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Abstract 

New York City in the past decade has been expanding its e-government capacities to 

provide better and more accessible services to its citizens. Its effort has been widely recognized 

by multiple indexes and rankings, allowing New York City to become one of the top cities with 

e-government performance. However, citizens’ perception of the city’s online service 

contradicts the popular belief. The user satisfaction rate based on resident feedback survey 

states that only 64% of the users who use the city’s online service (nyc.gov) is satisfied with 

their experience. To validate the satisfaction rate of the feedback report, a new survey that 

measures user experience in accessibility, service availability, navigability, and security was 

conducted to assess the user experience satisfaction.  The result of the new survey confirms the 

sub-par satisfaction level of residents of New York. New York City’s effort in developing better 

online services needs to put more emphasis on enhancing user experiences to ensure citizens 

can harness digital initiatives implemented by the city. 

 

 

 

 

 

 

 

 



Kim Thesis 

 
 

1. Background 

Citizens interact with city governments on numerous occasions via multiple channels. To 

serve these citizens’ needs and desires, city governments have been expanding the array of 

service scopes and the way they deliver public service. Especially over the past two decades, 

cities have been improving their public service delivery through upgrading infrastructures and 

enhancing accessibility. As new horizons of technological improvements were made, services 

provided by public entities also evolved. Focus on traditional face-to-face or landline-based 

service has transitioned into an online service. From one-directional information delivery, 

citizen services have evolved to become more interactive and engaging. These changes invited 

citizens to make civil service engagement through online. Many citizens now use and rely on 

public online services to receive information on an identity document, to access tax services, to 

gain child support, and to get support for unemployment. Changing landscape now requires 

governments to offer efficient online services that cater and serve the needs of the citizen. 

Despite the need for improved services, public services are often dispersed and hard to 

navigate, creating confusion and inefficiencies. Without well-established and consolidated 

public services, constituents would wander around different online portals to locate the service 

they need. This endangers the government’s ability to provide public values to its citizens. 

 To better serve their constituents and promote public values, many cities have been 

placing more emphasis on e-government services that could help users navigate the service 

more efficiently. New York City, in the past two decades, has been focusing on delivering public 

values through improved e-government services. By consolidating services and by making the 

process more interactive and transparent, New York City was able to improve its public service 
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delivery. For example, in 2003, New York launched the nation’s largest and most 

comprehensive 3-1-1 service. After its introduction in 1997, 3-1-1 Service, nation-wide universal 

number for public services, was scaled up by different municipalities across the country. NYC 

311 service consolidated more than 40 separate city call centers and hotlines that provide any 

non-emergency services, government contacts, and information request 24 hours a day, 7 days 

a week. Over the years, NYC 311 evolved from a mere telephone hotline to being capable of 

taking requests on a digital platform. Starting from text messages to social media, it now allows 

web and mobile environments to serve as new points for contacts.  

As more services became digitized, new digital services started to add values to existing 

services. With open data/service, constituents can customize information and redistribute 

information. Also, consolidation of public services allowed 311 NYC to serve as a one-stop-shop 

for citizens to look up and retrieve information and services, providing improved accessibility 

and higher efficiency. However, despite these changes, services delivered in the public sector 

still lack capabilities that bolster constituent satisfaction. As shown in Figure 1 below, customer 

satisfaction was ranked the lowest for public sectors against all other private industries. 

 

 

 

 

 

 

 

Figure 1. Customer Satisfaction with Industries 
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Satisfaction status in New York City is persistent to the satisfaction level at the federal 

and state level. Despite a continuous effort to make improvements, NYC’s e-government 

services still lack features that satisfy user experience. Especially with many constituents now 

familiar with a high level of online service which private industries offer, e-government services 

delivered by city governments may not provide a similar level of service level and experience. 

This experience endangers citizens’ trust in the government, limiting the ability of the cities to 

carry out their policies. To cope with such a situation, New York City should aim to enhance 

their level of service delivery beyond current measures: the one-stop-shop model to a 

personalized service model. Advancing from the one-stop-shop model, the city government can 

adopt a personalized e-government service model that enhances citizen communication and 

interaction. Through this process, the city government can develop an ability to further infer 

and predict citizens’ behavior and even influence it. Personalized e-government portals, for 

example, provide citizens with exactly those services they need, supposedly increasing citizen 

satisfaction levels (Pieterson, van der Geest, & van Dijk, 2007). Implementation of personalized 

e-government services and satisfied citizens should support the city government to deliver 

public value, build trust, and make citizens abide by the law.  

2. Research Question 

This paper will investigate how New York City has been expanding its e-government 

services and how it is leading to a more positive citizen experience and satisfaction. Through 

analysis of current digital service capabilities and future plans of New York City, discussion on 

the current state of NYC’s online service capabilities and how they fare with citizen-satisfaction 
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will be made. If there is a gap between how the government delivers online service and how 

the user perceives the services provided, further investigation needs to be performed. 

i) How effective is New York City’s e-government service? Is the service resulting in citizen 

satisfaction? 

 

3. Theoretical Background and Literature Review 

3.1 Emergence of e-Government  

On October 1, 2013, HealthCare.gov was launched to provide healthcare to millions of 

uninsured Americans. After President Barack Obama signed the Affordable Care Act, also 

known as the “Obamacare”, on March 23, 2010, the administration spent the next two and a 

half years developing the HealthCare.gov website. On the first day of its launch, the website 

received 4.7 million visitors, but only six people were able to enroll. The website couldn’t 

handle the traffic, and other bugs prohibited the seamless operation of the website. It took 

more than three months to fix the issue. According to a report released by the Office of 

Inspector General in August 2014, the total cost including the planning and implementation of 

the website was close to $1.7 billion. Despite the time and resources spent on the website, the 

Obama administration’s effort to provide public services digitally was added to another 

“lengthy list of high-profile IT breakdowns.” Failure to provide public services through the 

digital platform not only increased the cost of the project but also failed to provide “public 

values” to its citizen. Public value, defined as “citizens’ collective expectations in respect to 

government and public services" (Twizeyimana, 2019), did not transcend to its citizen, building 

distrust in government’s policy implementation capability in the digital realm. 
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The government’s digital service is oftentimes referred to as e-government, is 

“commonly conceptualized as governments’ use of Information and Communication 

Technology (ICTs) combined with organizational change to improve the structures and 

operation of government” (Twizeyimana, 2019).  E-government in the 21st century serves as a 

channel to deliver, communicate, and gather information on government services. However, as 

noted with HealthCare.gov, the government has not been able to provide the desired level of 

services through its e-government. President Obama, after the failure of HealthCare.gov, 

remarked that “the government has done technology and IT terribly over the last 30 years, and 

fallen very much behind the private sectors” (Eggers, 2016) As acknowledged by President 

Obama, failing e-government projects “increase resistance for future e-government projects, 

due to the loss of credibility and trust in e-government as a mean for modernizing the Public 

Sector” (Twizeyimana, 2017). Since the incident, many efforts have been highlighted to improve 

the digital governance of the country. A new organization called the United States Digital 

Service (USDS) was formed by the federal government to carry out four critical missions. the 

four missions are: i) transforming critical, public-facing services; ii) expanding the use of 

common platforms, services, and tools; iii) rethinking how the Government buys digital 

services; iv) bringing top technical talent into civic service. These missions were soon 

transitioned into city governments. 

