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EXECUTIVE SUMMARY 

The City of Roseville (the City) is a modern, forward-thinking, and thriving full-service California city 

that provides exceptional services combined with outstanding customer service to enhance the quality 

of life of our community. The City’s e-Government efforts and platform provide us with new and exciting 

opportunities to connect with our community like never before. We are always looking for ways to 

expand transactional services and improve the digital engagement opportunities with our citizens, 

businesses, and staff. 

During the next three years, the City of Roseville will face exciting and challenging times as continued 

growth and shifting customer expectations will force the City to become even more efficient and 

focused. With continued growth, both in population and development, the demand for City services 

remains very strong. At the same time, citizens and businesses demand greater accountability in the 

spending of tax dollars and are pushing the City to use our tax dollars as efficiently as possible. 

Furthermore, digital communication has become an integrated part of our lives. Social media has 

transformed digital connections and reduced the barrier of entry to share information online. Now 

residents and businesses expect transactions, information, and services to be available online—where 

the Internet provides instant access to the City of Roseville 24 hours per day, seven days per week—

rather than having to physically visit the Civic Center, which has limited hours. 

When considering the City’s digital future, the cross-functional e-Government Team must continue to 

look for new ways to provide cost-effective opportunities to deliver what our customers expect in 

mainstream formats such as web-enabled phones, tablets, and computers. 

Most government organizations are set up in a department and division structure, which makes sense 

from a division of functions and projects standpoint. A customer can come into a government building 

and find their way around or ask for assistance; however, within the City’s current digital environment, 

there is no presence available for assistance. Therefore, digital services and information must be made 

user-friendly, intuitive, and geared toward the users.  

If we envision Roseville as a world-class city, we need to change the way we think and operate as a 

functionally siloed city and work together to represent a unified, citizen-centric digital experience where 

all the information and services are available 24 hours per day, seven days per week. 

This e-Government Strategic Plan and the Action Plan included in this document outlines the City’s 

vision, goals, and objectives to make our vision a reality for the next three years and beyond. 
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E-GOVERNMENT IMPACT  

WHAT IS E-GOVERNMENT? 

E-Government is the use of digital technology to deliver interactive online services and promote 

collaboration with citizens, businesses, visitors, employees and partnering agencies.   

E-Government is sometimes referenced as online or digital government. The concept is recognized in 

numerous countries all over the world, and best practices are highlighted everywhere from the United 

Nations’ biennial E-Government Survey to the U.S. Federal government’s own digital government 

initiative.  

 
“At its core, the Digital Government Strategy (link) takes a coordinated, information- and 

customer-centric approach to changing how the government works and delivers services to the 

American people. Designing for openness from the start – making open data the default for 

government IT systems and embracing the use of web APIs – enables us to more easily deliver 

information and services through multiple channels, including mobile, and engage the public 

and America’s entrepreneurs as partners in building a better government.” 

E-GOVERNMENT IMPACT 

In the past few years, online technology has exploded with new transactional and social services. The 

City needs to keep up with the pace of change, as well as the expectations of our website visitors.  

Currently, the City receives over six million website visits per year accessing our services and 

information. The City's website allows residents, businesses, visitors and employees to quickly access 

the information they want - when they want it. There are three key areas that e-Government impacts the 

City of Roseville: 

 

1. 24/7 SELF SERVICE 
What is it? 
A present-day expectation of citizens and businesses is that self-service transactions and information be 
available online to the public at all times via websites, applications and other digital technologies.  
 
How does it impact our citizens? 
It provides immediate access to interact with the City outside of regular business hours, which saves 
time, reduces trips to City facilities and improves end-user efficiency. 
 
How does it impact City? 

Self-service reduces the amount of phone calls and face-to-face situations that require staff interaction. 

It may also lead to fewer complaints, increased customer satisfaction, and shorter lines and wait times in 

situations where front-line staff interaction at City facilities are needed. 

http://www.whitehouse.gov/sites/default/files/omb/egov/digital-government/digital-government.html
http://www.whitehouse.gov/sites/default/files/omb/egov/digital-government/digital-government.html
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2. TRANSPARENCY 
What is it? 
Transparency refers to an initiative of openness between citizens and their government. The goal is to 
promote accountability and inclusiveness in government operations. Not only is an open dialogue with 
the public a goal of the Roseville City Council, transparency and open government are Federal 
Government Initiatives (link). 
 
