
OPENCITIES 
Building Better Government, 
One Website at a Time



Transforming 100+ .Govs across the world



10 years of profitable 
business w/ 50+ employees

Government Only
500+ customers World-wide

Awards for design, 
Accessibility, and corporate 
diversity

Well established partnership 
with Microsoft (AU, NZ & US)



OpenCities makes it easy for all 
citizens to access their city services

By helping cities to accelerate their 
digital transformation

Via productized, repeatable best 
practice, without custom development



Find a technology 
vendor (the 

procurement bit)

Embed CRM 
forms or portal

Build new website 
& migrate content

Traditional ‘web design’ approach

(the content bit) (the services bit)



Clear official
signal

Current &
actionable

Continuously
improved

The OpenCities Approach



1. Kick off, 
Research & 
Discovery

2. Design, 
Setup & 
Config

3. Site Admin 
& Content
Publisher 
Training

4. Content/
service 
creation, 
migration + 
curation

6. Iterate5. Launch

Digital Service / Website Redesign Process



19 | Integrations

Parking Citation 
Payment

1. Keep behavior as is, 

where it is a link to the 

styled portal, or

2. iFrame the functionality 

if the form section can 

be separated out.

Parking Guide

1. Replicate using OC 

subsite builder + 

OpenForms (not 

scoped), or

2. iFrame or link to 

existing solution

Palo Alto 311

• Recommendation to 

leave as iFrame

Open City Hall

1. Can emulate much of 

OpenGov’s functionality 

via OC Consultation 

module, or

2. Keep OpenGov & link 

through to their portal



• End-to-end 
functional 
documentation in 
Help Centre

• Detailed instructions 
can be used as test 
scripts

20 | Testing



21 | Training

Delivered in a single 3 – 4 
hour session. Learning 
outcomes include setting up 
and managing users, 
workflows & site governance 
rules.

Content Publisher 
Training

Digital Services 
Academy

Delivered in a single 2 – 4 
hour session. Learning 
outcomes include publishing 
content and online forms 
using OpenCities.

Delivered in 2.5 hour sessions 
over 3 days. Learning 
outcomes include customer 
journey mapping & customer 
focused digital service 
design.

2-3 attendees

Site Administrator
Training

10 - 15 attendees 10 - 15 attendees



Stores data within the United States.

Provides screened U.S. persons and policies to help protect customer data and applications.

Delivers integrated, familiar experiences with Office 365 for Government in the cloud.

Offers continuous commitment to meet rigorous compliance demands (i.e. FedRAMP, CJIS, and 
HIPAA) of a government-only cloud.

Provides rich infrastructure, storage, and identity management capabilities delivered through 
cloud, on-premises, and hybrid solutions.

Provides a physical and network-isolated instance of Microsoft Azure.

OpenCities Confidential - NDA ONLY 11

A government-community cloud that extends world-class security and control for dedicated U.S. 

Public Sector workloads. All OpenCities customers are hosted on Azure Gov.

22 | Hosting



Microsoft offers industry leadership through its commitment to certifications.

FedRAMP1 ECSB2 CJIS HIPAA

1Microsoft Azure (commercial service) has FedRAMP ATO for IaaS, PaaS
2Microsoft Azure (commercial service) ECSB application submitted

OpenCities Confidential - NDA ONLY 12

22 | Commitment to Government Compliance Standards



23 | OpenCities Software-as-a-Service

50+ Local Gov Functions

Every module you need 

included as standard

OpenForms Biz Edition

Transform static processes 

into online services

Enterprise Hosting

In the worlds most trusted 

Cloud, Microsoft AzureGov

Evolving UX/CX

Continuous front-end 

& design enhancements

ADA Compliance

Guaranteed WCAG 2.1 AA 

functional compliance

Feature Upgrades

x4 annual back-end feature & 

functionality upgrades

24/7 Helpdesk

Unlimited telephone for P1 

& online support as per SLA

Bi-Annual Checkup

Continuous site improvements 

& free training

Delivered as a population based cloud solution, your $29,000 annual investment includes: 



Severity Level Resolution Process Resolution Target

PRIORITY 1 - DOWNTIME (your 

public facing website is down)

• Reportable 24x7x365 via Priority 1 Telephone number

• Acknowledgement and assignment of problem for 

resolution within 1 hour

Within four hours

PRIORITY 2 – URGENT (some 

publishing functionality fails to work as 

intended and no workarounds are 

available

• Reportable 24x7x365 via Online HelpDesk, or by 

telephone during business hours (7 am to 6 PM, 

Pacific time)

• Acknowledgement and assignment of problem for 

resolution within 1 business day

Provide workaround or 

release a Version 

Update to fix problem by 

close of next business 

day 

PRIORITY 3 – HIGH (some publishing 

functionality is not working as 

intended, but workaround is available 

• Reportable 24x7x365 via Online HelpDesk.

• Acknowledgement and assignment of problem for 

resolution within 1 business day

As soon as possible 

within normal 

development  

(scheduled or next 

version update

PRIORITY 4 – NORMAL (some 

functionality is not working as desired)

• Reportable 24x7x365 via Online HelpDesk. 

