
CITIZEN ENGAGEMENT 
TRENDS FOR LOCAL 

GOVERNMENT IN 2023

What innovations should local government 
leaders keep in mind in the year ahead?
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Introduction
Local government change-makers have had huge challenges to overcome the past several years 

in serving their communities, and COVID-19 disrupted many processes in citizen engagement.  

In many ways, the pandemic accelerated trends that were already in motion for local 

governments, creating a tipping point for digital modernization.  It forced local government to set 

up more e�cient means of communicating with constituents, and deal with resource allocation 

issues that may have not necessarily been a priori� before. Deloi�e found insights from 

government leaders about digital transformation:

“ Nearly three-fourths of respondents indicated that 
COVID-19 has accelerated their government’s digital 
transformation, yet 80% of respondents believe that 
their organization's digital e�orts haven’t gone far 
enough.” 1

Though even before the pandemic, constituents were asking for greater accountabili�, e�ciency, 

transparency, and technology from their local governments. In this report, we’ll explore the 

primary trends of 2023 that local governments should be aware of when planning for the future, 

and provide actionable points of insight to be�er serve ci� sta� and constituents alike.

 1 Eggers, William D., Jason Manstof, Pankaj Kamleshkumar Kishnani, and Jean Barroca. “Seven Pivots for 

Government's Digital Transformation.” Deloi�e Insights. Deloi�e, June 17, 2021. 

h�ps://www2.deloi�e.com/us/en/insights/industry/public-sector/government-digital-transformation-strategy.html. 
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Increasing Investment in 
Mobile Technologies

TREND 1  



Between 2016 and 2021, mobile device users added 230 billion mobile apps to their connected 

devices, up by more than 63 percent from 140.7 billion app downloads in 2016.2

This is relevant on two fronts:

 It shows the increased reliance on mobile devices by users everywhere.

 It illustrates how people are accustomed to the conveniences and benefits of mobile apps   

 and the connectivi� they provide. People tend to platforms that are more easily   

 accessible, user-friendly, and allow for quick gratification. 

Local governments are experiencing the same pressure as certain corporate segments, 

especially the business-to-business sector: Business customers and constituents now want the 

same convenience and personalization ordinary consumers have grown accustomed to from 

consumer-focused platforms.
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 2Published by L. Ceci, and May 18. “Annual Number of Mobile App Downloads Worldwide 2021.” Statista, May 18, 

2022. h�ps://www.statista.com/statistics/271644/worldwide-free-and-paid-mobile-app-store-downloads/. 
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Local governments have been a�entive to this development; even as early as 2015, one survey 

found that about half of local government respondents were providing mobile-friendly services.4

As of 2021, U.S. state and local government agencies were spending over $118 billion a year on 

information technology and services, a number that’s growing every year, and mobile has a large 

share of that.⁵

There’s already an increased focus on mobile device management services, mobile device 

management so�ware, and the use of tablet computers, which have seen rapid adoption by 

governments over the last few years. Tablets comprise the majori� of the total volume of 

government tech hardware contracts and have a higher rate of growth than smartphones.6

Moreover, the increased populari� of mobile apps creates opportunities for local governments 

to reach constituents that are part of di�erent demographics, as was pointed out in one 

landmark study:3

“ The proliferation of mobile phones is also narrowing the digital divide in terms of access to 
online services. The ownership of smartphones, and dependence on them for Internet access, 
is especially high among minori� groups. African Americans and Hispanic adults spend more 
time on apps than the average user. Low-income households are also more likely than 
high-income households to depend on smartphones for online access. The greater accessibili� 
of smartphones to traditionally underserved populations raises the prospects of delivering 
social services through apps.” 

3 Ganapati, Sukumar. Rep. Using Mobile Apps in Government. IBM Center for The Business of Government, 2015. 

h�ps://www.businessofgovernment.org/sites/default/files/Using%20Mobile%20Apps%20in%20Government.pdf. 

 ⁴Vision Internet. (2015). What’s Next in digital communications for Local Government? Retrieved from 

http:⁄⁄www.visioninternet.com⁄Home⁄ShowDocument?id=38

 5“State & Local Government IT Market Reaches 'App Store Moment'.” MeriTalk State Local State Local Government 

IT Market Reaches App Store Moment Comments. Accessed September 25, 2022. 

https:⁄⁄www.meritalkslg.com⁄articles⁄state-local-government-it-market-reaches-app-store-moment⁄. 

h�ps://www2.deloi�e.com/us/en/insights/industry/public-sector/government-digital-transformation-strategy.html. 
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Insight: The Need to Avoid “App Sprawl”

One cautionary note: Simply embracing the use of mobile apps to serve constituents can backfire 

when there’s not a coordinated plan or technology platform supporting it.

When New York Ci� decided to enhance its digital capabilities to deliver easier connections for 

its constituents to government and communi� services and information, it resulted in 23 di�erent 

apps from multiple agencies.  No user was going to download so many apps, and the ci� realized 

its error, as a 2017 strategic plan said:

“Today, too much information is presented by individual agencies, which means 
residents must know the Ci�’s organizational structure in order to discover 
relevant opportunities.”

As we noted ourselves even before the pandemic:

If you’re not taking a leadership position toward mobile channel shi�, your 
organization will end up with a disjointed experience for constituents and 
workers. 7

One solution to “app sprawl”?  To move away from standalone apps to a single mobile app 

framework, allowing both agili� and control, built around a holistic mobile technology strategy. 

These measures will result in smarter investments by a local government in superior mobile 

connectivi� with constituents.