How does it impact citizens? 
Transparency encourages our audiences to engage with the City digitally, facilitates the building of 
community trust and strengthens our democratic process. 
 
How does it impact the City? 
Online transparency of City decisions, meetings, processes, transactions and financials fosters 
accountability with the citizens of Roseville.  In addition, an e-Government environment focused on 
transparency can reduce requests for information by providing up-to-date city information to the public 
in digital formats.  
 
 

3. SAVINGS AND EFFICIENCY 
What is it? 
The cost of implementing e-Government operations can be offset by significant efficiency savings in the 
form of staff time. As citizens conduct self-service transactions or find the answers they seek from City 
information online, the need for them to consume staff time and resources is reduced.  
 
How does it impact citizens? 
The low cost e-Government self-service is the City benefit that empowers our audiences to interact and 
engage like never before. It’s ease of use lowers the engagement barrier and increases the interaction 
with government and citizens. 
 
How does it impact the City? 
When customers interact with the City website and efficient online platforms, the need for staff 
involvement is reduced. Staff time can re-allocated to other tasks and business performance can be 
improved.  

 

 

 

 

 

 
 

http://www.whitehouse.gov/the_press_office/TransparencyandOpenGovernment
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E-GOVERNMENT VISION 

Our online vision is to empower Roseville citizens, businesses, and visitors to engage and interact with 

our staff, elected officials, community, and democratic process; to customize their online portal 

experience and location-based information delivery on multiple platforms; to quickly find and access 

up-to-date City information; to join and expand our physical services beyond regular business hours; 

and to provide robust online transactional service delivery in an integrated, transparent, branded, and 

secure citywide digital environment that meets our customers’ needs—a Virtual City Hall. 

e-Government can: 

 Be open for business 24/7 

 Engage citizens in our democratic process 

 Provide two-way communication and interaction 

 Foster transparency and trust 

 Open relevant public data for outside use and promotion 

 Provide worldwide reach to our information and services 

 Track the effectiveness of our information and services 

 Improve the quality of citizens’ lives 

 Reduce the number of face-to-face counter visits and calls 

To successfully implement the City’s e-Government vision, we need: 

 City Manager/City Council priority 

 Council and executive support  

 Clearly defined goals 

 Teamwork and collaboration 

 Available resources and budget allocation 

 e-Government internal and external promotion 

 Public adoption and defined customer value 

 Organizational readiness 
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AUDIENCES 

Our core online audiences are our customers, businesses,  visitors,  employees and partnering agencies. 

Customers 

Our residents who live within the City limits and non-resident customers that access our services, 

interact with our staff online, and transact with our public-facing systems. 

Businesses 

Our businesses located within the City of Roseville limits that use our services and access our 

information online, plus prospective businesses that are looking to do business inside the City’s limits. 

Visitors 

Our visitors that come to Roseville for leisure, recreation and business that use the City’s services and 

transact with businesses inside the City. 

Employees 

Our employees use our site to collaborate with other departments, residents, businesses and visitors. 

Partnering Agencies 

Our local and state government agencies use our services and access our information online. 

 

PURPOSE OF PLANS  

e-Government Strategic  Plan 

The Information Technology Department and Moss Adams, in conjunction with the e-Government Team, 

developed the following e-Government Strategic Plan to identify online transactional and 

communicative services, plan for future services, and outline how these services are supported by the 

City. 

e-Government Action Plan 

This plan will outline the initiatives and projects the City will undertake during the next three years. The 

e-Government Steering Team will use the decision-making model that is outlined in this document to 

develop the project list, which the City will use to plan and organize the body of e-Government work 

being completed. The e-Government Action Plan will be created following the approval of this plan. 
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TEAM ROLES, RESPONSIBILITIES, AND 

RESOURCES 

E-GOVERNMENT TEAMS 

The City has established e-Government Teams, which has evolved from the Online Service Committee 

and has primary responsibility for e-Government. The creation of these teams is an opportunity to help 

shape the City's virtual presence, services, interaction, information, engagement, and transparency with 

our internal and external communities.  

e-Government Meeting Frequency 

Meets as needed to set direction and priorities. 

e-Government Team Responsibilities 

 Assist with e-Government Strategic Plan and Action Plan 

 Inform, engage, and educate internal and external communities 

 Gather public and internal needs and feedback 

 Create and enforce e-Government policies and procedures 

 

e-Government Team Charter 

Purpose Shape the City's virtual presence, services, interaction, information, 

engagement, and transparency with our internal and external communities.  