3.2 Public value in e-government 

To understand how public value is delivered through e-government, an underlying 

connection between e-government and public value needs to be investigated. Unlike profit-

driven private entities, government and public organizations serve people as constituents, 
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implying that the value created by e-government is distinct from that of the private sectors. E-

government implementation is driven by perceived value, which accounts for providing public 

value to people. According to Twizeyimana (2017), achieving public value in e-government 

should be understood as “the ability of e-government system to provide improved efficiencies 

in government, improved services to citizens, and social values such as inclusion, democracy, 

transparency, and participation.” Therefore, e-government should a people-centric 

development that focuses on value creation for its citizen. Castelnovo (2013) argues that 

“policies for e-Government can be evaluated according to their ability to increase the public 

administration’s capacity of producing public value for citizens as users, customers, 

policymakers and as an operator of public administration.” 

Delivery of public value from the government should be a strategic goal that embraces 

both social and political objectives. Objectives should encompass efficiency in public services, 

equality of constituents, social inclusion, openness, regeneration, and well-being of the 

community, and accountability (Chircu, 2008; Cordella & Bonina, 2012; Moore, 1995). Under 

the objectives of delivering public values, many e-government systems have been developed 

around the world. Along with technological advancement and movement toward open-

collaborative government, the public sector has been expanding its digital service capacities to 

accompany the change  

3.3 Evolution of public services 

Public service is a process through which the government distributes public values to 

carry out policies that support solving human problems to enhance citizens’ quality of life. Kim 

(2002) stated that public service refers to the comprehensive set of activities by the 
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government to supply resources and services to society, aiming to satisfy public desires. It is the 

fundamental justification of a government’s existence to differentiate public resources from 

private resources and use them to provide its citizens with public benefits and satisfy their 

needs (Roth 1987).  The overarching theme of public services remained consistent over time, 

but the way public service is delivered has evolved to fit the changing objectives and needs of 

the citizens. 

Goldsmith (2014) shares how the City of Boston has transitioned to a digital-savvy 

organization that supported more customer-centric and responsive services. From staffer’s in 

the mayor’s office answering phone calls for constituent requesting help, Boston, in the past 

two decades, established a centralized call center and 311 apps that allowed citizens to get a 

response faster and even track the progress of the request. The first major effort to transform 

public services was an integration of the CRM (Customer Relationship Management) system. 

The CRM system launched in October 2008 allowed the city to reach out to more citizens via 

online capabilities including live chat and self-service reporting on the city hall’s website. With 

increased capabilities, these changes “really only brought Boston up to the point where it 

required even more technology and more change, setting the stage for a project that would 

always.” Citizen Connect app is one of the initiatives that are not only providing interactive 

public services, but it also continues to expand its services to create a virtuous cycle that will 

generate “citizen trust and confidence.” After the successful implementation of the CRM 

system, the city has the vision to develop a truly personalized CRM system and step into the 

world of big data and predictive analytics, realizing the concept of retail government. This has 

become a trend for many other city governments.  



Kim Thesis 

 
 

Changes in approaches to deliver public service were not only influenced by changing 

needs but also affected by increased technological capacities. With the rise of online and 

mobile platforms, many services have transitioned to a digital platform, offering e-government 

services. With websites, mobile phones, apps, and text messaging, the ability to obtain 

information and contact government is easier than ever. These reduced barriers to entry, it 

offers an opportunity to uncover the factors that underlie government activity, civic awareness, 

and political response (Minkoff, 2015). However, expanded services are providing services 

digitally, do not always guarantee the delivery of public value. Without satisfying constituents’ 

needs efficiently and effectively, public services only endanger trust for the government. Thus, 

citizen-centered public service that enhances citizen satisfaction should be the primary 

objective. Governments need to adopt new and creative methods to respond to changes and 

redefine the conditions of their policy processes (Baek & Kim, 2017) and develop an e-

government system that can accommodate constituents’ needs and experience. 

Different scholars have been publishing works on the e-government framework. Many 

works of literature have also discussed topics related to the development of e-government over 

time and validating it to identify the variables that affect the level of e-government. For 

example, Gupta published a research paper that looks into how a flexible framework can be 

adapted to measure tangible and intangible benefits of e-government (Gupta et al, 2003). 

Gupta highlights the early stages of the e-government framework and provides information on 

how digital services have changed over time. Ingram uses regression and cluster analysis to 

examine variables that impose the most influence on e-government development. According to 

the study, population size, GDP, and regional competition demonstrated positive relations, but 
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“democracy level appears to have a more ambiguous status” (Ingram, 2018).  Distinctive e-

government frameworks were developed based on the perspectives of different scholars and 

professionals. As multiple e-government frameworks exist, efforts to evaluate e-government 

capabilities were approached with different methodologies and focus. 

3.4 Effort to evaluate e-government progress 

 One of the most acknowledged e-government evaluations is the United Nations’ e-

government survey. For the past two decades, the United Nations (UN) has been measuring e-

government development of the 193 member states through the E-Government Development 

Index (EGDI). Measured data were analyzed and published in the form of a survey report bi-

annually. The survey analyzes governments’ efforts across the globe towards increasing 

accountability, effectiveness, inclusiveness, openness, and transparency by assessing multiple 

features of the government platforms and their online services. Analysis of e-government index 

is comprised of three most important dimensions of e-government: scope and quality of online 

services (Online Service Index, OSI), development status of telecommunication infrastructure 

(Telecommunication Infrastructure Index, TII) and inherent human capital (Human Capital 

Index, HCI).  

As the UN’s e-government survey denotes, governments need to accommodate the 

efforts toward “increasing accountability, effectiveness, inclusiveness, openness and 

transparency” (UN E-Government Survey, 2018) in serving its people. However, the current 

structure of e-government development at the federal level demonstrates limitations in 

providing public values. Although federal and municipal governments focus on developing 

specific “functions and components that cannot be found at other levels of government” (UN E-
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Government Survey 2018). Local governments serve “the administrative purpose of maintaining 

the essential infrastructures and providing services, and on the other hand, it offers their 

citizens the possibility of active participation in decision-making.” More direct connections and 

impacts on citizens are made on the local level. In Europe, it is estimated that “50 to 80 percent 

of the interaction between citizens and government takes place at the local levels” (UN E-

Government Survey 2018). As a result, city agencies need to develop their e-government that 

caters to more specific needs, which can impact the day-to-day lives of the people.  