6Rep. Clari� 2022: Government Contracting Industry Study, n.d. 

h�ps://info.deltek.com/clari�-govcon-2022?sourceid=110&utm_source=Eloqua-Microsite&utm_medium=website&u

tm_campaign=redirect&partnerref=website_Eloqua-Microsite_redirect.

7Kirk, Andrew K. “The Best Apps for Cities Begin with a Mobile Strategy.” Citizen Engagement So�ware for 

Governments, October 17, 2017. h�ps://www.rocksolid.com/blog/why-your-ci�-needs-a-mobile-app-strategy. 
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TREND 2

Adoption of Government-
Specific CRMs



Another trend that’s in force in 2023 and beyond is the local government's adoption of 

constituent relationship management (CRM) systems.

As we’ve mentioned already, there’s great pressure upon local governments to slash costs, 

stretch budgets, uncover e�ciencies, and “do more with less.”  This entails adopting solutions 

that can enable them to deliver higher-quali� citizen-to-government service interactions but do 

so while also creating new economies and savings, and helping cope with another growing 

challenge: the sta�ng shortages becoming commonplace in the government sector.

So local governments are investing, with greater regulari�, in CRM platforms purpose-built for 

their needs and that serve as a cornerstone of a fully connected local government. 

9



Since government CRM systems are used to provide important services, the quali� of a CRM 

solution is measured using criteria that include their level of securi�, flexibili�, scalabili�, 

interoperabili�, ease of use, and abili� to integrate various services within single-user 

touchpoints.

By centralizing all citizen information, requests, feedback, et al, 

such systems allow governments to develop a 360-degree view 

of citizen needs including functionalities such as: 

Empowering local government to make more informed decisions about the delivery 

of local government services, based on citizen demographics.

Segment engagement e�orts to precisely meet citizen needs more e�ciently, 

e�ectively, and rapidly.

Centralize collected data, so it's much easier to analyze, visualize, and mine for key 

insights that can be used in current operations or predictive planning.

Provide multiple interaction touchpoints with citizens where demographic and 

other data can be captured, allowing the government to be�er serve them.

Gather consolidated contact information to e�ciently reach out to residents in 

the future. 
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Other features on the best practice list for local government CRM solutions? 

Workflow automation, case management, mobile integration, call/contact center functionali�, 

and customizable dashboards and reporting.

Local governments are actively embracing the way CRM solutions allow them to precisely 

analyze and respond to specific citizen requests and concerns. This abili� to deliver 

communications and services in a highly segmented way extends resources and e�ciency for 

local governments. 

11



Agile Response to Citizen Concerns

Improving customer experience was a top five priori� of 57% of government respondents to a 

recent global survey of executives by Harvard Business Review Analytic Services.⁸  CRM is a key 

component of that, and COVID-19 has proven a watershed in local government's use of CRM to 

quickly respond to communi� needs:⁹

• The Los Angeles Coun� Metropolitan Transportation Authori� (LACMTA) leveraged its

CRM platform to ensure that it got consistent, reliable messages to riders about service

changes, safe� measures, and other crucial information. “It didn’t cause us much anxie� to

meet that demand [for accurate information],” Bryan Sastokas, the agency’s CIO, said,

“because we made a heavy investment in CRM to provide that service. It’s our bread and

bu�er.”

• The New Mexico Department of Workforce Solutions (NMDWS) linked its CRM to a

telephonic solution to set up a virtual call center almost overnight. “We needed to modernize

our call center operation, and we didn’t want to wait six months,” said Sue Anne Athens, CIO of

NMDWS. As the state government closed most of its o�ces in March 2020, “we were able to

shi� sta� home. A lot of other organizations weren’t able to do that.”

⁸Rep. Rethinking Digital Transformation, n.d. h�ps://hbr.org/sponsored/2020/03/rethinking-digital-transformation. 

⁹Salesforce. “Cloud Computing and Customer Experience in the Public Sector.” Industry Insider California. Industry 

Insider California, December 22,  2021.

h�ps://insider.govtech.com/california/sponsored/cloud-computing-and-customer-experience-in-the-public-sector. 
12



TREND 3 

Leveraging Technology to 
Solve Greater Challenges



Many dedicated local government leaders have always been motivated by the desire to do the 

greatest good for the greatest number of people.  With the advent of digital transformation, 

there may be opportunities to achieve that like never before.

There are persistent issues facing communities across the United States and the world, from 

pover� to crime to hunger, climate change, and more. Experts believe technology, put in the 

hands of local government, can help alleviate many of these problems.¹⁰

Building Sustainable Cities

The “sustainable cities” movement is well underway in many municipalities around the United 

States, aiming to address social, environmental, and economic impact through urban planning and 

ci� management.  Technology platforms play a key role in that, as shown in the example of 

Glendale, AZ.

Glendale partnered with Arizona State Universi�’s Sustainable Cities Network, founded in 2008 

to support communities in sharing knowledge and coordinating e�orts to understand and solve 

sustainabili� problems.  In Glendale’s case, 71% of voters had supported a 2016 ballot initiative 

supporting a commitment to sustainabili�, and the ci� partnered with ASU to uncover find new 

ways to promote sustainabili� and engage with di�erent communities to be�er serve diverse 

needs.11

¹⁰Editors, Forbes Technology Council. “Council Post: Solving Social Problems: 11 Ways New Tech Can Help.” Forbes. 

Forbes Magazine, April 14, 2022. 

https://www.forbes.com/sites/forbestechcouncil/2017/10/02/solving-social-problems-11-ways-new-tech-can-help/?

sh=c443d7658e8a. 

