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Engagement Ecosystems



What we'll cover

v What is an Engagement Ecosystem?@
v' Whois it fore
v How to implement it

v' Ecosystems in practice
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Register for the free hands-on Workshop!

Learn how to develop an
engagement ecosystem

including strategies and best practices —
fo make sure your agency'’s decisions are
informed by the needs and perspectives
of all members of your community.

When: Thursday June 15
Time: Time: 11:00 a.m. ET | 8:00 a.m. PT

Register here:
granicus.com/resource/webinar-rise-of-the-
engagement-ecosystem/

granicus.com



What is an Engagement Ecosystem?

Communications

Engagement

User Experience Strategy Development

@ granicus.com



Why develop an Engagement Ecosystem?@

When you consistently engage with your community, you'll...

— S
L = @
Quickly & efficiently Gain insights Drive outcomes that
answer questions align with your goals
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Shiffing Paradigms

Old way

Long-term, macro-engagements
with decisions made at the end

Risk

New way

A mix of micro and macro-
engagements with decisions made
along the way

—
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City of
Monterey:
Roadmap to
Commercial
Cannabis

Webinar: Roadmap to Commercial
Cannabis with the City of Monterey |

EngagementHQ Sandbox
(ehg4developmentreview.com)
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https://ehq4developmentreview.com/retail-cannabis
https://ehq4developmentreview.com/retail-cannabis
https://ehq4developmentreview.com/retail-cannabis
https://ehq4developmentreview.com/retail-cannabis
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Poll: Is your agency or are you...

1.
2.
3.

Dealing with a disgruntled community?
Having trouble prioritizing your roadmap?

Working in silos with no shared
understanding of key community groups?

. Have a history of poor program adoption

and want to find out why?
All the above

None of the above
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Engagement Ecosystem Phases

granicus.com
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Define | Identify the most relevant trends

Government agencies have access to many data resources that help identify
opportunities with the greatest impact:

ORNOBNONNORBNO

Running
community
visioning projects

Talking to Feedback from Reviewing Analyzing
people call centers social media website data

granicus.com 14
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Define | Prioritize volume streams
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Define | Crystallize value positions

4 A

Example #1

Ease of access

Regardless of their interaction with us,
customers should experience the simplest
path to getting something done and clearly
understand what's needed, including the

options and entitlements available.

- /

granicus.com

-

Deliver customer value

All products and services offered by the

Example #2

organization should deliver adequate value
to customers. They should also be effective,
responsive, and reliable, resulting in the

best outcome.

N

~

/
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Poll: User Journeys...

1. I use them all the time in my current role

2. I'm aware of what a user journey is, but I'm
not sure how it applies to my current role

3. I'm aware of what a user journey is, but
they don't apply to my current role

4. What is a user journey?
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Human-centered Design | Performance.gov
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https://www.performance.gov/cx/hcd/

granicus.com

Request for Approval under the “Generic Clearance for Improving
Customer Experience: OMB Circular A-11, Section 280
Implementation”

(OMB Control Number: XXXX-XXXX)

TITLE OF INFORMATION COLLECTION: XXX

PURPOSE OF COLLECTION:

What are you hoping to learn / improve? How do you plan to use
what you learn? Are there artifacts (user personas, journey
maps, digital roadmaps, summary of customer insights to inform
service improvements, performance dashboards) the data from this
collection will feed?

XXX

TYPE OF ACTIVITY: (Check one)

[ ] Customer Research (Interview, Focus Groups)
[ ] Customer Feedback Survey
[ ] User Testing

ACTIVITY DETAILS

1. How will you collect the information? (Check all that apply)
] Web-based or other forms of Social Media

] Telephone

] In-person

] Mail

] Other, Explain

e e

2. Who will you collect the information from?

Explain who will be interviewed and why the group is appropriate
for the Federal program / service to connect with. Please
provide a description of how you plan to identify your potential
group of respondents and if only a sample will be solicited for
feedback, how you will select them(e.g., anyone who provided an
email address to a call center rep, a representative sample of
Veterans who received outpatient services in May 2019, do you
have a list of customers to reach out to (e.g., a CRM database
that has the contact information, intercept interviews at a
particular field office?)

ICR-Information-Collection-Request-Template-Al1-Section-280-Clearance-2020-09-25.docx (live.com)
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https://view.officeapps.live.com/op/view.aspx?src=https%3A%2F%2Fwww.performance.gov%2Fassets%2Fcx%2Ffiles%2FICR-Information-Collection-Request-Template-A11-Section-280-Clearance-2020-09-25.docx&wdOrigin=BROWSELINK
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A human-centered approach to government | Performance.gov
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https://www.performance.gov/cx/projects/
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Design | Map the user journey
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gBuiId | Seamless Experience

// \
[
: Outcomes Delivered
|
LOO Bins & Rubbish - City of I
|
: @ Identify bugs, UX issues and operational
. ! bottlenecks as soon as they happen.
Eoxd ) ) ) !
e A PointRusSe” Q_ Find almost anything on our website :
|
: Track and quantify progress on impact
. . after addressing issues.
Thank you for your bin request :
. | o . .
BeqUeRtEscened | Triage emerging issue before they
You sh::u;d rz;eiv:aconﬁrmanon via email shortly with the estimated delivery times for the new bin(s) and a PDF of your request (See o : become blgger problems
sample(PDF, 30K8)). 1
We will keep you posted by email on the status of your request. :
Experience Survey : @ VO“dOTe hypOTheSIS for pOOF feOTUI’eS /
1 How was your experence? . service adoption
|
® © & & & l
Very Unhappy Unhappy Neutral Happy Very Happy |
|
l
\
\\ ____________________________________
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Nurture | Communication
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Nurture | Agile Ethos

Creating a flexible operating model is critical to achieving success with an engagement

ecosystem. The model must be capable of:

Contfinuously rolling out Maintaining a “50-foot view”
new improvements of the value proposition

@ Addressing failures @ Exploring new areas and

pivoting the focus along the way
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Use Cases | City Manager

Job to be done: When a city manager is making decisions about program priority,
they want to make sure their choice serves the community so they can avoid public
scrutiny and drive successful adoption.