Assist with e-Government Strategic Plan. 

Create e-Government Action Plan to define projects and priorities using 

collaborative common-sense approach. 

Inform, engage, and educate internal and external communities. 

Gather public and internal needs. 

Create e-Government policies and procedures. 

Authority Set citywide e-Government priorities and policies. The City Manager and e-

Government Exectutive Sponsors can override/reassign e-Government 

priorities based on his/her strategic direction or City Council goals. 



 
 

e-Government Strategic Plan for City of Roseville | 7 

Membership 

 

e-Government Team members include representatives from City Attorney 

Office, City Manager’s Office, City Clerks Department, Community 

Development, Electric, Environmental Utilities, Finance, Fire, Information 

Technology, Parks, Recreation and Libraries, Police, Public Affairs & 

Communications, and Public Works.   

Current e-Government Team members can be found on the City’s e-

Government webpage.  

Members should demonstrate the ability to set e-Government priorities with 

a citywide perspective. They should also possess a combination of 

knowledge and authority within their focus area allowing them to effectively 

represent and communicate to their department/division or focus area. 

Member Terms The commitment of e-Government Team members is ongoing based on 

their role and responsibility within the organization. The involvement on the 

e-Government Team follows the role and responsibility, not the person.  

Team members are expected to attend meetings regularly, complete 

assignments, and participate in team meetings. If a member is unable to 

fulfill their responsibilities, they may be replaced. 

Facilitator The e-Government Administrator will serve as the e-Government Team 

facilitator. The facilitator will lead the e-Government meetings, maintain the 

intranet website  and documentation, and communicate ongoing progress 

to the e-Government Team. 

Setting Priorities and 

Allocating Resources 

Priorities are made based on common-sense evaluation of the current 

projects list, which is created from the needs assessment. Priorities will set 

by the e-Government Steering Team and approved by the Executive 

Sponsors. Consensus is important, but unanimous agreement among e-

Government Team members is not necessary. 

Work Assignments The e-Government Team sets e-Government-type priorities, but all projects 

must go through the City’s IT Governance Process. 

Meeting Frequency Monthly or as needed based on initiatives and project deadlines. 

Staff Support The e-Government Team is led and supported by the IT Department, and 

supported by other departmental resources as necessary. 
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E-GOVERNMENT GOALS AND OBJECTIVES 

For any strategic plan, it is critical to define the central goals and objectives around which the plan is 

built. Whereas the goals represent the overarching principles that guide decision making and 

development of a direction towards which strategies are oriented, objectives represent a more specific 

set of measurable steps that can be taken to meet the goals. 

The following section lists goals of the e-Government Strategic Plan and provides a discussion of 

objectives and performance measures that have been defined as the action items towards meeting these 

goals.  

 
E-GOVERNMENT OBJECTIVES 

The following listing of representative objectives has been assembled in part to achieve the goals listed 

herein, but are also built off of the analysis and information gathered during the needs assessment.  

1. Increase and improve real-time internal communication and collaboration. 

2. Increase the City’s service and information delivery platforms and touchpoints. 

3. Expand the user-customization portal experience.  

4. Increase transparency by providing open, collaborative government. 

5. Increase citizen engagement opportunities and increased custom personalization. 

6. Increase awareness of e-Government services and efforts. 

These objectives will help move the City’s e-Government in the direction of the e-Government vision. 

The e-Government Team’s initiatives (which are ongoing with no end date) and projects (which have 

specific start and end dates) should be aligned with these goals and show the value of implementing 

initiatives and projects. 

The e-Government Team will evaluate each initiative and project against these goals and objectives, its 

guiding principles, and the return on investment. Simply put, a project might align with a specific goal, 

E-GOVERNMENT STRATEGIC PLAN GOALS 

Goal #1 – Expand City info and services (24/7) to employees, customers, businesses and visitors online. 

Goal #2 – Transact, interact, communicate, and engage with employees, residents, businesses and 

visitors online. 

Goal #3 – Streamline processes, reduce overhead (staff) and reduce transaction costs to the City. 