City governments are more suitable in providing public values as they provide services 

and programs that can directly impact the citizens. City agencies can much more effectively 

connect with their citizens by sharing necessary information and provide feedback on services 

and complaints. This means e-Government development in city agencies needs to be 

differentiated from that of federal agencies. Fundamental themes and other underlying 

principles and guidelines would not be much different, but specifics of programs served, and 

priorities should be different.  Having these differences, how can the city’s effort in developing 

e-government be measured? The application of current metrics from the UN could 

demonstrate an adequate level of evaluation for city-level e-government development. Its 

comprehensiveness would provide a meaningful evaluation as criteria used in a country-level 

which can be applied to city-level evaluation. However, in many instances, “collecting 

internationally comparable data at the local level is especially difficult, due to differences in 

political and economic systems” (UN E-Government Survey 2018). Due to methodological 

limitations, establishing comparative scores for city-scale e-government development is more 

difficult than that of the federal level.  
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Despite these limitations, the UN also attempted to evaluate e-government at a local 

level. Local Online Service Index that utilized 60 indicators was developed to assess the e-

Government service of the city. In the United States, New York City was selected as the sample 

city and ranked 15th among the 40 sample cities selected. Although New York City ranked high 

in the sample study index, further investigation and analysis need to be employed to 

understand the state of the city-level e-Government delivery.  

UN’s Local Online Service Index (LOSI), a multi-criteria index that captures e-government 

development at the local level, acknowledges that e-government at the local level requires 

more diversity in perception of the evaluation approach. UN states that unlike a global level 

index, “local e-Government metrics cannot be regarded as one-size-fits-all” and that “existing 

research indicates that they differ, to some extent, by municipality needs, operation and 

provided services.” As a result, to define an appropriate set of metrics, UN’s LOSI’s incorporates 

60 indicators from four categories: (i) technology, (ii) content provision, (iii) services provision, 

(iv) participation and engagement. However, despite the study’s effort to encompass diverse 

perceptions, comprehensiveness of its data collection and quality assurance approach remains 

in question. 60 indicators primarily focus on the availability of functions provided to users, 

limiting the scope of research. 

The current index primarily measures the availability of the city’s e-government services 

based on functionality provided to its citizens. “Each of the 60 indicators is ascribed a “value 1” 

if it is found in a city/municipality website, “value 0” if it is absent and nothing - if it is not 

applicable.” The values of these indicators are then summed up to calculate the municipality 

value. This method does not provide any information on how these services relate to 
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constituent satisfaction. Evaluating the availability of functions may serve as a first layer 

analysis that provides a general understanding of e-government capacity, but it fails to address 

the level of satisfaction that is associated with user experience. New York City’s e-government 

system, according to the UN’s LOSI index, is one of the highest-rated e-government systems. 

However, when we look at customer satisfaction levels for such e-government practices, the e-

government platform may yet have a sub-par performance on serving citizens and delivering 

public values. Therefore, to develop a more comprehensive evaluation tool for city-level e-

government development, (i) further evaluation of determinants of customer satisfaction needs 

to be performed and (ii) prioritization of features and functions based on the organization’s 

political-economic goals should be established. Once a holistic analysis of New York City’s e-

Government capabilities is achieved, further areas of improvement can be identified to 

enhance NYC’s e-government capabilities. 

3.5 Trend in e-Government service  

The government’s online services have been transforming as the needs and technology 

landscape changed over time. The evolution of public services resembles the services of the 

private industries. With the private sector leading the way in creating better user experiences 

through technology integration and advanced analytics capabilities, many city governments 

aimed to adopt these capabilities to their own. Like the case of a CRM system implemented in 

the city of Boston, private sectors provide insights on how an organization can provide better 

services to their customers. Many city governments now focus on consolidating existing 

services into one place to offer a better customer experience. However, simple consolidation of 

services offers marginal service improvement that does not satisfy the user’s experience much. 
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For instance, if a citizen is moving to a town, he or she may want to know how to register with 

the municipality and learn about waste collection time at the new address. Such services are 

provided by different agencies, but from a citizen will perceive them as part of one “event” 

(Pieterson, 2007). For example, NYC.gov has put together all different agencies on to NYC.gov 

portal, but the user is eventually directed to different agency’s website to further explore and 

access information. Like the case of NYC.gov, many city governments are engaged in providing a 

“one-stop-shop” model of service. A well-designed website with an efficient process of service 

consolidation will provide a more citizen-centric experience. 

According to PwC’s report on “Transforming Citizen Experience: One-Stop Shop for 

Public Services”, a more connected government comes from “seamless integration or joining 

up, of various agencies to provide services which are aligned to the complete customer 

journey” (Lai, 2012). The one-Stop-Shop concept enables citizens to have a single access point 

to information and service transactions. But even with the One Stop Shop model, many 

organizations faced challenges in improving customer experience and satisfaction. The one-

Stop-Shop model does not necessarily provide a point of interaction, which endorses a positive 

relationship between the user and the agency. In order to ‘survive’, both private and public 

organizations must build up a sound, longstanding relationship with their customers and 

citizens. That relationship is created and maintained by efficient and effective communication 

(van der Geest et al., 2005). Especially with private organizations, firms try to build a more 

personalized relationship with customers to lock-in users. On the other hand, public agencies 

do not have to emphasize building relationships to lock-in users. No alternatives for public 

services are available for citizens, despite lacking features or services.  The Weberian principle 
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states that “governments wield power over subjects, but that power is only theirs for as long as 

subjects allow it” (Weber, 1970). Thus, by improving relationships, the government will not only 

improve the level of constituent satisfaction but also increase the effectiveness of policy 

enforcement.  

Unlike many private companies whose goal is to improve customer relationships to 

improve sales, public organizations’ goal is to enforce the law. To build a better relationship, 

private companies provide more personalized services to differentiate and develop a 

competitive advantage over other firms. The concept of personalization can also make an 

impact on the public organization. Personalization has the potential to reorganize the way we 

create public goods and deliver public services (Leadbeater, 2006). This allows public 

organizations to deliver enhanced public values.   

For the government to unlock the value-enhanced customer relationship, a more 

personalized approach to serving its citizen must be established to truly improve one’s 

experience. As Pieterson describes, “the potential benefit of e-service is not realized when 

organizations treat each contact as if it were a first-time contact, requiring individual data as if 

they were not already provided on earlier occasions.” To increase satisfaction, an organization 

needs to provide more personalized/customized service through data collection and analysis. 

Re-use of data collected or provided on earlier occasions strengthens the relationship between 

user and organization (van der Geest, van Dijk & Pieterson, 2005). This collection and usage of 

the data is the beginning of personalized services. With comprehensive data set, city 

government agencies can offer personalized services. Article from GCN states that “there are 

two key factors that impact personalization: The organization’s specific goals and how 
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customers interact with the organization. Both should always be considered. Personalization is 

also iterative, evolving alongside a company’s goals.” Personalization is mutually beneficial to 

the user and the public organization. Users can expect to gain a better, seamless user 

experience that is dedicated to oneself. The governing agency will develop a capacity to gain 

insights about constituent behaviors and make an influence. Knowledge about the users can be 

applied to create programs and more persuasive strategies for policy implementation. 

4. Methodology 

In order to gain a better insight and develop comprehensive assessments for local e-

government development, NYC’s digital initiatives were researched and analyzed based on past 

and current initiatives that were implemented. After looking into established digital strategies 

and implementation, further assessment of how citizen-centric these services were made. To 

measure how citizen-centric digital services are, data on the constituent satisfaction level of 

NYC’s digital services were captured. Satisfaction rates were based on overall user experience 

using online services. This score provided information on how citizens perceive NYC’s digital 

services. Upon understanding the gap between implementation and perception, suggestions on 

e-government expansion were developed. 

