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Synopsis
The City of Las Vegas has modernized how GIS information is delivered to citizens via the web site.  
Traditionally, putting GIS information on the web meant posting PDF maps or developing complicated interactive maps that mirrored the interaction and complexity of the software used by GIS analysts.  Among the problems with this approach:

· Navigating a map is not necessarily the most effective way for citizens to answer spatial questions

· The people who use our site should not need to be GIS experts in order to access GIS information

The city has begun using a scenario-based design approach to develop web services and applications that let the public answer spatial questions with or without a map.  We start by identifying the common scenarios – Who is coming to the site and what are they trying to accomplish?

Listing the scenarios helps us discover a number of things including:

· What is the “where” question they are trying to answer and how can we answer it in its proper context

· Common patterns in what people are trying to accomplish

· What information will be available to people at various stages of the interaction/transaction

· What information needs to be presented to people at various stages of the interaction/transaction

The web service or application is then designed to let the person easily accomplish their task without having to be experts in the city’s internal structure, processes, technologies, etc.  It is built to mirror the conversation that takes place when a citizen contacts city staff to accomplish that task.  

Throughout the development lifecycle these web services and applications are continually tested using the following methods to ensure they are usable by the target audience:

· Heuristic reviews – evaluations by experts in usability best practices that recommend changes to improve the interaction for site users

· Structured walkthrough testing – sessions where people are observed attempting to accomplish tasks on paper prototypes or HTML wireframes to identify usability problems 

Examples of GIS services the city is delivering through the web are as follows:

· Find Survey Benchmarks (http://www.lasvegasnevada.gov/Find/survey_benchmark.htm) lets surveyors locate elevation benchmarks (markers) near land development projects.  Previously, this data was presented in a large spreadsheet that listed intersections and the associated benchmark data.  Surveyors would perform repeated keyword searches in Excel until they found a nearby street, then would sort on that street name and scan the list until they found locations they knew to be near the project.  It was a manual, hit-or-miss process that didn’t guarantee they would find the closest benchmarks.  It also required them to either know the streets close to the project location or to use a separate map to find the street names for which to search.

Now, they perform a simple search based on known information (intersection, section number, address or monument ID) and the closest benchmarks are listed in distance order.  (To see how it works search for the intersection of Coral Shores and Soaring Gulls as an example.)  Click a monument ID and the data for that location is displayed, including interactive Google map, photos of the monument and its surrounding location (to aid the survey crew in finding it).
· We offer the public the ability to report problems (like graffiti, damaged traffic lights, animal control problems, etc.) on our web site.  However, it may not be common knowledge that many Las Vegas, Nevada addresses are not actually within the official city limits, but rather in unincorporated Clark County.  So if a hypothetical tourist were to get a flat tire in a pothole in front of the Bellagio, for example, he might expect to report that problem to the City of Las Vegas when Clark County is, in fact, responsible.  Previously, that tourist would come to our site and be directed to an interactive map where they would be asked to look up the address, determine the responsible jurisdiction and then click to go to that entity’s web site.  
In other words, they had to first become experts about government (read: learn that Bellagio is in Clark County).  
Using the new web service we have developed, that tourist would simply go to the Request Help with Street or Sewer Services page (http://www.lasvegasnevada.gov/RequestHelp/street_sewer.htm), enter the address or cross streets where the problem occurred (Las Vegas & Flamingo) and the system would return a link to the responsible jurisdiction.  All they need to know now is (1) the type of problem and (2) where it exists. 
· Other similar services that can be demonstrated during the presentation include:

· Find My Councilperson or Ward

· Watch Traffic Cameras

· Find My Neighborhood Association

· Find the Nearest Fire Station

· Search for Parks By Features or Near An Address

· Government Offices in Las Vegas interactive map
Components of the Presentation

1. Innovation/Creativity

We have encouraged creativity by employing what we believe is a revolutionary approach for government web sites.  Government employees tend to think in terms of departments, divisions and the internal processes used to deliver citizen services.  “Branding” services or promoting one’s department over another is often part of the culture.  Most government web sites are structured exactly like the departments and divisions they represent. 

But the public doesn’t know or care about our departments or internal structure.  They don’t ask, “Where is the XYZ Department?” but rather “Where do I pay a parking ticket?”  In 2005, the city redesigned its web site using an innovative navigation structure that emphasizes services and de-emphasizes departments, making it much easier for citizens to find information.

Part of this approach has involved focusing on the scenarios that people are trying to accomplish and building usable web services that effectively address those scenarios.  Users do not have to filter through extraneous information to get what they are looking for, nor do they have to understand our internal processes.  

Another innovation has been in the aforementioned evolution of our delivery of GIS information to the web.  Traditionally, the term “GIS” equated to a map in the minds of many people.  However, by first focusing on answering the citizen’s spatial question – understanding where something is in relation to something else – we believe we have created more effective services than by just presenting a map.  It is a subtle, but innovative, shift in thinking to realize that a map is simply one of many possible tools for presenting GIS information to citizens.

2.  Citizen Outcomes

Our initiative has improved access to government by eliminating the need for citizens to be knowledgeable about our internal structure, processes or to be experts in a particular technology.  They can get information in a self-service fashion 24 hours a day, 7 days a week that would normally require a conversation with city staff.
3.  Applicable Results and Real World Advice
Since the web site was redesigned and we have begun developing services according to this approach we have seen a sharp increase in citizen adoption of these services.  For example, comparing the first quarters of 2006 and 2005 (post- and pre-redesign) saw a 289% increase in the number of service requests received online.  We believe these results are due to services being (a) easier to find and (b) easier to use than offline methods of getting the same information.

A 2001 study by Frost and Sullivan indicated that it costs an organization:
· $33 to handle a phone inquiry,

· $8 per e-mail inquiry, and

· $.25 for a self-service inquiry handled online

Based on that study, the city has realized significant savings by following this approach in delivering services to citizens.

Finally, the Center for Digital Government recognized the innovation of this approach by selecting our site among the best city government web sites in the country for the past three years:

· 4th place in 2006

· 3rd place in 2007

· 1st place in 2008 