• Acknowledgement and assignment of problem for 

resolution within 3 business days

Scheduled or next 

version update

24 | Support experience



25 | Project Management

• Projects managed via 
Asana

• Single view of entire 
project lifecycle

• Email notifications 
keep everyone on 
track

• Dedicated project
manager across
entire project
lifecycle



Kick-off &
Visual Design

Training &
Content Migration

Digital Services, 
Launch & Iterate



Implement 
Design

OC implements the 

agreed upon design 

as the new skin of 

the City’s alpha site. 

Finalize 
Design 
Concept

OC shares finalized 

homepage design 

and style guide. 

Review 2nd 
Design 
Concept

OC delivers second 

concept homepage 

design. Core team 

reviews and shares 

feedback

Review 1st 
Design 
Concept

OC presents first 

design concept to 

core team. Shares 

web survey for 

feedback from core 

team and 

stakeholders. . 

Design Values 
Exercise

OC leads a 

participatory design 

charrette with City 

stakeholders to 

identify  needs for 

the new site’s visual 

design system 

Kick-off, 
Research and 
Discovery

OC meets with the 

core team to provide 

the structure for 

managing the 

project, collecting 

existing data and 

engaging in 

discovery for site



Implement 
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Implement 
Design

OC implements the 

agreed upon design 

as the new skin of 

the City’s alpha site. 

Finalize 
Design 
Concept
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homepage design 
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Content 
Publisher 
Training

OC delivers 2 hour 

training on content 

creation and 

maintenance for site 

contributors

Site Manager 
Training

OC delivers  2 hour 

training on site 

management tools 

and modules, as well 

as the OC Help 

Center. 

Governance 
Strategy 
Workshop

Working with content 

priorities and 

templates, the City 

works with our 

project manager to 

finalize navigation 

and publishing 

workflows.

Content 
Migration

We start by migrating 

all structured content 

onto OC templates 

(Parks, Venues, News, 

Events) and then 

migrate the remaining 

pages. No content is 

written by OC. 

Engage with 

departments to 

prioritize current 

content and identify 

gaps. Understand what 

content needs to be 

rewritten by the city or 

simply imported as is. 

Start Content 
Inventory 

OC conducts an 

audit of current 

content tied to 

analytics data. The 

result is a full picture 

of current content 

and performance.

Content 
Mapping & 
Prioritization 



Content 
Publisher 
Training
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contributors
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Content 
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Digital 
Services 
Academy

Cultivate a safe space for 
experimentation with key 
internal stakeholders

Analyze & Prioritize digital 
services based on data, 
resident and/or City need. 

Journey Map the current C2G 
interaction, capture 
challenges & solutions. 

Identify user needs and a 
user story. 

Review usability and 
effectiveness, then redesign 
the transaction. 

Draft clear, concise content, 
and prototype pages to better 
fit the user needs. 

User Test with your peers, 
and with real members of the 
community. Record feedback. 

Iterate. Capture feedback and 
refine. 

18

45

36

27



Proposed implementation plan and steps June 2019 July 2019 Aug –October 2019

Contract finalization and signature OC & Palo Alto

PHASE 1:

Project Kick-off Meeting OC & Palo Alto

Research and Data collection OC & Palo Alto

Configuration OC

PHASE 2:

IA work

Design Rounds and Finalization (2) OC & Client

PHASE 3:

Content Publisher & Site Manager Training OC & Client OC & Client

Access to Customer Extranet/Support Portal OC & Client

PHASE 4:

Content Migration & Creation OC & Client OC & Client

PHASE 5:

Launch, User Testing, Iteration OC & Client OC & Client

26 | Proposed Schedule

*Specific dates finalized in contract step



27 | Cost Breakdown

Annual Subscription Fee

• OpenCities technology

• OpenForms Biz edition

• Enterprise Hosting (AzureGov)

• x4 Annual Upgrades

• ADA Compliance

• 24/7 Phone support

• Online Helpdesk

• Bi-Annual checkups

$29,000 per annum

One Time Setup Fee (see Appendix E)

• Task 1 Onsite visits for project initiation, design, 

governance & workshop, project management -

$25,000

• Task 2 Production of visual design for new 

website - $40,000

• Task 3 Content / Digital service testing with Palo 

Alto residents - $5,000

• Task 4 Comprehensive site publisher & 

administrator training - $5,000

• Task 5 Additional modules (content migration & 

Digital Services Academy) are available - $50,000

$125,000 once-off setup fee



28 | Support Costs

50+ Local Gov Functions

Every module you need 

included as standard

OpenForms Biz Edition

Transform static processes 

into online services

Enterprise Hosting

In the worlds most trusted 

Cloud, Microsoft AzureGov

Evolving UX/CX

Continuous front-end 

& design enhancements

ADA Compliance

Guaranteed WCAG 2.1 AA 

functional compliance

Feature Upgrades

x4 annual back-end feature & 

functionality upgrades

24/7 Helpdesk

Unlimited telephone for P1 

& online support as per SLA

Bi-Annual Checkup

Continuous site improvements 

& free training

Delivered as a population based cloud solution, your $29,000 annual investment includes: 



United States
1885 Mission Street,
San Francisco CA 94104
Tel: +1 877 466 7756

Australia & New Zealand
Level 8, 50 Market Street,
Melbourne VIC 3000
Tel: +61 3 9913 0020

29. Q&A