CSAT Survey

1. Overall, how satisfied are you with your
most recent interaction with council?

O Extremely satisfied

(O Somewhat satisfied

O Neither satisfied nor dissatisfied
O Somewhat dissatisfied

O Extremely dissatisfied

1.What are the most essential changes you would like to see occur in
Futureville over the next 20 years?

Please add your comment here...

0/255

Benchmark satisfaction

granicus.com

Supplement community visioning

Ovutcomes Delivered

Get arapid and rich understanding of
community needs

@ Confidently plan and prioritize roadmap

@ Respond to service issues faster

Validate hypothesis for poor program
adoption
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Use Cases | Comms

Job to be done: When a Communications Director is developing a brand, messaging
or campaign strategy, they want to understand their audience so that it is
representative, impactful, and actionable for them.

What would you like to see more of
in the podcast?

Interviews
Current Afairs

Council Vision

View Results

Crowdsource content creation

granicus.com

Engagement Digital Savvyness Council Sentiment

+ Squeaky wheels - Laggard + Disguntled - Hates council
« Typical consumer + Familiar with tech + Neutral

+ Hard to Reach + Tech-savvy + Appreciates council

Use input to segment community & personalize comms

Ovutcomes Delivered

Understand and quantify community pain
points

© Easily receive and share community
stories

Uncover themes to verify and refine
positioning

@ Identify key segments and what matters
to them
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Use Cases | Planners

Job to be done: When Planners oversee development proposals, they want to
ensure they meet community input requirements so that projects gain community
support and receive city / council approval.

Climate Action

1. Which clean energy source would you like
to see Futureville invest in?

O wind

O Solar

(O Geothermal

Build a database of community preferences

granicus.com

Outcomes Delivered

Get arapid and rich understanding of
community preferences to inform strategy

Confidently plan and prioritize
development milestones

Validate hypothesis for growth

Streamline the population of reports and
proposals

@ © @ @

NN
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Use Cases | Digital Teams / IT

Job to be done: When digital teams make a change to the website or service offering,
they want to use data fo assess the impact and optimize it over time so that they can
make decisions that improve the end-user experience.

-
iEE Cityof
,PomtRusseIl

Residents Business C i Ds

Home / Residents / Garbage & Recycling / RequestaWaste Bin / Thank you for your bin request

Thank you for your bin request
Request Received

You should receive a confirmation via email shortly with the estimated delivery times for the new bin(s) and a PDF of your request (See.«

50mple(EDF, 30KE))

We will keep you posted by email on the status of your request.

Experience Survey

. How was your experience?

Very Unhappy Unhappy Neutral Happy Very Happy

Measure sentiment on key workflows

granicus.com

Additional Information

*Age Range: |- Select One - v
*Gender: |- Select One - v

Thank you for taking part in our budget simuiation trial. Please note that the information you
submit using this trial simulator does not constitute direct feedback to the Annual Budget
2022/2023. process.

Balancing Act Exit Survey

We're committed to improving the digital user experience on our online
platforms. Tell us about your experience!

1. How useful was the Balancing Act tool in helping you understand *
the budget?

Not useful Somewhat Useful Very useful

2. Is there anything else you wish to tell us about the Annual Budget *
in relation to the Balancing Act tool?

™

1eCAPTCHA
Prvacy - Tems

* Indicates a required field Cancel | [ submit J

I'm not a robot

Test & learn new technology

Outcomes Delivered

Identify bugs, UX issues and operational
bottlenecks as soon as they happen.

Track and quantify progress on impact
after addressing issues.

© Triage emerging issue before they
become bigger problems

Validate hypothesis for poor features /
service adoption
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Success in action | Manchester CT

granicus.com
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Don't guess. Know.

granicus.com Confidential & Proprietary 31



Feature Showcase | Project Finder

Helpdesk arficle found here

granicus.com
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https://helpdesk.bangthetable.com/en/articles/2938484-project-finder-embed

Feature Showcase | Engagement Embeds

Helpdesk arficle found here
granicus.com
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https://helpdesk.bangthetable.com/en/articles/4429757-sharing-your-quick-poll-and-survey-with-engagement-embeds

Feature Showcase | OpenCities Connector

Quick Start Guide found here
granicus.com
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https://granicus.sharepoint.com/:w:/g/departments/Marketing/EaQsMME0JA9MtTSkqunktbYBI6oLs2T3H8FvfktG97sv0A?e=tgIaC4

Feature Showcase | govDelivery Connector

. Helpdesk Article Found Here
granicus.com
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https://helpdesk.bangthetable.com/en/articles/3394316-govdelivery-integration-configuration

Thank you! \