Goal #4 –Speak with one voice and a consistent brand in a unified digital environment. 
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but the cost of completing the project and the level of future use might not justify an investment of funds 

and staff resources. 

PERFORMANCE MEASURES 

To provide insight on the progress of e-Government initiatives, the City should regularly report 

performance measures related to programs and services. The City’s current systems enables us to 

collect data on activity and output measures, which communicate the work accomplished and program 

and process results. Regularly reporting activity and output measures to City leadership and the public 

will communicate the level of usage of City e-Government programs and services, as well as the level of 

participation on the part of City departments and staff.  

The City should also begin to collect data for outcome measures, which show program and service 

effectiveness. Data should be reported quarterly to the e-Government Teams to show progress toward 

goals and objectives.  

Activity Measures – Existing Data 

 Website, newsletter, and social media activity: 

o Site visits 

o Social media subscribers and clickthroughs 

o Newsletter reach and clickthroughs  

o Demographics of visitors and subscribers 

 Output Measures – Existing Data 

o Site visits and subscribers per number of relevant City resources. 

Outcome Measures – Data to be Collected 

 Improved customer satisfaction  

 Cost savings and avoidance 

 Improved response times to customer contact 

 Process efficiencies 
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E-GOVERNMENT AND DIGITAL TRENDS 

In the past few years, online technology has exploded with new transactional and social services. The 

City needs to keep up with the pace of change and the expectations of our website visitors.   

 

The citywide needs assessment and peer city reviews identified these current online trends 

Analytics 

Analytics allow the government agencies to use online traffic data to measure use, usability and to make 

informed decisions. 

Cloud-Based Services (Software-as-a-Service) 

Software as a service allows government agencies to rapidly expand its online services offerings. 

Collective Agency Collaboration 

Collective agency collaboration allows government agencies to expand their digital collaboration and 

knowledge with other government agencies.  

Collaboration Tools 

Collaboration tools allow cities to collaborate Government-to-Citizen (G2C) and employee-to-employee.  

CRM/Digital 311 

CRM’s have the ability to expand government agencies online service delivery, collect data, provide 

citizen self service, interact with citizens.   

Digital Divide Awareness 

Digital Divide refers to the gap between those with and without access to information due to varying 

levels of access to the Internet, technology and mobile devices. Many agencies recognize the disparity 

and are working to provide ways to reach citizens without Internet access.  

Language Translation 

Language translation allows site visitors to changes the site content from English to a desired language 

of choice.  

e-Democracy 

e-Democracy involves government agencies engaging citizens in online forums in addition to traditional 

town-hall style meetings.  This concept also encourages citizen involvement in the discussion and 

development of laws and governance. 

e-Business 

e-Business allow government agencies to interact and partner will the businesses we do business with. 

e-Business is also know as: Government-to-Business (G2B). 
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Gamification 

Gamification allows organizations to apply technicques to engage and motivate our audiences by 

offering rewards, unlocking access, community collaboration, achievement or status.  

Hack-a-thons 

Hack-a-thons can be hosted (or participated) by government agencies and communities to expand their 

digital communications services and engagement.  

Ideation/Crowd-Sourcing 

Ideation and crowd-sourcing allows individuals to contribute and share ideas in a public forum and have 

others validate or dismiss ideas. This type of digital engagement can be either moderated by 

government agencies or completely open and accessible. 

Live Chat 

Live chatting allows government agencies to digitally communicate in real time with residents, 

businesses, or visitors during regular business hours. 

Mobile Applications 

Mobile applications (apps) allow citizens and businesses to interact with government agencies using 

smart phones and tablets. Mobile applications are developed to operate on mobile devices such as smart 

phone and tablets. The main platforms are Android, iOS, and Windows Phone.  

Open Data/Transparency 

Open data and tranparency allows government agencies to become more transparent and offer 

opportunities to anyone looking to use City data in other uses. 

Open Source Technology 

Open source technology is associated with source code that is open to government agencies for use at no 

upfront cost and provides collaborative development for ongoing improvements and modifications. 

Payment Engines 

Payment engines or services allow government agencies to setup and collect fees for services and 

products. 

Portals – Personalization 

Portals allow public-facing audiences to customize their site experience and the type of information they 

want to receive from government agencies. The City’s portal is called the Virtual City Hall.  