 

 

 

 

Figure 2. NYC’s online service evaluation process 
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To understand NYC’s digital initiatives and strategies, reports, and plans from the 

Department of Information Technology and Telecommunication, and NYC.gov were studied. 

Also, information from council meetings and hearings was accommodated to gain information 

on the procedural structure of how such initiatives and strategies were developed.  

To further understand the effectiveness of New York’s implementation of its digital 

strategy, its online services will be measured against other U.S cities with recognized e-

government services. San Francisco and Boston were selected as study cities to be measured 

against New York’s online service delivery. This selection was based on e-government and 

smart cities ranking from multiple indexes. Selected cities’ performance on online service was 

then compared with resident satisfaction rate (%). Based on the residents’ feedback surveys 

published from each city, assessment on residents’ satisfaction in using city government’s 

online services was captured. This comparison allowed an evaluation of the gap between the 

city’s online service implementation with actual perceived benefits the users experienced. 

Finally, to validate the addressed gap between online service delivery and actual user 

experience, a separate survey was designed and conducted. The survey was designed to 

examine user experiences on the city government’s online services. From accessing and 

navigating services to requesting services, participants were engaged in multiple scenarios of 

activities to examine online capabilities and rate their experience throughout. Survey 

participants assessed their experiences in four different categories and the compiled score was 

transformed into a percentage so that the surveyed score can be compared to the satisfaction 

rate collected by NYC’s resident feedback survey. 
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5. Findings & Analysis 

New York City’s digital initiatives have been focusing on developing a citizen-centric 

service model. To be more constituent-centric, online services focused on creating services that 

are more accessible, open, and engaging. By doing so, the city government aimed to improve 

public trust and satisfaction for the government. As the medium for point of contact shifted, 

the government had to develop a reliable platform that serves the needs of the public. 

5.1 NYC Digital Initiatives 

5.1.1 Analysis of NYC’s Digital Roadmap: Bloomberg Administration 

On September 29th of 2013, New York City launched a new version of NYC.gov website, 

which had not been redesigned since 2003. The new site design featured people-centric 

functions that provided intuitive and data-informed interface. Easy navigability allowed users to 

locate and access information such as “important alerts, watch a Mayoral announcement live, 

make a 311 service request, get customized information about their neighborhood and discover 

new events and programs.” Other integration of services including social media connection, 

mobile app download, and city job application was also part of the renewed interface. More 

importantly, these functions were fully accessible from laptops, smartphones, and tablets. As 

Chief Digital Officer of the time, Rachel Haot noted, “a leading digital city demands a powerful 

digital platform to serve and inform its constituents. The new reimagined NYC.gov puts New 

Yorkers front and center, delivering unparalleled customer service, usability, and accessibility 

whether you are on a computer or mobile phone. From top requested information based on 

real-time analytics to improved search functionality, users will find exactly what they are 

looking for, faster, and more easily than ever before.”  
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The effort to redesign NYC.gov was realized by understanding its critical value. NYC.gov, 

with more than 25 million government engagement a year through more than 200 digital 

channels and with more than 35 million unique annual visitors to the website, served as a 

primary gateway for people to get information and connect with the government. However, 

preceding research on customer surveys highlighted an issue on navigability and accessibility. 

Comments from users stated that NYC.gov is “a little hard to navigate/ search” and “is 

overcomplicated and lacks consistency between departments, agencies, and services. I’m not 

suggesting that a cohesive visual brand needs to be developed and extended to each agency, 

but the website itself could be improved to quickly provide the correct path(s) depending on 

what the readers are looking for.” As a result, the Bloomberg Administration put redesign of 

NYC.gov as one of the first major milestones of its digital initiatives. Former Mayor Bloomberg 

stated that “NYC.gov is more than just a website – it’s how New Yorkers get information in the 

21st Century. Throughout our Administration, we’ve taken major steps to bring government 

and New Yorkers closer together. The new NYC.gov is the latest in our efforts to use technology 

to make it easier than ever before for New Yorkers to get information, request services, and 

find out what’s happening in their city.” Also, to support its core values, NYC.gov provides 

“services and programs in English, Spanish, Chinese, and Russian, including 160 documents 

from 17 agencies. In addition, 311 Call Center Representatives together offer phone assistance 

in an impressive 180 languages.” Along with higher accessibility, NYC.gov developed more than 

100 public applications that help streamline municipal processes.  

 To redesign NYC.gov, the city partnered with General Assembly to host a hackathon that 

invited more than 100 participants to collaborate and build prototypes for the city. Hackathon, 
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which was named as Reinvent NYC.gov, was one of the first of its kind in government. This 

process established “an effective template for sparking innovation, accelerating development 

and encouraging greater civic collaboration.” Winning designs were referenced in the City's 

official Request for Proposals (RFP) for NYC.gov update. 

The launch of the redesigned NYC.gov marked as an important milestone in NYC’s digital 

strategy. In 2011, Bloomberg administration devised NYC’s Roadmap for Digital City: Achieving 

New York City’s Digital Future that can implement a “citywide digital strategy that engages, 

serves, and connects the public, making government more efficient and citizen-centric.” NYC's 

digital road map highlights four major core values: Access, Open Government, Engagement, and 

Industry.  

i) Access: The City of New York ensures that all New Yorkers can access the 

Internet and take advantage of public training sessions to use it effectively 

ii) Open Government: unlock important public information and support policies of 

Open Government, New York City will democratize access to services, enable 

innovation that improves the lives of New Yorkers, and increase transparency 

and efficiency. 

iii) Engagement: improve digital tools including nyc.gov and 311 online to 

streamline service and enable citizen-centric, collaborative government 

iv) Industry: support a vibrant digital media sector through a wide array of 

programs, including workforce development, the establishment of a new 

engineering institution, and a more streamlined path to do business  

 



Kim Thesis 

 
 

5.1.2 Updates of NYC Digital Strategy: Bill de Blasio Administration 

As Mayor Bill de Blasio took office in 2013, updates on NYC’s digital strategies were 

presented. The first major initiative on digital was the creation of the launching of Digital.NYC 

as the official online platform, one-stop-shop was used to provide information on technology in 

New York City. Partnering with the New York City Economic Development Corporation, IBM, 

Gust, and more than 12 technology and media companies, Digital.NYC provided Information on 

resources for job hunters, startups, and investors. Another important milestone took place in 

2016. In 2016, New York City published and launched NYC Digital Playbook that outlined how 

the city will provide easier access to city services and how the city will use digital tools to 

strengthen communities. NYC Digital Playbook. Utilizing human-centered research and design 

methods, NYC combined “the ideas and insights collected from these residents, leaders, and 

experts to create the Playbook and elevate the most important opportunities for our City’s 

digital future.” This initiative is reflected in a statement Mayor de Blasio made in 2015. He 

mentioned that “the ‘good old days’ weren’t so good for a lot of people. In the analog age, too 

many voices weren’t heard... We must do better than that in the digital age. In fact, our job is to 

use digital tools to create more fairness, freedom, and opportunity than ever existed before.”  

