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Introduction and background
City government agencies around the world are attempting to develop and deploy mobile applications for their communities.  The intent is that these mobile applications will provide services more effectively, reach citizens in new ways, engage the citizen more deeply and improve communication and participation between the citizen and the government entity.   As a result of these notions, the city of Marietta local government believed it could take advantage of mobile technology and connect to their citizenry through this new technology platform.   
In 2010, the city of Marietta made a decision to update its online presence with a new web site.  During the design stage of the web project, city Information technology staff realized that the site needed to include a mobile focus.   New research indicates that smartphone users outnumber basic phone users and because 100 million Americans are relying on the iPhone, Android or Blackberry during the course of their day, the city staff recognized that citizens want to get more done on their phones. Because the focus of the new web site was to improve citizen engagement, the mobile application development followed that same emphasis.
Solution                                                                                                                                                             
In 2011, the city of Marietta Information Technology department started to develop the city’s first mobile application.  The focus of the application was to improve and streamline communications between the community and the local government that serves them.  The application was deployed in February of 2012 and it was the result was the city of Marietta Information Technology department and the Public Information Office working together to build a native 1st generation mobile application, My Marietta, for the citizens.  The application was built in-house without the assistance from any outside vendors.  In order to reach as many citizens as possible, the application was built for Android and iOS devices.  Using the app, residents can submit and track non-emergency service requests, such as graffiti, illegal dumping and nuisances. They can snap photos of the issue and send them directly to the City of Marietta staff — and view and track all of their requests from the handheld application or the city’s external website.  The intent was to reach every resident where they live, work and play.
 There are so many citizens that utilize smartphones that it was more cost effective to provide an app than it was to implement a full service 311 system.  Most 311 systems incorporate features of a Citizen Relationship Management (CRM) system and typically function in the traditional client server model.   CRM includes many features like report-a-pothole and other maintenance requests, reporting utility outages, and traffic updates.  Most smartphones are equipped with cameras and GPS units that can record the location of the phone.  The MyMarietta mobile app makes use of both of these features to greatly improve the data that the city receives from the citizen.  For example, a citizen may open up app on their phone and snap a picture of a pothole and the phone then records the GPS location, known as geo-tagging, and sends it to the city’s work order system.  The street department will receive a full report including location and a picture without the request ever needing manual attention from city administrative staff.  Previously, the dispatch team needed to visit a service location multiple times to assess and resolve a situation and then fix it, assuming the citizen had taken the time to call and provide details. The operational efficiency gains are evident and have led staff to begin developing version 2 of MyMarietta.  The hope is that this will decrease response time to reported issues, increase the number of reported issues, and provide a 24/7 solution that citizens will embrace.
Some of the other features of the MyMarietta app include displaying a list of the upcoming public meetings, latest city news and the ability to launch the mobile or full website directly from the MyMarietta interface.  


Community Impact
      Allowing citizens the ability to submit and manage a complaint from the location of origin ensures that a complaint is not forgotten and the city is able to resolve events with increased speed and efficiency.   Because citizens can create requests from the location and the mobile application has built-in automatic routing, the city is able to react and address issues efficiently which will improve the quality of life of the Marietta citizen. 
Application Success
The city of Marietta has successfully deployed the application to the Google Play Store and the Apple iTunes market and to date it has been downloaded over 520 times.  This is a tremendous number of downloads considering that the only advertisement was through the city website and several Public press releases.    
Funding and staffing
  The total initial capital outlay for the project was negligible.   The core mobile application was built in-house by our web developer and the only cost was the employee’s time.  Because the original application code was completed by existing staff the city of Marietta can update it and maintain it at little cost to the community.  Application support only requires a few hours per week by one position.  Currently, the IT staff is planning the next version of the application and hope to have it ready in early 2013.  This version of the app will not just be for civil services — the city of Marietta is hoping to highlight local civic culture and even promote community action.  Some of the enhancements may include recommending city organized activities and events based on location and providing a feed from the city’s Facebook and Twitter pages through the application.    

PRESENTATION STYLE

The presentation will include a brief PowerPoint outlining the project process and a few screen shots of the application in use.  Once the presentation is finished, the presenters will demonstrate the handheld application from a smart device and allow users to test the application by submitting several tickets.  During the “live” demonstration, the presenters will create an event on the fly so that the session attendees can experience the innovative system in real time.