Responsive Web Design 

Responsive web design is an approach that adapts the layout of a website to fit the screen size of a user’s 

device in order to deliver the optimal user experience no matter how the citizen accesses the City’s 

content.  

Online Reservations 

Online reservations will allow the community to review and reserve available meeting space, as well as 
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sign up for events and teams offered by government agencies. 

Single Sign-On 

Single sign-on allows site users to have a single account login to the various systems that government 

agencies deploy. 

SMS Alerts 

Short Message Service (SMS) alerts allows the community to sign up to be alerted by government 

agencies via text message to their mobile devices. 

Social Intelligence 

Social intelligence allows government agencies to use social data to measure results and to make 

informed decisions. In addition, government agencies can leverage listening tools to engage in City-

related conversations. 

Social Media 

Social media allows government agencies to continue to engage the community in multiple ways.  
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E-GOVERNMENT GUIDING PRINCIPLES 

Audience Focuses and Engagement 
Audience input is valuable and allows our audiences to have a voice in our digital environment and 
utilize services offered. This should be reinforced by actively, genuinely, and continuously soliciting the 
public to participate in e-Government so that our information and online services are custom-crafted to 
the way people use it. 

Branded 
The City’s digital environment should have a single entry point (one domain name)—one City. We need 
to be as consistent as possible across our entire City digital environment, encompassing templates, 
navigation designs and terms, and content organization to the greatest extent possible. 

Innovative 
The City needs to nuture a culture of innovation and creative thinking that allows sharing of 
information, ideas and continued improvement. 

Integrated 
The City needs to integrate our information and systems, and when possible, we should strive to avoid 
the need for multiple usernames and passwords into systems – single sign-on. 

Plain Language 
The City’s content should be clear and concise. Content should be engaging, easy to find and up-to-date.   

Privacy 
The City needs to keep customer information private and secure. 

Reasonable Response Time 
The City’s digital environment service response times should be reasonable as site users expect services 
to work with little to no delay. 

Security 
The City needs to protect our information, architecture and systems and create and set policies that 
define and protect the City and its digital environment. 

Standards and Accessibility Requirements 
The City needs to meet or exceed e-Government standards such as ADA and multilingual requirements 
whenever possible. 

User-Friendly 
The City’s digital environment needs to be easy to navigate. We need to create positive user experiences.  
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KEY CHALLENGES 

Integrating the City’s digital environment into a unified, robust citywide portal is extremely difficult. 

Customers and businesses often does not understand our department structure, nor should they. Site 

users want to find the services and information they are looking for as quickly as possible. Here’s a list of 

challenges that we will deal with as we move forward with our e-Government Strategic Plan and Action 

Plan: 

Leadership Support 

The e-Government Team needs top-level support and funding to be successful and address these issues: 

 Funding – finding ways to fund projects 

 Resources for both e-Government (limited dedicated staffing resources) 

 Citywide collaboration – avoiding a silo-centric approach 

 Change - Accommodating the pace of change in the digital world 

Organizational Readiness 

We need to understand the political, technical complexity, and impact e-Government can have on the 

organization. 

 From a citywide perspective: 

o Resources 

o Understanding technical complexity 

o Staff training 

o Silos 

 From an IT perspective: 

o Infrastructure 

o Security 

o Compliance 

Cloud-Based Services 

While cost-effective, cloud-based services or Software-as-a-Service (SAAS) can divide web services into 

a collection of isolated, unintegrated services that are not user friendly or consistent with the City’s 

brand. 
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E-GOVERNMENT DECISION-MAKING PROCESS 

AND GOVERNANCE 

Decision-Making Criteria and Process Flow 

Like all technology projects in the City, e-Government projects will follow the standard IT Governance 

process, shown in the exhibit below. Concept papers are developed by departments in conjunction with 

IT staff. Together, they develop a concept paper to be provided to the Technology Governance 

Committee (TGC). Project proposals are considered by the TGC using a balanced scorecard, and 

forwarded to the executive team for approval. Once approved, projects move through the budget 

process and are implemented.   