To carry out its mission of providing easier access to city services and digital tools to 

strengthen communities, NYC devised a set of guiding principles to its commitment to creating 

a more equitable city.  All six principles encompass ideas to promote city services on the e-

government platform.  

1) Welcome All New Yorkers: We serve and empower residents from diverse language, 

ability, geographic, and socioeconomic backgrounds. 
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2) Make Government Simple: We proactively identify the most urgent and persistent 

needs of New Yorkers, then we design engaging, easy-to-navigate services that meet 

residents’ preferences and requirements. 

3) Listen and Respond: We develop accurate, responsive services by engaging 

collaboratively with New Yorkers, seeking their insights, and responding to people when 

they interact with us. 

4) Reach People Where They Are: We deliver services and information through channels 

that New Yorkers already use, and we build on existing resources in New York’s diverse 

communities. 

5) Protect New Yorkers’ Trust: We deliver services that are reliable and accountable; 

we keep New Yorkers’ personal data secure, and we’re transparent about how we 

use the information we collect. 

6) Build Collaboration: We help others better serve New Yorkers. We develop and share 

data and platforms to improve all the services City residents use. 

Most of the initiatives executed under Mayor de Blasio’s office, in many ways, aligns 

with Bloomberg’s approach. The overarching theme of the digital strategy development under 

de Blasio’s office remained consistent in the directional focus and to a certain extent, served as 

an extension of Bloomberg’s approach. For example, in 2013, Mayor Bloomberg created the 

Mayor’s Office of Data Analytics to support agencies to share data with each other and the 

public with tools to improve service delivery.  Under the de Blasio administration, New York City 

continues to invest in previously established analytics capabilities. The City uses data mining 
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and predictive analytics “to uncover mortgage fraud, expired business licenses, prescription 

drug abuse, and fire hazards.” City’s analytics team used a big data from various sources 

including illegal building conversions, foreclosures, rodent complaints, and crime rates to help 

NYC’s Department of Buildings to identify risky building conditions from 13 to 70 percent. 

Most of the digital initiatives outlined by current administration share similar values on 

how NYC can promote its digital capabilities. Continuous effort to make online services more 

accessible and efficient continued to be the major goal of the city. On top of accessibility and a 

more efficient process, de Blasio’s office highlighted two features that were less emphasized on 

Bloomberg’s office. On top of existing values proposed by Bloomberg’s Digital Roadmap, de 

Blasio’s offices expressed the importance of building trust and providing an interactive and 

seamless experience with constituents. The current office started to take a note on the 

importance of customer satisfaction and trust.  This could lead to more effective and efficient 

policy implementation, helping the city government to promote services that enhance public 

values. 

 

 

 

 

 

 

Figure 3. Comparison of NYC’s Digital initiatives 
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As discussed above, the values and principles proposed by both the Bloomberg 

administration and the de Blasio administration do not differ too much. They both emphasize 

on providing more accessible, open, collaborative public services. The key differentiating factor 

comes from the focus of service delivery. Bloomberg’s initiative focused on providing 

functionalities and features so that users can access services when needed. It was a single-

directional information platform, which simply provided services together. In order to improve 

lacking interactive participation, navigability, and standardization, de Blasio’s office, on top of 

providing features needed by citizens, focused on improving user experiences through 

interactive engagement and improved process. The notion of mass personalization or targeted 

audience makes the user experience more seamless, allowing increased customer satisfaction. 

Without improved satisfaction of the service, the citizens will not be able to build trust with the 

city’s plan. 

5.1.3 DoITT’s Strategic Plan 

In 2015, alongside the development of NYC Digital Playbook, Depart of Information 

Technology & Telecommunication published Strategic Plan 2015-2017, which corresponds to 

principles highlighted on NYC Digital Playbook. This strategic plan aims to support the outlined 

principles by executing strategies. Proposed strategies are actionable items that complement 

NYC’s digital initiatives. According to Anne Roest, Commissioner of NYC Depart of Information 

Technology & Telecommunication, “The DoITT Strategic Plan, 2015-2017, outlines the priorities 

underscoring our vision to be a more customer-centric service provider and technology steward 

for our City agency clients. This is an action plan developed around principles of collaboration, 
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accountability, and achievability – and it contains specific objectives to guide our progress in 

better facilitating access to technology, information, and public services to New York City 

residents, businesses, employees and visitors.”  

Highlights of strategic priorities include enhancing and improving services to offer more 

advanced and timely technology implementations and streamlined processes. The city will 

improve its process through streamlining information-gathering, providing better expectations 

and transparency around the process, and improving request prioritization and resource 

assignment. Also, by working with agencies across NYC, the plan intends to integrate and create 

uniformity in service delivery. Additional focus on human capital and robust technology 

investment were other key initiatives that supported the city to stay at the forefront of 

transformation. These activities are expected to provide support plans articulated by Mayor de 

Blasio’s digital initiatives and help the city to increase customer satisfaction. Six key priorities of 

the Strategic Plan include the following agenda. 

I. Enhance and Improve Services to offer more advanced and timely technology 

implementations and streamline processes. 

II. Expand Strategic Role with Agencies to be more aligned with their needs. 

III. Invest in Human Capital to cultivate and diversify DoITT’s talent resources to best 

deliver services.  

IV. Provide Robust Infrastructure to protect the City’s technology, telecommunications, 

and information assets and maintain service operations.  

V. Optimize Citywide Technology Administration to improve IT procurement options 

and vendor accountability and save the City cost and time.  
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VI. Facilitate Greater Access to Technology to engage all New Yorkers and expand 

broadband to underserved communities. 

These strategic priorities were classified into 58 actionable initiatives that aim to support the 

plan. Proposed initiatives and tasks focused on developing internal capabilities and developing 

a collaborative environment among different agencies. On the other hand, tasks relating to 

customer experience were not heavily emphasized.  

5.2  Measuring Success of NYC’s Digital Initiatives 

 

 

 

 

 

 

 

 

 

New York’s digital initiatives received high recognition from multiple sources that rank 

e-government and smart city capabilities. New York was ranked the highest among other US 

cities that were listed in the Top 50 Smart City Government Ranking and Cities in Motion Index 

2016 Ranking. Also, in IMD’s Smart Cities Index 2019 Ranking, New York City ranked 4th behind 

Boston, Washington D.C, and Los Angeles. As demonstrated, New York City’s efforts on 

* Based on global city ranking, only U.S cities were 

selected 

 

** Only technology indicator ranking portion of overall ranking was considered 

Figure 4. New York City’s e-government Rankings  
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developing e-government capabilities are being recognized and serving as successful case 

studies for other cities that are trying to improve their digital capacities and online services. 

However, citizens of New York City think otherwise. In a survey that was conducted in 

2008 and 2017 to evaluate “the current status of resident perceptions of quality of life and 

quality of local government service delivery of New York City residents.”  Both surveys were 

designed by New York City Mayor’s Office and Citizens Budget Commission (CBC). The first 

survey, Feedback: Citywide Customer Survey 2008, was designed by the Mayor’s Office “to 

gauge public perceptions of the overall quality of life in the City and the quality of local 

government service delivery.” With a similar objective, a new survey was repeated in 2017. For 

both surveys, National Research Center, Inc. was hired to conduct the research. For 2007 

survey, more than 130,000 households were randomly selected from all five boroughs and each 

of the 59 Community Boards and completed surveys were received from 24,339 residents. For 

the 2017 survey, nearly 72,000 households were randomly selected to receive the survey and 

9,873 households responded to the survey. 

