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Happy Constituents
Happy Elected Officials = Happy Employees



Start with Why

Constituents Employees Elected Officials/ 
Managers

Online, 24 Hour Service Reduced Call Volume Cost Reduction

Convenience Less Keystrokes Municipal Operations Dashboard

Automatic Status Updates Reduced Communication 
Bottlenecks Optimized Processes

Transparency Significantly Less Time Spent 
Retrieving Documents & Data

Unification of Siloed/Fragmented 
Systems & Data

Timely Service Reduced Workload & Stress Clean, Uniform Data



Open Public Records Request Module





Report a Concern Module



Adopt an Agile Management Approach
What is Agile? Agile is a management style that uses short development cycles called “sprints” to focus 

on continuous improvement in the development of a product or service.

The 3C’s of Agile 
Leadership Principle Guidance For

Communication 1 Developing

2 Reflecting

3 Learning

Commitment 4 Inspiring

5 Engaging

6 Unifying

Collaboration 7 Empowering

8 Achieving

9 Innovating

Industry Agile Adoption Rate

Software (ISV) 23 Percent

Financial Services 14 Percent

Professional Services 12 Percent

Insurance 6 Percent

Healthcare 6 Percent

Government 5 Percent

Telecoms 4 Percent

Transportation 4 Percent

Manufacturing 4 Percent



Principles of Agile
1. A product or service is delivered with higher frequency.
2. Simplicity is an essential element.
3. Stakeholders and developers collaborate closely on a daily basis.
4. Regular intervals are used by teams to improve efficiency through fine-tuning behaviors.
5. Customer satisfaction is always the highest priority and is achieved through rapid and continuous 

delivery.
6. Changing environments are embraced at any stage of the process to provide the customer with a 

competitive advantage.
7. Face-to-face meetings are deemed the most efficient and effective format for project success.
8. A final working product is the ultimate measure of success.
9. Sustainable development is accomplished through agile processes whereby development teams 

and stakeholders are able to maintain a constant and ongoing pace.
10. Self-organizing teams are most likely to develop the best architectures and designs and to meet 

requirements.



Results of Agile
1. Increased success through more focused efforts 

2. Increased flexibility and adaptability to change 

3. Faster turnaround times 

4. Faster detection of issues and defects 

5. Increased frequency of collaboration and feedback

6. More rapid deployment of solutions 

7. Reduced waste through minimization of resources 

8. Optimized development processes 

9. A lighter weight framework 

10. Optimal project control  



Next Step: How?

1. Which processes can be quickly updated and show staff immediate benefits?

2. Which processes do we spend the majority of our time working on? 

3. Which require involvement from multiple people & departments? 

4. Which are lowering the morale of our staff? 

5. Why do these processes have a negative impact on morale? 

6. Which processes do not have a uniform protocol? 

7. Which have the potential for serious consequences if the are not handled properly? 

8. Which process have resulted in lost applications, data? 

9. Which have annual renewals and recurring workflow? 

10. Which processes have obvious flaws? 

Determine which Process Should be Updated First



Best Practices

 Schedule a meeting with all parties who 
touch a particular process 

 Distribute an agenda featuring current 
process workflow in advance

 Stakeholders should determine 
which area within the workflow 
frustrates them most 

 Give the meeting a title, such 
as “Process Brainstorming”



Critique current operating procedures



Determine what the optimal solution 
looks like through all stakeholders’ eyes

 Employees should write down what the the 
optimal process solution looks like to them. 

 Conduct breakout session where all 
suggestions can be discussed & prioritized. 

 Use a round robin approach so all parties 
are forced to prepare & participate. 

 Establish a list of functionality that will be 
required.



Where can enhancements can be made?



Update workflow with technology & 
automation where possible

Digital 
Forms

Automated Workflow

Mail Merge

GIS Map

Ecommerce



Decide on course of action: 
Create Project Charter
1. Purpose

Why is the project being undertaken? 
Describe an opportunity or problem that the project is to address.

My local government is looking to update its Concern Reporting process 
because there has been constant complaints from residents who feel like 
their voice is not heard, and there is a lack of communication after they 
report an issue

2. Functional Specification

What do you need in order to achieve your purpose?

 Cloud Based 
 Single Sign on
 Unlimited Users 
 Malleable to fit your requirements / can be used by all departments
 Auto notify complainants 
 Tickler notifications to make sure no concerns go un processed 
 App and Web Form (No PDF or Fillable PDF

3. Scope

What will be the end result of the project?
Describe what phases of work will be undertaken.

Phase 1: Determine budget 
Phase 2: View online products that meet our Functional Specs 
Phase 3: Review proposals 
Phase 4 : Demonstration of final 2 products with all users 
Phase 5: Select vendor and pass resolution 
Phase 6: Implementation Phase 7: Adoption

4. Key Stakeholders

a. Name, Roles & Responsibilities
b. Name, Roles & Responsibilities

5. Project Milestones

11/30 Budget Approved
1/1     Select Vendor
2/1    Have Employees Trained



Establish timeline for tracking progress 
shared by staff and technology vendor



Train Staff to Use a Learning 
Management System

Certificate in 
Pet License



Decide which data points should be 
monitored a/k/a  Key Performance 
Indicators or KPI’S  



Establish Regularly Scheduled Reports to 
Track KPIs and Document Improved 
Productivity



Issue Press Release share with the world 
what you just accomplished!



Camden County, NJ & South Orange, NJ 
Camden County South Orange

 GIS Map 
 Air Quality Inspection Program (CEHA) 
 Daily Activity Module 
 Emergency Response Module 
 First Time Homebuyer Module 
 Report a Concern Report a 
 Mosquito Issue 
 Tank Inspection

Deployed Modules for Hazmat, Housing, Health, Food Surveillance 

 Site Use (Facility and Park Rental) 
 Vendor Application
 Street Opening (Road Permit) 
 Well Construction Permit

Currently Under Development for Health, Parks, DPW

Camden City via the County Contract

 Rental/Resale Inspections 
 Rental Property Verification

Deployed Modules for Housing

 GIS Map 
 OPRA Construction Module 
 CCO (rental/resale) 
 C of H Business 
 Code Enforcement 
 Property Maintenance 
 Cat License 
 Dog License 
 Dumpster Permits 
 Garage and Yard Sale 
 IT Service Request (internal process, not public facing)
 Miscellaneous Payments 
 Temporary Banner Permit 
 Register to Volunteer

Deployed Modules for Hazmat, Housing, Health, Food Surveillance 



Cheer them on!
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