Technology Governance Process 

 

As shown above, e-Government decision measures are considered when the project has advanced to the 

TGC. The e-Government Team plays a valuable role in the decision-making process by establishing 

decision criteria for proposed projects and monitoring the progress of projects to achieve the City’s 

vision and goals for e-Government. The e-Government balanced scorecard is the decision-making 

process the team will use to determine project priority, resources and funding. 
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We used a balanced scorecard approach in evaluating potential e-Government projects. Decision 

measures were developed with the input of the e-Government Teams and are categorized as either 

benefit or effort measures, as shown in the table below. 

e-Gov Decision Measures  

Benefit Measures 

Measure Criteria Description Weight 

Citizen/Customer Impact Percentage Customers positively impacted 15% 

Health, Safety, and 
Security 

Low to High 
Worker and/or public safety, data security 
improved  

10% 

Staff Efficiency Percentage 
Staff efficiency improves; can complete more 
work with the same resources 

15% 

Technology/Process 
Efficiency 

Low to High 
Elimination of redundant systems or technical 
components and improving process efficiencies 

15% 

Revenue Low to High Generates or collects revenue 10% 

Organizational Readiness Low to High 
The City is ready to implement from 
organizational and cultural standpoints 

10% 

Cost Savings/Avoidance Level of Impact 
Extent to which the City will achieve projected 
cost savings and/or avoid future costs 

15% 

Department Benefiting One to Many Single, multiple, or citywide 5% 

Project Mandated Cost of Penalty 
Current or pending regulations, which may have 
monetary penalty, require project implementation 

5% 

Effort Measures 

Measure Criteria Description Weight 

Staffing Hours Required Hours 
IT and other department staff hours required to 
implement project 

15% 

Project Duration  Weeks Number of weeks from start to finish 10% 

Project Costs to 
Implement 

Cost 
All costs associated with development and 
implementation, including capital, staff, and IT 

15% 

Ongoing Costs Cost 

All costs associated with the ongoing 
maintenance of the technology/project over a 5-
year period, including the long-term impact on IT 
staffing 

15% 

Risk Level/Service 
Disruption 

Low to High 
Probability of project failing due to issues outside 
of the City’s control, political issues, impact of 
service disruption to customers 

15% 

Funding/Resource 
Availability 

Full to None Funding in place to support the project 20% 

Technical Readiness Low to High 
The level to which the City possess the 
infrastructure, technical components, and skills 

10% 

Each measure is assigned a value of 0 to 6 to produce a quantitative measure of the estimated benefit vs. 

effort of the proposed project. The measures are weighted based on their relative priority provided and 
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as decided upon by the e-Government Team. This results in a priority order ranking of projects, to assist 

the TGC and City leadership in decision-making and resource allocation. The priority ranking is as 

follows: 

1. Quick Wins - High benefit, low effort 

2. Major Projects - High benefit, high effort 

3. Fill-in Projects - Low benefit, low effort 

4. Low Return - Low benefit, high effort 

The weighting associated with each measure is determined by the e-Government Team, and will be 

reviewed on an annual basis to ensure the balanced scorecard aligns with the City’s vision for the e-

Government. Below is a sample project scoring worksheet. 

 

Needs Assessment 

The purpose of the e-Government Strategic Plan largely revolves around identifying opportunities and 
projects that will allow the City and each department to achieve the goals laid out in this plan, including 
service expansion, citizen engagement, achievement of efficiencies, and consistent messaging. With 
those goals in mind, Moss Adams, in conjunction with the e-Government Teams, performed an internal 
and external needs assessment to define the areas and opportunities that are the best use of the City’s 
available resources. The process involved developing questionnaires to facilitate discussion with key 
representatives from across the City to improve the understanding of each department/division’s 
electronic communications, transaction, and engagement needs and the needs of the City’s audience. 
Specifically, questions were designed to address the following: 

 How the e-Government channels can help achieve department goals and objectives 

 Opportunities to accomplish key actions through e-Government channels, including: 

o Finding/searching for information or resources 

o Applying/signing up for services 

o Reporting/registering issues or complaints 
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o Paying for goods or services 

o Requesting information or other services 

o Reserving facilities or other City assets 

 The extent to which the City currently interacts with or provides services to the community online 

 Trends and lessons to be learned from how other municipalities (or other public sector entities) 
utilize e-Government channels 

 Thoughts and opinions on how e-Government services should be developed and prioritized, 
including processes and organizational structures 

The project team assembled the data gathered from the discussions and analyzed the information to 
identify those opportunities that would provide the greatest impacts and/or progress towards meeting 
the overall goals and objectives defined by the e-Government Teams. The analysis resulted in the 
identification of a series of projects, programs, and process improvements that would provide citywide 
benefits to multiple departments/divisions. These needs were also analyzed against the overarching 
Citywide Strategic Technology Plan and Communications Strategic Plan to ensure they also aligned with 
the City’s overall technology and communications strategies and initiatives. The following table 
summarizes the results of the needs assessment: 

Project/Program/ 
Initiative Name 

Description 

Projects 
A temporary undertaking with a specific start and end point with the 
objective of creating/delivering a product or service 

Portal with single sign-on 

Define and develop the infrastructure and functional capabilities to facilitate 
citizen access to public-facing applications through a single login mechanism, 
including the associated security components. 

