Improving Citizen Service and Access with GIS

Derek Mair (dmair@emht.com)

Director of Geospatial Solutions

200.9 Oh/o G/.S‘ Conference

September 7 6- 78 200.9
C‘rowne P/aza North Hote/

Co/umbus Ohio
.,.J




Agenda

. Introduction

. Citizen Expectations

Design Principles

Project: Hilliard SRC

Project: Westerville Street Program
. Closing

o O &~ W N -



1. Introduction

+ Improving Service and Access with Technology
- Internet and the World Wide Web

+ Web 2.0

“...changing trends in the use of World Wide
Web technology and web design that aims to
enhance creativity, information sharing,
collaboration and functionality of the web.”

www.wikipedia.org

does not refer to an update to any technical
specifications, but to changes in the ways software
developers and end-users utilize the Web




1. Introduction

+ President Obama called for an unprecedented
level of openness in Government, asking
agencies to "ensure the public trust and
establish a system of transparency, public
participation, and collaboration.”

(http://www.whitehouse.qgov/the press office/Transparency and Open Government)

+ Interpreted to be calling for the utilization of
web 2.0 technology across all federal
departments and agencies.



1. Introduction

+ Government 2.0

“...attempts to apply the social networking and
Integration advantages of Web 2.0 to the
practice of government. Government 2.0 is
an attempt to provide more effective
processes for government service delivery to
Individuals and businesses.”

www.Wikipedia.org




2. Citizen Expectations

Government point of view
+ Ensure the public trust
+ Transparency

+ Public participation

+ Collaboration

+ More effective processes



2. Citizen Expectations

+ “Why can’t | just do this on the Internet!?”
- Transition more services on-line

+ “That’s impossible to use!”
- Make on-line services easy to use

+ “Pig Roast in May!? It’s September now!”
- Provide accurate and up-to-date information

+ | can’t find anything on your home page!”
- Make it organized and easy to understand

+ “You never call me back!”
- Keep. citizens conveniently informed



3. Design Principles

Design with the Citizen In mind

1. Assume nothing
- Develop for the least common denominator

2. Inform them first
- Shape their expectations

3. Provide fail-safe access
- They need a last resort or they’ll become frustrated



3. Design Principles

Design with the Citizen In mind (continued)

4. Limit what they can do
- Only allow them to do what they can do well

5. Support long-term automation
- Make sure feedback Is uniform and actionable

6. Update dynamically and regularly
- Keeps the site relevant and useful



3. Design Principles

+ Mashup (GIS in Government 2.0)

“In web development, a mashup is a web
application that combines data from more
than one source Into a single integrated tool,
an example Is the use of cartographic data
from Google Maps to add location
Information to real-estate data, thereby
creating a new and distinct web service that
was-not originally provided by either
source.”

www.wikipedia.org




3. Design Principles

+ Significance

- More and more, GIS is a mainstream tool for
visualization and analysis

- Mashups are a Web 2.0 technology that shows quite
a bit of promise

- Mashups are an excellent way to combine resources
to serve and inform citizens



HT

+ Pros and Cons of Using Google Maps

3. Design Principles

Pros cons

+ Ready made base map + No control over base map

- Focus on your data
Simple to setup

- Free registration
Custom data

- Added as an overlay

- Can be WMS resource
Geocoding

- Forward geocoding

- Reverse geocoding
Can link to additional information
Familiar/easy to use
Built-in functions

- Routing, mileage, directions

- Quality depends on location

- Priority given to larger areas
Limits on access

- Free key is not unlimited
Custom data

- Must use lat/lon
Code is evolving

- Can change without notice

- Extra care with custom code
Limited Support

- Online docs and user forums

- Solve problems on your own



4. Project: Hilliard SRC

+ Service Reguest Center (SRC)

- A comprehensive system that can deal with any and
all types of standard reqguests received internally or
from the public

- The system Is capable of receiving request
Information, tracking request through investigation,
work order, and completion, and provide reporting
and long tracking of all requests



H:T 4. Project: Hilliard SRC

+ Desired benefits of the new system:

- Improves Public (and Staff) access
« Whether they call or log-on

- Drives operations to resolution
e Email inbox - can’t ignore

- Measures performance/provides accountability
e Real-time reporting

- Integrates valuable data sources
e GIS with valuable layers

- Promotes collaboration between service providers
e Sub-tasks - system alerts next department

=—Customizable-and extensible



EMH:T 4. Project: Hilliard SRC
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The City of Hilliard has provided this site to aid cur residents, employees, and corporate customers
infinding information, making inquiries, and requesting city services. The Hilliard Senvice Request
Center (SRC)is available online 24-hours-a-day, 365-days-a-year for your convenience.

TO MAKE A REQUEST ONLINE

Flease enter your e-mail address and password in the boxes below. If you dont have a user account
please create one, theyre free, only take a few minutes to set up, and are required to access the
site.