1¹Leveraging Social Media for Community Engagement 14



The Ci� has great opportunities for growth in its online presence. 
The students have identified numerous recommendations for 
reaching target audiences through the most appropriate social 
media platforms. They have found that these platforms can be 
used not only for posting content but also as a tool for engaging 
with the communi� and building new relationships. In the right 
direction, Glendale will be able to promote a positive image of its 
ci� and bring in new visitors and business.

The use of data to identi	 future problems and opportunities to improve the health and welfare 

of the communi� is one of the brighter prospects in sight for local government.  Not only can 

e�orts be be�er targeted (at less cost), but they can be more agile and e�ective.

The primary recommendation emerging from the report?  For Glendale to launch an extensive 

social media campaign, supported with facilities, equipment, and dedicated personnel, connect 

with constituents, tourists, and others to drive long-term sustainabili�.  As the report put it:

15



Ba�ling COVID with Omni-Channel Outreach

When Dublin, OH was faced with the challenge of conducting e�ective citizen communications in 

the face of the COVID-19 pandemic, it took an Omni-platform approach to stay in touch with the 

communi�, according to Lindsay Weisenauer, Public A�airs O�cer.  Mobile was a key component 

of that initiative:12 

All of our communication platforms are mobile-friendly, and 
everything we do is geared toward mobile all the time because 
that’s where many of our residents access information. Our 
GoDublin app is a portal for residents to seek information, request 
services and read updated, trustworthy news sources. We are 
integrating [the app] into most Ci� operations.

We regularly update our website, Alexa Skill (a daily news brief for 
Alexa devices), and social media accounts including Facebook, 
Twi�er, LinkedIn, Nextdoor, and Instagram. We also added a 
‘CORONAVIRUS’ bu�on to our GoDublin app.

 12Kellner, Leigh. “How Dublin, Oh Tackles Coronavirus Citizen Communications with Mobile.” Citizen Engagement 

Software for Governments, April 6, 2020. 

https://www.rocksolid.com/blog/dublin-government-coronavirus-communications?fbclid=IwAR3DLIb9p-gW4pg57xdT

eJqBi3C4eXXXpAE-_85Exa3BoUVdub_zG_zPbhw. 
16
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Predictively Protecting Public Health & Welfare

Another example of protecting and maintaining public health in local government comes to light in 

the recent natural disaster in Puerto Rico, Hurricane Fiona. There were many challenges that 

this natural disaster brought to constituents in Puerto Rico, and the communi� utilized a 

government CRM, OneView, to submit public service requests relating to the natural disaster. 

With this innovative solution, municipalities in Puerto Rico were able to target assistance to the 

areas with the highest demand of requests. 

Further, Puerto Rico municipalities then could obtain a complete report of the cases created by 

their communi� a�er the disaster, using a functionali� developed with the purpose of creating 

analytical reports to obtain the information requested by FEMA (Federal Emergency 

Management Agency).   There were 2,860 cases reported in the a�ermath of Hurricane Fiona 

by 28 cities. As one might expect, the top services citizens requested included things like cleaning 

services (landslides, ditches, ravines), access to drinking water, emergency responses, food 

vouchers, etc. Though natural disasters have an incredibly damaging impact, there are ways that 

government solutions can help assist communities to maintain resiliency and access the services 

they need. 

17



Preserving Communi� Pride

Cities across the United States have waged a ba�le against gra�ti vandalism for years, with no 

end in sight. Gra�ti is costly, destructive, and damages a communi� – and is also o�en an 

indicator of criminal activi�. 

Escondido, CA, had seen a stunning surge in gra�ti, with ci� crews eradicating over 72,000 tags 

in 2018 and 2019 alone.  To take back the communi� from gangs and tagging crews, they needed 

an e�cient way to deal with the sheer volume of gra�ti but do so a�ordably.  So they turned to 

technology for the answer.

Escondido developed an innovative program to enable residents to report gra�ti where and 

when they see it using a mobile app, integrating service requests with its infrastructure 

management platform to facilitate work orders.  Now, gra�ti barely lasts a day.

This approach operates in very nearly real-time, according to Jake Nyberg, Depu� Director of 

Public works: 

“It gives us the flexibili� to dispatch whoever is closest to the gra�ti tag or the 
person who has the right color of paint to cover it or the right tools to do a larger 
job. The data also allows us to run reports to be�er plan for sta�ng needs and 
accurately budget for materials.”13

¹3Escondido eliminates gra�ti with award-winning program. Accessed September 25, 2022. 

h�ps://www.rocksolid.com/escondido-case-study. 

18

https://www.rocksolid.com/escondido-case-study?utm_source=Resources&utm_medium=Content&utm_campaign=White-Paper-Q4-Trends-in-Civic-Engagement%20&utm_term=Escondido-CA&utm_content=case-study


TREND 4 

Supporting Access 
for All 



Providing universal access to local government services is more than just a want, it’s a need for 

serving communities.  By using technology, more local governments are finding ways to provide 

that level of access without running up budgets or creating other headaches and hurdles for 

already strained personnel and resources.

Here are two significant examples of how tech can ensure access to local government services:

  Ensuring ADA Streaming Media Compliance

As of the last U.S. census, 13.8% of adults aged 18+ had di�cul� hearing; 16.6% of those 18+ had 

visual impairments.14  The Americans with Disabilities Act (ADA) stipulates that people with visual 

or auditory impairments should be able to access media such as video, websites, and other 

channels.  Meeting this standard is crucial if local governments want to avoid citizen 

dissatisfaction and potential federal penalties.