 Identify customer-facing systems 

 Determine necessary infrastructure components 

 Determine necessary security protocols 

 Develop test environment 

 Create/configure, test, and rollout 

Online customer service 

Develop mechanisms for citizens to report issues across the City, including 
ensuring the information is transmitted to the responsible department. 

 Assess current status of CRM project 

 Rollout 

Citywide searchable event 
calendar 

Provide a City event calendar that allows for expanded search capability 
based on user-defined criteria. 

 Rollout 

Programs 
A group of related projects managed in a coordinated way to achieve 
similar benefits 

Website ownership, 
content management, and 
policy 

Implement improved content management capabilities including development 
of policy, expansion of department capabilities and ownership, and training.  

 Assess capabilities of existing CMS, and replace if necessary 

 Develop policy around content management, including centralized/ 
de-centralized functions 
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Project/Program/ 
Initiative Name 

Description 

 Establish protocols for improved home page management 

 Provide training 

Citizen outreach and 
engagement 

Identify opportunities for improved citizen interaction, including 
surveys/feedback mechanisms, self-service, and increased visibility into City 
projects and activities. 

 Develop mechanisms for ongoing polling of citizens (what information 
and services they want) 

 Assess costs/benefits of requests 

 Incorporate into content management activities 

Mobile sites and apps 

Develop functionality to allow citizens to view, receive, and monitor information 
via mobile devices such as smart phones and tablets. 

 Work with departments to understand customer demands (tie to 
customer outreach) 

 Assess costs/benefit 

 Contract development 

Social media  

Educate City departments/employees on social media policies and optimize 
the use of social media resources to keep interested citizens informed. 

 Review and update social media policy as necessary 

 Work with departments to optimize social media presence 

 Educate City employees on policy 

GIS and maps 

Identify and push enhanced mapping capabilities to the public. 

 Identify citizen demands for mapping 

 Consider centralizing mapping on site (or links to existing maps) 

 Incorporate mapping projects into GIS plan 

Process Improvements 
Series of actions taken to identify, analyze and improve existing 
processes to meet new goals and objectives 

Online payments 

Expand existing opportunities for citizens to make payments for products and 
services online. 

 Inventory products/services where payments are collected 

 Evaluate existing payment options for each 

 Assess feasibility of central payment gateway 

 Implement capabilities 

 Conduct ongoing PCI compliance efforts 

Forms, permits, and 
applications 

Automate the capture of citizen information through transformation of online 
forms to be more efficient in capturing information. 

 Inventory all forms and applications 

 Review flow of data for each 

 Create online forms and integrate data flow to systems 

The e-Government Teams will focus on addressing these needs over the next three-year period. Initially, 
the programs and process improvement initiatives will need to be further broken down into discrete, 
manageable projects towards which resources may be applied. 
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E-GOVERNMENT PEER CITY SUMMARY 

Peer City Goal 
Moss Adams conducted a survey of peer cities regarding e-Government services and governance. Peer 
cities were identified based on population, location, and existing relationships with the City of Roseville. 
The goal was to identify how peer cities manage and provide online services delivered to citizens. Cities 
were asked to provide data related to e-Government funding, online service responsibilities, online 
service delivery, governance models, and best practices. 

