkbEP8-r6UtoW-6BA6za-8G1u5h-8R3Y6X-8ux8gu-6L7TVd-apNwJm-2PRhAy-6L7Xjd-6L3KAr-73CjT5-6Lc6QP-nUn3zU-aGY5MB-bkbHLx-8Vzzob
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