Cloud-based captioning services allow local governments to webcast video – for example, of ci� 

council or commi�ee meetings, or public service announcements – using real-time captioning that 

meets Level A and Level AA WCAG 2.0 Accessibili� Requirements.15

The best providers in this space o�er hands-free support with compliant turnkey live video 

services, negating the need for local governments to worry about having the technical 

responsibili� to deliver these services themselves. 

14“Summary Health Statistics.” Centers for Disease Control and Prevention. Centers for Disease Control and 

Prevention, August 27, 2018. https://wwwn.cdc.gov/NHISDataQueryTool/SHS_adult/index.html. 

15 “Web Content Accessibility Guidelines (WCAG) 2 Level AA Conformance” | Web Accessibility Initiative (WAI) | 

W3C, July 13, 2020. https://www.w3.org/WAI/WCAG2AA-Conformance

1
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Promoting Multilingual Engagement

As communities become more diverse, it’s essential to provide multilingual access to local 

government services and communications.  In fact, over the past ten years, the number of 

non-English speakers has risen in all but seven U.S. states.

One instance of the rise of diversity includes the City of Santa Ana, CA, home to a population 

that includes 76.6% of Latinx constituents.  The challenge was to increase language access to 

public meetings, and pivot to remote meetings as matters shifted during the pandemic.  Their 

existing systems were labor-intensive, so they sought more updated technology to empower 

better transparency and inclusivity for all constituents.

They decided to move to an agenda management solution with Google translate integration, and 

the ci�’s meeting agendas are now available in 100+ languages with minimal IT support. Spanish 

translators assist with live interpretations during meetings, and residents can listen to meeting 

recordings in their choice of English or Spanish. 

2
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A similar situation occurred in the Ci� of San Antonio, TX, where the communi� is home to a 

large Spanish-speaking population. Nearly 42% of San Antonio residents speak Spanish at home; 

of those, almost 30% are not fluent in English. With over 70 public meetings a year, the Ci� 

needed to provide transparency and inclusivi� to its constituents. They chose to adopt a solution 

that simultaneously broadcasts their live meetings in both English and Spanish, with closed 

captioning on the English feed. 

The outcome? In June 2018, the Ci� of San Antonio received its seventh All-America Ci� Award 

by the National Civic League for the Ci�’s work in promoting equi� through inclusive citizen 

engagement, showing the power of multilingual communication. 

The inclusive solutions for both Santa Ana and San Antonio not only made it easier for 

non-English speakers to engage with the government, they also raised the overall level of 

communi� participation.  Additionally, mobile device access can also help improve constituents’ 

opportunities to engage with local government, since many of them don’t own computers or have 

high-speed internet access.1  

16“How Santa Ana Used Language Tools to Increase Public Meeting Access.” How Santa Ana Used Language Tools 

to Increase Public Meeting Access. Accessed September 25, 2022. 

https://www.rocksolid.com/santa-ana-case-study. 
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TREND 5 

Accommodating 
Multi-generational 

Di�erences



It’s a tale as old as time: Di�erent generations have di�erent comfort levels when it comes to 

technology adoption. That extends to how they view the enti� or institution that’s leveraging the 

technology, as well.  

Since local governments must consider how they are using technology to reach a diverse number 

of constituents spread across multiple age groups, they have to plan to accommodate the groups 

with technology that meets their varying preferences and levels of satisfaction with local 

government – all while ensuring they’re all ge�ing the same level of access.

What are some of the relevant distinctions within each age group?17

17 Posted February 6, 2019 by NDMU | Communication. “The Evolution of Communication from Boomers to Gen Z: 

Ndmu.” NDMU Online, September 19, 2022. 

https://online.ndm.edu/news/communication/evolution-of-communication/. 

Baby Boomers
(1946-1964)

• Boomers prefer speaking both in 

person and on the phone. 

• 93% of them use e-mail on a daily basis.

Generation X 
(1965-1980)

• Early adopters of email and like its 

simplici� and ease of use.

• Prefer receiving and using short 

messages as opposed to lengthy ones.

Millennials
(1981-1996)

• 92% own smartphones. 

• Don’t answer phone calls and o�en 

avoid face-to-face interactions, 

preferring online messaging so�ware 

(55%) or e-mail (28%) to communicate 

Generation Z
(1997-Today)

• While at home, 65% prefer to 

communicate online more o�en than in 

person. 

• Accustomed to ultra-quick digital 

platforms and expect rapid responses 

from whoever they’re messaging.

24



There are other key facts that research has revealed about how these di�erent groups receive 

local government information:18

• Websites, social media, and word-of-mouth are the favored information channels across all 

generations.

• Nearly two-thirds of Boomers and Gen X find or receive information about government 

services through a website.

• Over half of Millennials and Gen Z, conversely, prefer to find local government information 

through social media.

• Millennials and Gen Z receive information from local government far more frequently than 

Gen X, and significantly more so than Boomers.  That’s due to their greater usage of real-time 

digital channels.

• Baby Boomers had significantly higher usage of services associated with home ownership.

• Gen X overwhelmingly chose economic and communi� development as the most important 

services from local government, while Gen Z singled out continuing education.

• Across three generations, email is the preferred service channel for ge�ing answers to 

questions answered or resolving issues, except for Boomers, who still prefer to pick up a 

phone and speak with somebody.

