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gWorks empowers the public 
sector with technology for 
thriving communities.

• Enable and empower public leaders 

• Build smarter governments and stronger communities

• Use cloud solutions to remove friction

• Leverage simple, integrated technologies

OUR MISSION

Building Resilient Communities

2,500 98% 170
Clients Client retention Clients in Pennsylvania



Embracing technological 
advancements for 
improved service delivery 
and transparency
● Overcoming challenges in citizen engagement
● Encouraging community adoption
● The necessity of long-term planning

Visit us at gworks.com

The Digital Transformation is Changing the Public Sector
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Who do you serve?

That is, what do you call the 
people you serve? 

(Be nice!) 

Let’s start with a question…
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Engaging the Public 
in Public Management

Framework for Discussion

• Local government’s job is to provide public goods and 

services to… citizens? … customers? … partners? 

• Public expectations change depending on the role a member 

of the public is assuming:

○ Citizen - Partic ipating in de c is ion making and “sharing 

re spons ibility for de te rmining course  of gove rnme nt”

○ Customer - Se e king dis c re te  goods  or s e rvice s

○ Partner - Involve d in “doing the  work” of gove rnme nt
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Embracing Technological 
Advancements

Service Delivery and Transparency

● Cle ar and ope n communication with re s ide nts
● Example s  from the  COVID-19 pande mic  (e .g., Zoom me e tings )

Re shaping Traditional Proce s se s

● Enhance d transpare ncy in budge ting and financ ia l 
manage me nt

● Be ne fits  of inte grate d software  sys te ms

Empowering Local Government

“Embracing technology is no longer an option, but a vital 

imperative for government agencies” - Lorna Stark, KPMG
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Citizen
Citizen, Customer, or Partner?

• Role as Citizen : Participating in decision making 

and “sharing responsibility for determining 

course of government”

• Example : Public input and hearings on policy, 

budgets, visioning, etc.

• Expectations of Citizens : Driven by legal 

requirements

• Digital Engagement Tools : Online access and 

notifications of meeting agendas and minutes, 

audio/video, codes and policies, budgeting, etc.



The Role of Citizen 
Engagement in Reigniting 
Community Participation
Year after year we continue to see disengagement of 

residents and citizens with their government.

Building Resilient Communities 10

29%
of residents and citizens have 
attended a local government meeting

Source: Pew Research Study, 2018

15-27%
of eligible voters cast a vote

Source: Brennan, 2020
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Customer
Citizen, Customer, or Partner?

• Role as Citizen : Seeking discrete goods or 

services in exchange for payment

• Example : Water and sewer services, trash and 

recycling pickup, recreation programs, etc.

• Expectations of Customers : Driven by 

comparisons to the for -profit marketplace, 

demanding more of local gov all the time

• Digital Engagement Tools : Online account 

management, billing, payment, receipts, etc.
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Partner
Citizen, Customer, or Partner?

• Role as Citizen : Involved in “doing the work” 

of government

• Example : Reporting potholes, sorting 

recyclables, 

• Expectations of Partners : Driven by need and 

opportunity to contribute, community values, 

self - interest

• Digital Engagement Tools : Citizen 311, 

Survey/opinion polling and outreach, etc.
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How to support growth of civic 
participation and encourage public 
sector engagement from citizens

• Social media

• Hosting city council meetings virtually

• Open the channels of two way communication

• Make it easier for citizens to reach their local 

government officials

STARTING POINTS

“A good online  e xpe rie nc e  

c orre la te s  pos itive ly with 

the  trus t in gove rnme nt.”
John O’Leary Route  Fifty
Sta te  a nd  loc a l gove rnme nt re s e a rc h le a de r a t De loitte

• Enhanc e  the  online  e xpe rie nce  for c itize ns  and  inc re as e  c ommunic a tion

• Provide  a ll tools  ne e de d to e nc ourage  c ommunic a tion be twe e n a  loc a l gove rnme nt and  c itize ns

• Ability to  make  pos ts  and  upda te s  on a  c e ntra lize d  page

• Capabilitie s  to  s e nd out te xt and  e ma il a le rts

• Re c e ive  311 c itize n re que s ts  and  addre s s  ne e ds  promptly

CITIZEN ENGAGEMENT SOFTWARE

Build ing  Re s ilie nt Communitie s
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The integration of tech may create a more 
responsive and transparent government.

Leveraging Technology for Effective Governance

• Social media limitations
• Cloud -based software programs

Choosing the Right Tools

• Citizen engagement (text and email notifications)
• Reporting tools, payment options & collaboration 

features
• Leveraging the right tools

Features in Technology



Building Resilient Communities

Denver
Population: 1942 (2022)
Elevation: 948 ft
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Seamless Integration
De nve r s ta ff was  los ing  pre c ious  hours  trac king  

forms  and c orre s ponding  payme nts  until the y 

found the re  was  an e as ie r way
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Denver’s experience highlights 
the power of digitizing city 
processes

By moving to an all in one online engagement platform, 
Denver was able to:

• Transition Parks & Recreation forms online
• Save nearly 7 hours on manual payment entries
• Increase registrations with over 320 forms 

processed
• Create additional forms for various city services
• Enhance accuracy with mandatory fields
• Reduce City Hall traffic and interruptions

Building Resilient Communities

The picture can't be displayed.



Building Resilient Communities

Walters
Population: 2381 (2022)
Elevation: 1066 ft

17

Streamline Citizen 
Engagement
Walte rs  s ta ff s truggle d  with c olle c ting  online  

payme nts  and  re laying  c ommunic a tion to the ir 

re s ide nts  until the y found the re  was  an e as ie r 

way
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Walter’s experience highlights 
the power of consolidating 
features and leveraging the 
right tech tools

By moving to an all in one online engagement platform, 
Walters was able to:

• Enable instant text and email notifications
• Provide a self -service portal for bills and payments
• Reduced phone calls, walk - ins and manual 

payment entries by 15%
• Modernized operations with public notices and 

forms

Building Resilient Communities



Empowering Local Government 
through Simple  Software  Solutions

Q&A

Vis it us  a t gWorks .com

Citizen Customer

Partner



Thank you!
Follow us on social

Empowering Local Government 
through Simple Software Solutions Visit us at gWorks.com
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