Email Address: | |

+Web-based - accessible from any location with an Internet connection



4. Project: Hilliard SRC

+ Google Maps Integration Option
- No complicated (expensive) GIS server required
- Interface familiar to most
- Easy to use - simple and effective searches
- Don’t have to be concerned with updates
+ GIS tie-Ins
- Locating the request
=.Viewing available requests
- Event data accessible via SQL Server



4. Project: Hilliard SRC
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H:T 4. Project: Hilliard SRC

+ Custom Map controls
- Used smaller controls for panning and zooming

+ Custom Event Handling
- Captured the mouse wheel event trigger and set it to zoom the map in or out
+ Map Types
- Set the allowable map types to:
e Map - Standard street map

e Satellite - Aerial photos
e Hybrid - Aerial photos with street centerlines and street names overlade on it

+ Custom Data
- Added City of Hilliard corporation line as a custom overlay

+ . Geocoding
- Takes a location and shows it on the map
- Location can be an address or street intersection
- Reverse Geocoding: Takes a specified location on the map are returns the closest address

+ Drag and Drop

- User can move to location marker around the map and will get updated location
information



4. Project: Hilliard SRC
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H:T 4. Project: Hilliard SRC

+ Custom Map controls
- Used smaller controls for panning and zooming
+ Custom Event Handling

- Captured the mouse wheel event trigger and set it to zoom the map in
or out

+ Map Types
- Set the allowable map types to:
e Map - Standard street map
e Satellite - Aerial photos

e Hybrid - Aerial photos with street centerlines and street names
overlade on it

+ Dynamically generated markers
- Location are dynamically added to map as page content changes

- Each location contains summary information about itself and links to
defailed information
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Project: Hilliard SRC
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4. Project: Hilliard SRC

Design with the Citizen In mind

1
2.
3.

Develop for the least common denominator
Shape their expectations

They need a last resort or they’ll become
frustrated

. Only allow them to do what they can do well
. Make sure feedback is uniform and actionable
. Keep the site relevant and useful



4. Project: Hilliard SRC

+ Result

“The use of the system has resulted in increased
accountability, efficiency and productivity.”

Mr. Larry M. Lester Jr.
Right of Way Services Manager
City of Hilliard



5. Project: Westerville Street Program

+ Issue 94 Impact

“City Leadership committed to increase the annual
Street Maintenance Program spending by at least
$4.0 million when voters approved Issue 54 last year.
As promised, City Council has increased the 2009
General Fund budget appropriation for this year’s
Street Program from $2,145,000 to $6,690,000.”

+ The City was concerned about communicating
the detalls of the program which was now three
(3!) times bigger.
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Project: Westerville Street Program

[»]
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...................................................... StrE‘E‘t Mainte‘nance‘ Program

+ Parks B Recreation The City is responsible for approximately 155 miles of roadway within
------------------------------------------------------ Westerville, The City implements an annual street maintenance program to
+ Blznning & Development =~ Maintain and improve our roadways for the safety of the traveling public.

» Polics Each year, the City inspects the roadways and identifies those streets that

""""""""""""""""""""""""""""" require repair or reconstruction. The condition of the pavement is evaluated
Public Service and measured using a pavement condition index rating svstem. This approach
Refuse, Recydling & vard ~35510NS a numerical rating to each section of road being evaluated for the
Waste presence of numerous distresses (39 in all) and the severity level of each
Storm Water distress (low, medium, high). A database program tracks the pavement
Management condition and the history of maintenance of every roadway section. S
Wastewater Collection FAG
System It is the City's Pavement Condition Policy that at least 85 percent of the major .
Water Distribution arterial roadways will have a pavement condition rating of "good” or better. 1SSHS S8 Impéfct [ﬂ



5. Project: Westerville Street Program

Street Maintenance Links

Issue 34 Impact

Pavement Rating System
Treatments

Map

Schedule

Brochure

Contact Us

RS5




5. Project: Westerville Street Program

+ Google Maps with ArcGIS Server
- Interface familiar to most
- Easy to use - simple and effective searches
- Project specific information overlay
- Live updates
e By Street Program Project Manager
+ GIS tie-Ins
= Searching/zooming to point on map
- Viewing scheduled treatments



5. Project: Westerville Street Program
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5. Project: Westerville Street Program

Design with the Citizen In mind

1
2.
3.

Develop for the least common denominator
Shape their expectations

They need a last resort or they’ll become
frustrated

. Only allow them to do what they can do well
. Make sure feedback is uniform and actionable
. Keep the site relevant and useful



5. Project: Westerville Street Program

+ Result
“Even though we expanded our street maintenance
program by roughly a factor of 3 this year, the
resident calls we have received are less than in
previous years... We attribute this to the mailing
/ brochure and having the information on the

web. So, thank you!!”

Susan Banbury, City Engineer
City of Westerville, Ohio



6. Closing - Technology

+ Improving Service and Access with Technology
- Internet and the World Wide Web

+ Web 2.0 (this i1s where GIS comes In)

“...changing trends in the use of World Wide
Web technology and web design that aims to
enhance creativity, information sharing,
collaboration and functionality of the web.”

www.wWikipedia.org




6. Closing - Citizen Expectations

+ “Why can’t | just do this on the Internet!?”
- Transition more services on-line

+ “That’s impossible to use!”
- Make on-line services easy to use

+ “Pig Roast in May!? It’s September now!”
- Provide accurate and up-to-date information

+ | can’t find anything on your home page!”
- Make it organized and easy to understand

+ “You never call me back!”
- Keep. citizens conveniently informed



6. Closing - Design Principles

Design with the Citizen In mind

1
2.
3.

Develop for the least common denominator
Shape their expectations

They need a last resort or they’ll become
frustrated

. Only allow them to do what they can do well
. Make sure feedback is uniform and actionable
. Keep the site relevant and useful
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