18Meredith Trimble November 24, 2020. “Why Generational Differences Matter in Government.” GovLoop, 

November 23, 2020. 

https://www.govloop.com/community/blog/why-generational-differences-matter-in-government/. 
25



Addressing the Dissatisfactions

According to new research by Rock Solid, over half of people 55 and older, which includes Baby 

Boomers (ages 55-74), the Silent Generation (74-91), and the Greatest Generation (91+), agree 

that local government is easy to communicate with.19

  

But that drops below 50% for Generation X (39-54) and Millennials (23-38). For Generation Z 

(18-22, since the research only includes adults), that number plummets to less than one in three. 

Local governments cater towards Baby Boomers and older generations, and of course, they’ve 

had fi� years to adjust to their preferences. As for younger generations, they’re more digital 

natives and are digital-savvy. This can create challenges for local government in addressing the 

younger generations.

Also notable? Gen Z is the most likely to be very unsatisfied with access to local government. As 

more of Gen Z enters adulthood, this is likely to ampli	, so local governments must plan how to 

make government accessible for future generations. One possibili�?  Leveraging video, which is 

hugely popular with Gen Z: A Pew report found that 85% of teens use YouTube, even 

pre-pandemic.20

19 “Citizen Engagement Research: What Citizens Want from Local Government.” Citizen Engagement Research | 

What Citizens Want from Local Government. Rock Solid. Accessed September 25, 2022. 

https://www.rocksolid.com/citizen-engagement-research-what-citizens-want-from-local-government. 

20“YouTube, Instagram and Snapchat Are the Most Popular Online Platforms among Teens.” Pew Research Center: 

Internet, Science & Tech. Pew Research Center, May 29, 2018. 

https://www.pewresearch.org/internet/2018/05/31/teens-social-media-technology-2018/pi_2018-05-31_teenstec

h_0-01/. 
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In summary: For many younger constituents, engagement 

with local government may feel frustrating and raise barriers 

to engagement. 

Older constituents may not be as sensitive to these frustrations, but younger ones certainly are 

as the user experience they’re expecting is to be extremely user-friendly and intuitive. 

Moving ahead, local governments must be aware of these di�erences and frame their digital 

transformation strategies around providing equitable solutions that work equally for everybody. 
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TREND 6 

Providing Transparency



Despite the best e�orts of many local government leaders, we’re in a time period where 

constituents in the U.S. and beyond have a very hard time pu�ing faith in larger governments and 

institutions:

• According to the 2022 Edelman Trust Index, institutions such as government and the media 

are trusted by less than half of their people, including only 46% in Germany, 45% in Spain, 44% 

in the UK and 43% in the U.S. 21

• Trust in U.S. state and local government is higher than trust in the federal government (39%), 

with confidence in local government (66%) remaining higher than it is for state government 

(57%).22

 In many real ways, local government is the “glue” that holds a nation and its constituents together 

by retaining trust. It’s important for local governments to take the right steps to safeguard 

themselves against a perception of being unresponsive or secretive in their dealings with the 

communi�. 

21  “The Trust 10 - Edelman.” Edelman.com. Accessed September 25, 2022. 

https://www.edelman.com/sites/g/files/aatuss191/files/2022-01/Trust%2022_Top10.pdf. 

22 Brenan, Megan. “Americans' Trust in Government Remains Low.” Gallup.com. Gallup, September 21, 2022. 

https://news.gallup.com/poll/355124/americans-trust-government-remains-low.aspx. 
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It’s a trend that’s been gaining technological momentum on a 
number of fronts:

Election Monitoring
A new Texas state law will require 24-hour video live stream and recording of all areas containing 

voted ballots in counties with populations of 100,000 people or more.23 This might also influence 

smaller counties in Texas and the nation to institute similar “election transparency” laws, though 

some worry it may have a chilling e�ect on voter turnout.

Local government o�cials concerned with perceptions of voting integri�, election fraud, and 

overall trust in the democratic process will be disposed to embrace such solutions if only to 

satis	 activist voices in the communi�.  

Document Request Automation
Automation can cause transparency by making it much simpler for constituents to access public 

documents via online portals and forms. This relieves burdens from ci� sta� responsible for 

answering these requests too. 

By providing 24/7 access to public records from any device, local governments provide 

constituents with visibili� that drives trust.

Government Meeting Live Streaming
Another quite literal form of “visibili�” is, of course, live streaming of local government meetings 

via online video platforms that allow constituents to access these feeds across a number of 

channels from any video-capable device.

23 “Election Advisory No. 2022-10.” Ballot Security Requirements. Accessed September 25, 2022. 

https://www.sos.state.tx.us/elections/laws/advisory2022-10.shtml. 
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24 Holder, Sarah. “Benefits of Zoom Meetings Win U.S. City Councils Wanting Better Civic Engagement.” 

Bloomberg.com. Bloomberg, December 9, 2021. 

https://www.bloomberg.com/news/articles/2021-12-09/some-local-governments-see-remote-city-council-meetings

-boosting-democracy.

As Bloomberg observed, live streaming has become more prevalent thanks to – again – the 

pandemic:

A�er a slow, glitchy start, remote ci� meetings brought municipal 
governance a newfound element of hilari� (cat and kid cameos, 
Zoom bombings by “nude hackers”) and transparency (unmuted 
ocial infighting, living room views). They allowed public outcries 
over everything from Covid-19 policies to police brutali� to travel 
far beyond the cities where they originated…More significantly, 
they removed some of the barriers associated with participating 
in traditionally analog forms of civtizen discourse.24

Some cities that “thought they were ready to return to in-person meetings have reversed 

course,” in order to mitigate public frictions and arguments on display during post-pandemic 

sessions. One anecdotal observation by ci� o�cials has been that virtual or “hybrid” meetings 

seem to a�ract a more varied and representative sample of the populace versus live meetings, 

where the same members of the public were �pically showing up.
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Delivering Video-Centric Content
Since so many digital consumers are heavy users of video, it’s no wonder that communities like 

Beaverton, OR, and Coldwater, MI have begun using YouTube as a news feed to distribute 

self-produced content, livestreams government meetings, and make public service 

announcements. 