The survey is constructed with four major categories: i) The Big Picture; ii) Quality of 

Life: Safety, iii) Quality of Life: Non-Safety, and iv) Quality of Services. Each category 

investigates specific indicators and how residents in New York City perceive them and how 

satisfied they are with the services. To understand user satisfaction of the online services 

provided by New York city, research on indicators for Quality of Services were utilized to study 

the overall perception of online services delivered by the City of New York.  

Two indicators, NYC.gov and 3-1-1 services, were selected to compare the changes in 

residents’ perception. According to the survey result in 2008, 75% (Excellent 20%, Good 50%)  
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of the respondents expressed positive ratings for the NYC.gov website (figure 3).  For 3-1-1, 

71% of the residents had a positive perception of the quality of services provided. However, 

satisfaction rating results for these two indicators in 2017 provided an unexpected outcome. 

Despite a decade long initiatives and improvements developed by two different mayoral 

administrations, ratings for both NYC.gov and 3-1-1 services dropped. 64% of the residents 

thought that NYC.gov services were either “Excellent” or “Good”, demonstrating a 9% drop 

from 2008. Even for 3-1-1 Services, there was a 7% decrease in ratings from customer 

satisfaction. 

 

 

 

 

 

 

 

 

 

 

Figure 5. Resident Satisfaction on Quality of Services - NYC 
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From Bloomberg’s administration to de 

Blasio’s administration, multiple plans and 

initiatives on expanding online services were 

developed. And many of them have been 

implemented or are in the process of 

execution. However, a decrease in resident 

satisfaction rating transcends different 

narrative. The rating demonstrates the opposite results from what the city government aimed 

to achieve. This becomes more apparent when user satisfaction ratings for other cities with 

highly performing e-government are compared. As shown in Figure 6, NYC’s user satisfaction 

rate on city governments’ online services is 64% This is below average compared to other top 

performing cities which have an average rating of 68%.  Especially compared with San Francisco 

and Boston, which are ranked similar to New York City in multiple indexes, NYC’s performance 

on user satisfaction is much lower. This could imply that NYC’s e-Government development 

including digitalization of services, higher accessibility, technology implementation, and open 

engagement did not transition into a higher customer service satisfaction rate (%). 

5.3 Verifying the Gap: Understanding the User Journey & Experience 

According to multiple indexes, NYC’s e-government service ranks very high on the list. 

The score does not translate into customer satisfaction at the service level. Discrepancies exist 

between metrics and user perception of online services. Different authorities use their metrics 

to evaluate the city’s online service capabilities. As a result, there is no single definitive measure 

of what constitutes good online service. Although there is no one ultimate solution, one feature 

Figure 6. User Satisfaction by city 



Kim Thesis 

 
 

is mission-critical: Customer experience. Without positive customer experience, it becomes 

more difficult for the public agency to carry out its mission. According to McKinsey’s research, 

positive customer experience “reinforces the other outcomes, and it is often the key to 

accelerating and enhancing critical agency outcomes across the board” (D’Emidio, 2019).  

Customers are nine times more likely to trust a government agency if they are satisfied with the 

service. On the other hand, dissatisfied customers are more than two times more likely to 

contact the agency multiple times for help, straining time, and resources. Also, dissatisfaction 

makes two times more likely that customer to publicly share their unhappiness through social 

media or calls to their public representatives. Therefore, user journey and experience should be 

assessed to understand the area of services that do not satisfy the users’ needs. 

5.3.1 User Journey on Government Online Services 

 

 

 

 

Citizens visit the government website to gain information, request service, or report an 

issue. These experiences on the government’s website can be categorized into four phases of 

the user journey. During her user journey, a citizen first identifies a need, discovers a method to 

fulfill the need, registers information to get the service, and interacts with the government to 

get final confirmation on service completion. For example, upon identifying a need to remove 

garbage on the sidewalk in front of the house, a citizen can seek information on how to remove 

Figure 7. User Journey on Government’s Online Service 
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garbage. He or she visits the city government website and searches for appropriate services 

that can fulfill the need. Once the user discovers the desired service, the user registers, and 

input necessary information such as location, the image of garbage, contact information, etc. to 

complete the service request. After submitting the request, the user gets a confirmation from 

the city website. Once the service is completed, the user receives another confirmation notice 

on service completion. However, city agencies incorporate different website design and 

features, making one’s experience on the website confusing and time-consuming. New York 

City, as noted on rankings of multiple e-government indices, ranks as one of the top-performing 

cities. However, as demonstrated in resident feedback surveys, customers who use online 

services do not seem very satisfied with their experiences. To understand the gap between 

online service implementation and customer satisfaction in different cities, further investigation 

on user-journey satisfaction on the government’s online service was performed. By utilizing 

four metrics of assessment, analysis based on survey result was developed 

5.3.2 Assessment of City’s Online Services 

In order to assess customer experience on the city’s online services, 11 people were 

asked to participate in a survey. Selected participants were students and young professionals in 

their 20s and 30s, who were familiar with requesting and completing service on a digital 

platform. Survey participants visited websites of three different cities that ranked high on e-

government indices presented previously. Three cities, New York City (nyc.gov), Boston 

(boston.gov), and San Francisco (sf.gov) were selected for the participants to rate their online 

experiences. Participants were asked to simulate three different scenarios of user journeys on 

the website:  reporting graffiti, reporting an issue on a sidewalk, and paying for a parking ticket. 



Kim Thesis 

 
 

After completing three different scenarios, participants rated their experiences based on their 

overall experience, which was segmented into four categories of assessment metrics. 

i) Service Availability: Are desired services integrated into the city website? 

ii) Accessibility: can users easily access the desired service? 

iii) Navigability: Are there tools and instructions that ease the navigation process? 

iv) Security & Privacy: Is the website secure and does it provide information on 
privacy policy? 

 
These metrics allow the users to identify if desired services can be found on the 

government website, access website and service using different options of technology and 

language, navigate the website without too much cumbersome experience, and be informed 

about security and privacy of the website. Each of the metrics included a subset of 

questionnaires that are tied to a point in the user journey. This allows the assessment to specify 

an area of user journey/experience that can be further improved. Participants rated their 

experience using a rating scale between 5 (strongly agree) and 1 (strongly disagree) to each 

question. Finally, to make scores comparable to each city’s feedback survey’s results, collected 

scores transformed into a percentage(%) scale by multiplying by 20 to the score.  

