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CIVIC TECH: KEYS TO SUCCESS

Empathy Lean Data Users Sustainability

➤ Build with, not 
for 

➤ Talk to users 

➤ Understand 
behavior 

➤ Learn what’s out 
there

➤ It’s more than 
just a technical 
process  

➤ Expect failure 

➤ Only build what’s 
necessary 

➤ Test, test, test

➤ Data “lives” 
everywhere 

➤ Be ready to scrape 

➤ Open data is your 
friend 

➤ ETLs are your 
best friend

➤ If you build it 
they will come 

➤ Listen and learn 

➤ Define metrics 

➤ Find partners

➤ Consider your 
options: startup, 
open source, non-
profit, academic, 
etc 

➤ Tech -> Policy 

➤ Expect to train 
everyone 

➤ Document 
everything
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AGENDA
➤ Background 

➤ Case Study: gov.uk 

➤ Digital optimization 

➤ Digital transformation 

➤ Digital Experiments 

➤ Centralized v decentralized  

➤ US Government’s approach 

➤ City government examples

http://gov.uk










TIME’S 2003 BEST 
WEBSITES

3 out of 10 =  
Government 
Websites



THEN THINGS CHANGED…
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TOP WEBSITES IN U.S.

1. Yahoo 

2. Aol 

3. MSN 

4. Microsoft 

5. Ebay 

6. Google 

7. Go 

8. Netscape 

9. Windows 
Media 

10. Weather

▸ 2013▸ 2003
1. Google 

2. Facebook 

3. Youtube 

4. Yahoo 

5. Amazon 

6. Wikipedia 

7. Linkedin 

8. Twitter 

9. Ebay 

10. Craigslist
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PASSIVE ➔ ACTIVE
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“WHAT IS WEB 2.0?” – @TIMOREILLY
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ARCHITECTURE OF PARTICIPATION



BRITISH ARCHITECTURE
The UK set the standard
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THE APPROACH
➤ Digital optimization 

➤ Introducing user-centered design into 
digital experiences 

➤ Digital transformation 

➤ Redesigning serive delivery to a digital, 
mobile-first strategy 

➤ Digital experiments 

➤ Taking advantage of digital systems for 
continuous improvements 



OPTIMIZATION: GOV.UK
The original model for digital delivery 
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"We had thousands of websites. And the only 
thing that was consistent was there was not a 
single consistent thing across any of them. It's 
quite a feat of human ingenuity to spend so 
much money on coming up with something that 
never looks the same." -Mike Bracken
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DIGITAL TAKE-UP “S-CURVE”









“
@abhinemani

The strategy is delivery.

- Mike Bracken
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"We argued about everything. We argued about 
time, we argued about money, we argued about 
approach. And I think towards the end of those 
debates we got to places that actually we both 
found pretty exciting."

- Lin Homer



TRANSFORMATION: GDS
21st century service delivery
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AGILE IN ACTION
➤ Discovery 

➤ Identify user needs, prioritize services 

➤ Alpha 

➤ Build a prototype, test internally 

➤ Beta 

➤ Go public, instrument everything, 
learn. Iterate. 

➤ Live 

➤ Continuous development & testing
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BETTER, IMMEDIATE FEEDBACK
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By going digital by default, the government 
could save between £1.7 and £1.8 billion 
each year.

-Francis Maude, Minister for the Cabinet Office
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Digital by default services are more efficient and 
more convenient for users. Our initial testing 
comparing GOV.UK to the previous Directgov 
and Businesslink.gov.uk sites shows a more 
positive rating on both ease of use (93% v. 75%) 
and speed (80 seconds v. 120 seconds). 
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Government will save money if demand for 
higher cost channels decreases. A 2012 SOCITM 
study across 120 local councils estimated that 
the cost of contact for face to face transactions 
averages £8.62, for phone £2.83, but for web 
only 15 pence



EXPERIMENTS
Getting creative with digital systems
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A/B TESTING
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TAKEAWAYS  / CHALLENGES WITH THE UK MODEL
➤ Centralized structure 

➤ Not as feasible in US 

➤ Neither at the federal or local levels 

➤ Talent / Budget 

➤ GDS was built through Civil Service Reform 

➤ Difficult to do in US, particularly at all levels of government 

➤ Sustainability is a question 

➤ Difficult to maintain relationships with departments
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Last year, Computer Weekly reported that senior 
civil servants wanted to break up GDS and return 
most of its responsibility for digital strategy to 
departments. GDS supporters have highlighted 
the relaxation of spend controls as a further 
diminishing of its central remit.

-Johnny Appleseed
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LECTURE 11 ASSIGNMENT (ASSIGNED 5/6)
➤ Reading 

➤ UK Digital Government Strategy 

➤ Strategy is delivery (video) by Mike Bracken 

➤ Project Work 

➤ Create interactive map (due 5/8): 
https://docs.mapbox.com/help/tutorials/tilequery-healthy-food-finder/ 

➤ Code samples for reference: mapbox-searchable-map: https://github.com/
abhinemani/mapbox-searchable-map

https://www.gov.uk/government/publications/government-digital-strategy/government-digital-strategy
https://www.youtube.com/watch?v=3bK9B8_0FDQ
https://docs.mapbox.com/help/tutorials/tilequery-healthy-food-finder/
https://github.com/abhinemani/mapbox-searchable-map
https://github.com/abhinemani/mapbox-searchable-map