Encouraging Omni-Open Government
There are open meeting acts in force in many states, mandating that the public has a right to 

a�end public meetings, even if they’re not a�ending in person, but virtually.

Technology allows transparency and accountabili� to ascend to a whole new level, and it’s a trend 

that shows no sign of slowing or reversing.  On every side of the political or communi� spectrum, 

people are demanding this.  So expect more local governments to embrace an omnichannel 

approach to open government in the years to come.
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TREND 7 

Reducing Public 
Sector Sta� Burdens



COVID-19 served to emphasize the fact that many local governments using traditional processes 

and approaches were already stretched thin, juggling resources in an a�empt to manage a 

sudden and unanticipated set of challenges.

That created exceptional burdens on local government employees, as their workplaces su�ered 

disruption at the same moment they were faced with increased challenges within their 

communities.

So it’s understandable if the unique stresses and challenges presented by the pandemic caused 

an unfortunate rise in turnover and decline in morale among local government employees, as 

indicated by research from the Universi� of North Carolina:25

• 82% of respondents reported a belief that employee turnover rates had increased in their 

organization since the beginning of the pandemic. 

• 84% agreed or strongly agreed that organization morale had declined since the start of the 

COVID-19 pandemic.

• 89% expressed that the pandemic had negative e�ects (physical, emotional, or mental) on 

themselves or their coworkers

• 78% said that their day-to-day duties were altered to respond to the COVID-19 pandemic. 

At the federal level, the a�rition rate for federal government employees from October 2020 to 

October 2021 under the age of 30 was 8.5%, double that of workers aged 30 to 59.26  This is 

particularly troubling since those younger workers are intended as the foundation of future 

government services.

25 Admin. “Local Government Turnover during COVID-19.” ELGL, November 15, 2021. 

https://elgl.org/local-government-turnover-during-covid-19/. 

26Seddiq, Oma. “Young Federal Government Employees Are Leaving Their Jobs at Higher Rates than Their Older 

Counterparts: Report.” Business Insider. Business Insider. Accessed September 25, 2022. 

https://www.businessinsider.com/young-government-workers-leaving-jobs-higher-rates-than-older-counterparts-re

port-2022-7. 
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While some of the stressors and pressures that caused retention and morale issues may have 

receded with the worst of the pandemic, there’s no reason for local government to stop 

accommodating employee needs:27

• 52% of state and local public sector workers are considering abandoning their jobs for 

di�erent positions, retiring, or otherwise leaving the workforce.

• 6 in 10 say their organization has experienced an increase in the number of people leaving 

their jobs voluntarily since the start of the pandemic

This illuminates the fact that local government employees are being asked, even under ordinary 

circumstances, to perform a tremendous amount of work with few resources.  It’s why many are 

leaving their jobs for a higher salary or be�er benefits (52%), due to stress and burnout (47%), or 

for be�er work-life balance (36%).28

Digital transformation of draining and overwhelming processes and citizen engagement 

experiences can go a long way toward mitigating these issues.  Gartner has predicted that 75% of 

governments will have at least three “hyper automation” initiatives in place within the next three 

years.29 Beyond delivering public services in a more seamless and connected manner, hyper 

automation will bootstrap government e�ciency and e�ectiveness by providing truly end-to-end 

process digitization, not just segregated automation. 

27 “The Great Resignation and Covid-19 - SLGE.” RouteFifty. Accessed September 25, 2022. 

https://slge.org/wp-content/uploads/2022/01/greatresignationinfographic.pdf. 

28“Employee Retirement – an Unexpected but Very Real Obstacle for State & Local Governments.” HilltopSecurities, Jan 5, 2022. 

https://www.hilltopsecurities.com/municipal_commentary/employee-retirement-an-unexpected-but-very-real-obstacle-for-state-l

ocal-governments/. “Employee Retirement – an Unexpected but Very Real Obstacle for State & Local Governments.” 

HilltopSecurities, January 5, 2022. https://www.hilltopsecuriti “Gartner Unveils the Top 10 Government Technology Trends for 

2022.” Gartner. Accessed September 25, 2022. 

29https://www.gartner.com/en/newsroom/press-releases/2022-02-21-govt-tech-trends-2022-press-release. 

es.com/municipal_commentary/employee-retirement-unexpected-but-very-real-obstacle-state-local-governments/
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Using Technology to Retain Sta�

 Local governments and agencies are beginning to understand the need to implement technology 

in place of outdated and sta�-intensive processes. Especially as the pandemic showed cracks in 

many ci�-sta� processes. 

 Here are some recent examples of how state and local governments took action to make 

sta�ers’ lives easier by deploying technology.

Rhode Island Automated Insurance Claims

One facet of pandemic-driven disruption that provides an example?  The need to process state 

unemployment insurance claims, surged when the pandemic struck.