 

 

Survey results demonstrated similar outcomes to the resident satisfaction survey 

conducted by city governments. Survey participants’ satisfaction level on nyc.gov’s online 

service experience was 69%, which was slightly higher than the resident satisfaction survey’s 
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User 

Experience 
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Experience 
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Score (%) 64% 69% 83% 83% 83% 80%
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Customer 
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Figure 8. Government Online Service User Experience Satisfaction 
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64% satisfaction rate. Boston’s rating was at par at 83% and San Francisco’s result was slightly 

lower for the User Experience survey at 80% (vs.83%).  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 9. Government Online Service User Experience Satisfaction 
Category Questions nyc.gov boston.gov sf.gov

Are there multiple service options present on the 

homepage
4.82 5.00 3.91

Are there suggestions of top service request available for 

faster access and guidance?
4.45 4.55 3.82

Can the desired services completed on the same website? 3.09 4.09 4.27

Can the desired services completed online? 4.18 4.82 4.82

is FAQ or basic information available for guidance? 1.64 4.82 4.64

Are various functions in this system were well integrated? 4.73 4.73 4.73

Different modes (web, mobile, phone, social media, etc.) 

of access present?
3.45 5.00 3.64

Are there different language translation options provided? 5.00 1.91 4.64

Is the language intuitive and easy to understand? 4.18 4.55 4.55

Can report an issue without logging-In or signing-up? 5.00 5.00 5.00

Is it easy for people to learn to use the system? 3.82 4.64 4.64

Can the progress be saved for later? 1.00 1.00 1.00

Can users report a problem on the homepage? 5.00 5.00 4.27

Is 311 service easily searchable on homepage? 5.00 4.64 3.91

Can user use a search bar on homepage to look up 

information and use 311 service?
3.45 3.64 4.55

Is website easy to navigate? 3.45 3.64 4.45

Are service organized and presented in a layout that is 

user-friendly?
3.00 4.18 4.45

Does reporting process provided consistency in terms of 

layout and design?
2.91 4.27 4.55

HTTPS support? 1.00 5.00 5.00

Secured JavaScript 1.00 5.00 1.00

Does privacy policy pop up appear upon entering the site? 1.00 1.00 1.00

Is privacy policy link appear anywhere on the site? 5.00 5.00 5.00

3.46 4.16 3.99

69.26% 83.14% 79.83%

Average Score

Satisfaction (%)

Accessibility

Navigability

Security & Privacy

Service Availability
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To further understand the rationale behind the discrepancy in scores, the scores of each 

individual metrics were also examined.  Except for ‘Accessibility’ metrics, which NYC place 

heavy emphasis, other metrics including navigability and service availability lagged behind two 

other cities. The average satisfaction rate of ‘Accessibility’ metrics nyc.gov, boston.gov, and 

sf.gov were 75%, 74%, and 78% accordingly. However, there were larger gaps among ‘Service 

Availability’ and ‘Navigability’ metrics. For ‘Service Availability’, NYC scored 75%, but Boston 

and San Francisco performed at an average of 93% and 87%. Also ‘Navigability’ satisfaction 

scores for NYC were 76%, which was lower, compared to Boston and San Francisco’s 85% and 

87% satisfaction rate. These findings suggest that users of the nyc.gov find public services 

provided online are not as seamless and efficient relative to other online services provided by 

Boston and San Francisco. The results align with strategic initiatives of NYC’s digital plan that 

promotes accessibility of nyc.gov through technology implementation, language support, and 

service collaboration. 

5.4 Understanding the Gap 

5.4.1 DoITT’s Strategic Plan Progress Report 

Users of online services are less satisfied with nyc.gov because the site lags behind 

“navigability” and “Service Availability”.  Such measures were a result of digital initiative 

implementation priorities that were established by the city. According to the Strategic Plan 

Progress Report published in 2015 by the Department of Information Technology and 

Telecommunication, which entails information on status and progress of 58 initiatives, 

initiatives that were “delayed” or “at risks” were related to measures such as customer 

satisfaction and agency collaboration & participation. Of the 58 initiatives, 8 initiatives were 
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achieved, and another 35 initiatives were on track. However, the remaining 15 initiatives were 

either “At risk”, “critically delayed” or “reconsidered”.  Based on incomplete/delayed initiatives, 

Achieved or on-target initiatives were related to internal process and structure improvements 

or tasks that could be done within the DoITT’s internal capacity. On the other hand, the 

majority of the incomplete/delayed tasks are related to developing external participatory and 

collaborative capacities that could expand customer relationships, thus improving the level of 

satisfaction.  

Incomplete/delayed initiatives were classified into four different categories to 

distinguish the focus of initiatives. Categories fall under Customer Service, Participation, Agency 

Collaboration, and Process/Structure Improvement. Based on the concentration of the 

category, progress on digital initiative could be measured and further analysis will be made. 

Table.1 demonstrates 15 initiatives that were delayed or faced some changes along the way.  

 

 

 

 

 

 

 

  

Table.1 Strategic Plan’s Incomplete/Delayed Initiatives  
Initiatives Description Status Type of Initiavies 

Improve Citywide Service Desk: 

Customer Satisfaction

Improve the customer experience of interacting with and obtaining 

services through the Citywide Service Desk
At Risk Customer Service 

Update and Enhance 

Configuration Management 

Database (CMDB)

Asset User Information

Update the CMDB with detailed user and relationship information for 

DoITT-hosted assets to improve communications and transparency into 

service delivery

Delayed Customer Service 

Integrate Prototyping 

Processes

Incorporate prototyping tools and methodologies into the design cycle, 

provide prototypes more widely in projects, and better integrate 

usability testing.

Delayed Participation

Create Agency Report

Deliver regular reports and updates to CIOs, giving an overview of each 

agency’s active DoITT portfolio and facilitate regular discussions on 

ongoing and planned projects

At Risk
Agency Collaboration 

Participation

Conduct NYC IT Community 

Forums

Build upon forum series to share knowledge and best practices on 

targeted technology topics across the City, leveraging the expertise of 

technologists across agencies

At Risk
Agency Collaboration

Particiaption

Support Interagency Data 

Sharing

Sustain and enhance data sharing programs across City agencies 

through the upgrade of DataShare and coordination of strategic 

projects

At Risk Agency Collaboration

Create Technology Solutions 

Library (formerly known as 

Technology Reference Model)

Improve communication regarding products and tools that DoITT 

supports, considers emerging, or plans to sunset and encourage 

agencies to share their implemented products in order to promote cost-

efficient technology solutions and information sharing

At Risk
Agency Collaboration

Particiaption

Enterprise Architecture Portal 

and Tools

Collaborate with agencies to share experiences on widely used 

technologies; disseminate information, tools, and materials to promote 

re-usable solutions and minimize citywide cost

Reconsidered Agency Collaboration

Build On the Lightning Track 

(BOLT)

Implement an expedited process to deliver project requests that meet 

a set of predefined criteria faster
Reconsidered

Process/structure 

Improvement
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As displayed, most of the delayed initiatives were related to tasks that required better 

customer support, collaborations from other agencies, and other increased public/private 

participation. Lacking initiatives demonstrate alignment with survey results. As survey results 

addressed, lagging capacities on navigability and service availability are closely related to 

lacking customer support and collaborative capacity. Without improving customer support and 

fully incorporating multi-agency collaboration, the city government cannot successfully 

establish an e-government service that utilizes features and experience users demand.  Further 

progress on these initiatives needs to be measured to understand the level of commitment 

toward establishing customer-centric online services.  