Self-rated e-Government Analysis 
Each of the peer cities was asked to rate themselves on the current state of e-Government services 
within their respective organizations. The majority of cities reported the self-perception that the city’s 
e-Government services were reasonably current. One city reported a sense that services were behind 
where they felt they should be, and one city believed they were ahead of the curve when it came to e-
Government. A similar distribution was noted when the peers were requested to self-reflect upon the 
maturity of the decision-making process for e-Government investments and projects. 

e-Government Roles & Responsibilities 
Questions pertaining to roles and responsibilities for particular e-Government functions were asked of 
peers in order to inform and validate the RACI matrix included within the appendix of this report. 
Managing technical issues, security, network, hardware/software components, and web/app 
development were amongst the functions most commonly assigned to each peer’s IT departments. 
Functions that include managing media, brand/design, and social media as well as developing and 
coordinating department-specific and citywide communications typically fell to Communications 
Departments. And department- or service-specific content management was typically identified as the 
responsibility of other departments. 

Common e-Government Services 
With respect to specific e-Government services offered by the peers (including Roseville), several 
common services are offered by all survey participants, including registrations, event calendars, 
feedback and contact mechanisms, financial/budget and HR information,  online/emergency 
notifications sign-up, social media, and webcasts and video streaming. Of the 38 services identified 
within the peer review that are being offered by at least one of the peers, there were only three that the 
City of Roseville currently does not offer. 

e-Government Strategic Plans 
From a planning perspective, all but one peer reported having an IT Strategic Plan in place; however, 
none other than Roseville reported having an e-Government Strategic Plan in place or under 
development. However, several peers expressed interest in developing one, either as a component of 
their overall IT plans or as a distinct planning effort. Further peer survey questions focused on barriers 
to expansion of e-Government services with the responses primarily revolving around resource 
availability and a lack of active involvement by the departments. 

Performance Indicators 
When it comes to key performance indicators, out of the eight peer cities, only three cities utilized them 
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in relation to e-Government. Only one city identified specific KPIs, and most of the statistics reported via 
the survey by the three cities were technology/web related. Additionally, five of the eight cities do 
actively collect citizen feedback about e-Government services. 

Roseville’s e-Government Leadership 
One of the key takeaways from the peer review results indicates that the City of Roseville certainly is not 
lagging with respect to its focus and orientation on e-Government services, and from a planning 
perspective Roseville can be considered as a leader amongst its peers with the development of this 
strategic plan. 

See the e-Government Appendix for the complete analysis and results of the peer-city review. 

DEFINITIONS 

Action Plan 

An Action Plan is a document that outlines the current and future body of work assigned to the City’s 

Web Team. 

Body of Work 

A Body of Work is all totality of all tasks associated with accomplishing the goals. 

Digital Divide 

Digital Divide is the space between citizens who have online access and those who do not. 

e-Democracy 

e-Democracy allows the City to actively engage its citizens through the use of technology and 

communications. 

e-Government 

e-Government is the use of digital technology to deliver interactive online services and promote 

collaboration with customer, businesses, visitors, employees and partnering agencies.  e-Government is 

sometimes referenced as online or digital government. The concept is recognized in numerous countries 

all over the world, and best practices are highlighted everywhere from the United Nations’ biennial E-

Government Survey to the U.S. Federal government’s own digital government initiative.  

Internet  

The Internet is a large system of cables and servers interconnected—it's basically a massive network or 

networks. 
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Open Ideation/Crowd Sourcing 

Open Ideation or Crowd Sourcing is a process that allows residents to come up with ideas for 

government agencies and have others in the public vote and discuss those ideas. Popular ideas rise up 

and government agencies implement and collaborate on those ideas. 

Strategic Partner  

A strategic partnership is a voluntary collaborative agreement between two or more parties in which all 

involved agree to work together to achieve a common objective. In doing so, partners commonly share 

risks, responsibilities, resources, competencies, and the resulting benefits. The general implication of the 

word "strategy" is long-term, an arrangement that encompasses several aspects of an organization's 

work. So, a strategic partner is a person or group involved in a long-term commitment between two 

parties for the purpose of achieving specific goals. Working with a noncompetitive strategic partner will 

allow the City to innovate and use technology more. 

Taxonomy (Information Architecture) 

Taxonomy (or Information Architecture) is the science, laws, or principles of classification. It’s how we 

organize our information, files, and structure online – and beyond. 

Virtual City Hall 

Virtual City Hall is a digital public portal. It will serve as the online portal for all things City of Roseville. 

It provides secure, 24/7 access to transact, interact and find information. 

Web 

The web is an information-sharing model (http protocol) that uses the Internet to connect that 

information and services on sites. This large collection of sites hosts information, files, and services that 

allow users to get information, share information, collaborate, and use services 24/7.   
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