Rhode Island was confronted with exactly this scenario:

The Rhode Island Department of Labor and Training (DLT), which manages 
unemployment insurance (UI) claims for state residents, received more than 

140,000 initial claims for the UI program alone in the first 45 days a�er the 
governor declared a state of emergency. By comparison, the state — with a 
population of slightly over one million people — received 107,000 initial UI claims 
during the peak of the Great Recession.30

30“The Cloud Helps Rhode Island Manage an Unprecedented Surge in UI Claims.” Governing. Governing, April 21, 

2021. 

https://www.governing.com/work/cloud-helps-rhode-island-manage-an-unprecedented-surge-in-ui-claims.html. 
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Fortunately, the DLT had been working with Amazon Web Services before the pandemic, and was 

able to partner with them to create a cloud-based solution to replace DLT’s legacy systems and 

expand its capaci� to take simultaneous calls.  

On its first day of operation, the new system allowed almost 75,000 residents to file continuing 

claims, far more than would have been possible previously. This obviously removed a huge burden 

from employees, who could focus on other essential tasks.

Going Virtual with Bu�alo, NY’s Call Center
When cities had to shut down government operations due to COVID-19, that included Bu�alo’s 

ci� hall and other municipal buildings.  But constituents still needed vital services, including a 311 

center.  Working with the Universi� of Bu�alo, the ci�’s Division of Citizen Services found a 

technology fix.31

Using online teleconferencing, they were able to duplicate its virtual call center operations, 

enabling 311 operators to work from home. Even today, the call center continues to operate 

virtually, delivering e�ective results for constituents while also making it easier for sta� to carry 

on with their important work.

As in other sectors where HR departments are finding that hybrid and remote work models 

encourage heightened morale and retention, government employees who telework also report 

increased productivi�.

31   “Smarter Government: How Buffalo, N.Y., Took Its 311 Call Center Virtual.” Technology Solutions That Drive 

Government, September 7, 2022. 

https://statetechmagazine.com/media/video/smarter-government-how-buffalo-ny-took-its-311-call-center-virtual.
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Hands-Free Streaming for Houston
With a population of over 2 million, Houston, TX, hosts both a diverse population and a diverse 

economy. At the same time, they must also have timely and reliable communication with 

constituents.  “The support of streaming and hosting video on the ci�’s network was 

overwhelming for the ci� to facilitate,” said Dwight Williams, Houston TV (HTV) Division Manager. 

“We would have had to hire additional employees to maintain the tra�c, at the level we estimated, 

for this �pe of streaming video project.”

By utilizing a streaming and storage platform from a leading provider, Swagit, Houston o�oaded 

those tasks without strain to its internal or external networks.  Monitoring, response and ongoing 

24/7 technical support come from the vendor, and eliminates the need for HTV to maintain a 

video streaming system or additional support responsibilities. 

HTV could have also chosen to have Swagit install a�ordable camera systems and production 

gear that could be controlled by a third par�, eliminating the headaches and hard work involved in 

filming and directing public meetings.

 32“Case Study: City of Houston.” Swagit Productions LLC, December 27, 2020. 

https:⁄⁄swagit.com⁄case-studies⁄city-of-houston⁄. 
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TREND 8 

Future-Proofing Local 
Government



COVID-19 demonstrated that disruption can come quickly and broadly- but disruptions can also 

come slowly and subtly too, resulting in shi�s that might not be detected until it's too late.

Local governments have become aware they need to put plans and tools in place that will give 

them the resilience they need to cope with future disruptions of any �pe while continuing to 

serve their communities. 

What are some of the strategies?

Deloi�e points to four essential capabilities possessed by resilient organizations that should be 

pursued by cities and local governments:33

Nimbleness
How local government acts and reacts to situations with speed, decisiveness, and changes 

direction as a situation demands.

• 52% of cities surveyed by Deloi�e cited complex policies, regulations, and procurement 

procedures as the biggest challenge in achieving their goals

• 18% have not made much progress in evolving a “just-in-time” civil service model that could 

enable nimbleness allowing workers to move between projects and tasks based on their skill 

sets.

 33“Future Proofing Cities: Four Capabilities for Resilient Cities.” Deloitte, May 14, 2021. 

https:⁄⁄www2.deloitte.com⁄global⁄en⁄pages⁄public-sector⁄articles⁄future-proofing-cities-four-capabilities-for-resili

ent-cities.html. 
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Scalabili�
The abili� to respond to an unanticipated, and sometimes exponential, increase or decrease in 

demand in a short period.

• 15% of surveyed cities cited limited digital infrastructure and inflexible legacy systems as a 

challenge in achieving their goals.

• 88% were making large present-day investments in cloud infrastructure investments today. In 

the next three years, cloud will keep being a top technology investment area for them.

Stabili�
An abili� to remain firm in the present with its operations while also experimenting and scaling 

solutions for the future.

• 40% of surveyed cities cited lack of timely access to data and advanced analytics to drive 

operations and decision-making as a big gap during the pandemic and saw it as a crucial 

post-COVID learning.

Optionali� 
How it can augment operations and services by tapping into a broader ecosystem of resources 

including the private sector, startups, technology companies, academia, and nonprofit 

organizations.

• 50% of Deloi�e survey respondents said finding the right suppliers, partners, and consultants 

as a big challenge in achieving their social, environmental, and economic goals.
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Examples of Future-Proofing Solutions

The right technology platforms, solutions, and support will be able to help local governments 

overcome all of the obstacles to a�aining the capabilities just cited. More local governments are 

now evaluating a wide range of solutions to build resiliency, from streamlining processes and 

workflow collaboration to providing data to help drive smarter decisions about resource 

deployment. Just a few?

Local Government CRM
Local governments are now adopting full-featured constituent relationship management (CRM) 

platforms that act as centralized hubs for every citizen engagement. Such a platform provides a 

single complete and unified solution for constituent case management and engagement.

Request & Query Automation
As detailed previously, local governments can manage the records and FOIA request process 

with ease, reduce time-consuming tasks around records storage and retention, stay compliant, 

and address audits.

Digital Business Forms and Filings
For businesses that work with local governments, e-filing is becoming more common. It’s already 

common among state governments but hasn't yet gained ground at the local level, even though it 

can help streamline many processes such as tax registrations, collections, and licensing.  
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For instance: the pandemic drastically increased the use of eCommerce, but many businesses 

aren’t yet compliant with new rulings and regulations like Wayfair and marketplace facilitator laws 

regarding remote taxation.  To e�ectively manage the complexities (and collections) involved, local 

governments will be looking toward digital solutions.

Digital Data Platforms and Predictive Analytics

Just as in the private sector, local governments are turning to data capture and analytics 

solutions to help them make data-driven decisions that optimize resource deployment and 

improve service delivery.  See more on this in the next section.
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TREND 9 

Moving to Data-Driven 
Decision-Making



Local governments are starting to invest in technologies that empower them to make data-driven 

decisions with the aid of reporting, analytics, and dashboards that can precisely guide resource 

planning, budgets, sta�ng, and more.

By applying a new generation of data-gathering apps, data analytics platforms, and other tools 

designed specifically around local government requirements, predictive modeling can become a 

reali� at the local level. By enabling local agencies and governments to identi	 and predict future 

changes or trends in their communities, predictive modeling and simulations let them manage 

services accordingly while placing constituents at the center of the process.  

By 2024, according to Gartner: 

60% of government AI and data analytics investments aim to 
directly impact real-time operational decisions and outcomes. 
Planning and decisions should be increasingly predictive and 
proactive, using AI, analytics, business intelligence and data 
science to significantly reduce the cost due to late intervention. 
The aim is to make government service delivery responsive and 
timely.34

This will give local governments the capabili� to become more farsighted and proactive in 

addressing the needs of their communities.

36 “Gartner Unveils the Top 10 Government Technology Trends for 2022.” Gartner. Accessed September 26, 2022. 

https:⁄⁄www.gartner.com⁄en⁄newsroom⁄press-releases⁄2022-02-21-govt-tech-trends-2022-press-release.
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Case Study: How Cupertino Used Data to Improve 311 Services

Cupertino, CA was looking for a way to be more transparent with its residents and sta� within its 

311 operations as part of a ci�-wide focus on data. From PCI to Tree Services, says Andy Badal, 

Asset Management Technician at the Ci� of Cupertino, “we have dashboards for everything.”

But 311 services could not provide the same level of transparency. In the prior system, resident 

visibili� into the status of projects was limited and customer service su�ered. Also, the system 

did not integrate with Ci�works, their work asset management platform, which was a huge 

execution and visibili� pain point. Service requests could not be tracked in aggregate, being sent 

directly to personal email inboxes when tasks came in, which was stressful for sta�. Department 

leaders and sta� were not able to track requests, resolution times, and team assignments in 

aggregate.

Cupertino needed a data-focused solution that would connect 
seamlessly with Ci�works while also improving visibili� and 
customer service for residents.

Rock Solid’s OneView CRM, OneLink mobile app, and APIs integrated directly with Ci�works in 

real time, bringing all service requests into the ci�’s existing workflow.  A Cupertino Connect app 

is free to download on the Apple App Store and Google Play Store and let residents submit 

service requests or connect with ci� resources via smartphone or web widget.

APIs also allowed the Cupertino Connect system to function within other ci� applications, 

including Cupertino’s tree inventory website. Cupertino Connect allowed residents to submit 311 

requests, see existing requests in their area, track progress and receive communication from 

ci� sta� surrounding their requests, and more.
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These integrations and APIs allowed important 311 engagement data to flow out of the CRM and 

into data visualization applications like Microso� Power BI. These dashboards shared 311 data 

with residents on a publicly available web page to promote transparency. Department leaders 

and sta� used an internal 311 dashboard to track, measure, and improve service delivery. 

The Benefits:

• The platform quickly directed the right request �pe to the right sta� member, accelerating 

the accurate resolution of requests.

• More data led to proactive maintenance, as supervisors have dashboards available that let 

them quickly access and analyze key data.

• Submi�ing service requests via Cupertino Connect was easy for any resident.

• Constituents who submi�ed requests via Cupertino Connect receive updates as their 

requests are processed and completed.

• By integrating with Ci�works, it simplified ma�ers for sta�, who can handle work orders 

without jumping across multiple platforms.

• Cupertino’s 311 Request Overview dashboard made request data available to the public 

directly from the ci�’s website. 

“Because [our sta�] provide such a high level of work, our 
residents have come to expect that of our employees. To be able to 
have dashboards for residents that show the number of work 
orders in 311 that we're actually handling and maintaining is just a 
great metric to be able to portray a message of strong customer 
service.”

ANDY BADAL
ASSET MANAGEMENT TECHNICIAN, 

THE CITY OF CUPERTINO
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About Rock Solid
Founded in 1994, with o�ces in San Juan, Puerto Rico and Austin, TX, Rock 

Solid is a SaaS service provider that helps local governments and their 

constituents work as one. As a trusted government partner for 25+ years, 

Rock Solid uses technology to create products that streamline internal local 

government processes and help municipalities be�er engage their 

constituents. From legislative management to public records requests and 

citizen relationship management, Rock Solid’s OnePlatform helps local 

governments operate more e�ciently and improve citizen engagement.
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