Study IT Positions and Salaries

across the City and Industry

Conduct a review of IT positions to create more accurate and 

consistent salaries and job descriptions across City agencies
Reconsidered

Process/structure 

Improvement

University Project Delivery 

Collaboration

Partner with a local academic institution to engage students on a 

substantive project for a City agency, with DoITT mentorship and 

guidance

Reconsidered Participation

Create Shared Data Center and

“Best Practices”

Continue to streamline data center operations for

greater efficiencies and establish “best practices”

to ensure greener operations and resiliency

Delayed
Process/structure 

Improvement

Improve Public Key 

Infrastructure

Automate and simplify the management of security certificates for City 

applications to address key challenges and enable more effective and 

secure data handling

At Risk
Process/structure 

Improvement

Facilitate Citywide Information

Technology and Consulting

Contracts

Facilitate the ability for agencies to more effectively obtain IT 

professional services from vendors with established Citywide contracts
Delayed Agency Collaboration

Enter into New Telecom 

Master Service Agreements 

(MSAs)

Negotiate with telecom providers when entering new contracts in 

order to ensure affordable and resilient service
At Risk Participation
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5.4.2 City Government’s Plan & Actions 

As noted earlier, many initiatives on online services were focused on developing online 

service capabilities and making these services more accessible. From redesigning NYC.gov to 

providing more broadband access, NYC focused on inviting users to a newly designed portal. 

Earlier stages of improvements dedicated resources on building technological infrastructures to 

allow citizens to access the service. These initial approaches serve as prerequisites for achieving 

the goal of i) being open, citizen-centric government, ii) leveraging experts on usability, and iii) 

designing processes based on usability and user needs. As a result of initial actions, an annual 

unique visitor to NYC.gov increased to 35 million in 2015 from 25 million in 2011. Starting with 

the redesign of the portal, NYC.gov has been continuously updating its features to improve 

usability and streamline resources. Despite these efforts, many users still find the portal hard to 

navigate, making the user experience on the website less than stellar. Further analysis of user 

feedback on NYC.gov needs to be researched to identify the source of dissatisfaction of service.  

5.4.3 Shift in Technology Landscape 

Not only did the city of New York emphasized improving access to online services but 

the changing landscape of personal technological assets also played a critical role in 

accessibility. With the increased use of smartphones and tablets, more access points to the 

government’s online platform were created. According to Statista, the number of smartphone 

users in the United States increased from 62.6 million in 2010 to 246.6 million in 2017, the year 

when a citywide feedback survey was conducted. Also, according to the Forrester number of 

tablets sold in the US, it increased from 10.3 million in 2010 to 82.1 million in 2015. Based on 

this exponential growth in mobile technologies, citizens gained multiple ways to access online 
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services. However, with more user access, the level of service satisfaction decreased. When an 

initial citywide feedback survey was conducted in 2008, the city of New York did not have to 

allocate resources on a mobile platform. With a single entry point to NYC.gov, there were fewer 

issues on usability and experience. With an increased number of platform and OS settings, 

there are now requirements for multiple layers of management and resource allocation. 

Multiple offerings ended up diversifying the resources, affecting customer satisfaction ratings. 

5.4.4 Evolution of Online Services 

With the advancement of personal devices, other technological improvements users of 

online services have become accustomed to personalized services that are catered to them. 

Users of Amazon, Netflix, and Google are now familiar with services that are customized for 

them. With improved infrastructures to collect and manage data, more advanced analytics 

capacities are helping these private companies to provide targeted personalized services. On 

the other hand, not many government portals possess the ability to provide personalized 

services. Many public online services have consolidated aids to offer one-stop-shop capabilities, 

but not many have utilized advanced CRM techniques to create personalized services. With 

more users accustomed to personalized services on online platforms, experience on the current 

NYC.gov portal may hinder optimal user experience that the city government hopes to offer. 

6. Discussion  

New York City’s digital strategies on e-government services feature characteristics of a 

well-designed platform. From making the online services more accessible to engage with other 

agencies, NYC.gov has developed features that can provide users what they need. The term 

“citizen-centric” appears frequently in many of the city’s proposals and initiatives. This 
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demonstrates that New York City is making an effort in developing “citizen-centric” services 

that focus more on improving access and providing necessary services on a single platform. On 

the other hand, New York City’s effort is perceived rather differently from the citizens who use 

the service. Analysis based on a user experience survey supports the city’s lacking capacity in 

providing citizen-centric services. 

The survey conducted confirms the results of the resident feedback report conduct by 

the city. Survey results showed a 5% increase (69% vs. 64%) in the user satisfaction rate 

compared to the satisfaction rate published in the resident feedback report. This difference 

may be a result of multiple factors. First, the timing of the survey conducted could have allowed 

the city to improve its online service capacity. The resident feedback survey was conducted in 

2017, which provides a three-year gap between the current surveys that was conducted in 

2020. Second, the difference in sample size may have led to skewed results. Only 11 

participants were able to conduct a survey for this analysis. With a small sample size, it is hard 

to provide a definitive conclusion. Finally, there may be a potential bias in selected participants. 

As mentioned previously, participants were in their 20s and 30s who were familiar with web-

browsing and using online services. Since they are more digital-native then potential users of 

government services, participants of the survey could have had a different set of standards 

compared to potential users. Therefore, without addressing these factors, survey results cannot 

provide a comprehensive analysis of the current status of New York City’s online services. 
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7. Conclusion 

New York City has been focusing on expanding its e-government capacities to support 

“New Yorkers to get information, request services, and find out what’s happening in their city.” 

To achieve such a mission, multiple strategic initiatives and agencies have worked together 

during the past decade. City agencies worked on improving accessibility, consolidating services, 

streamlining the process to make NYC.gov a better online portal for all. However, despite the 

city’s effort to enhance the online service, citizens’ satisfaction on nyc.gov’s online services 

retreated. Survey results on user-experience satisfaction rate highlight lagging performance on 

navigability and service consolidation, limiting user experience when using online services. This 

implies that an effort to provide improved features and services did not necessarily translate 

into a positive user experience. New York City should consider ways of developing citizen-

centric services through improving user experiences. Providing necessary services with better 

navigability will help enrich the user experience and journey. By doing so, 35 million visitors to 

the website NYC.gov will have a more positive experience. With an improved perception of 

online services, the city can ultimately build a higher level of trust that will support the city on 

executing future projects and policies. 
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Appendix 1 – UN E-Government Survey: Local Online Service Index Criteria 

Technology Browser compatibility 

Ease of portal finding 

Portal loading speed 

Mobile device accessibility 

Navigability 

Internal search mechanism 

An internal advanced search mechanism 

Alignment with markup validation standards 

Alignment with display standards 

Alignment with accessibility standards 

Customization of display features 

Foreign language support 

Content Provision Contact details 

Organization structure 

Names and contacts about heads of departments 

Municipality information 

Budget related information 

Information about procurement  

Information about procurement results 

announcements Information about provided services 

Information about municipality partnership with third parties 

Facilitation of free internet access 

Health information 

Environmental information 

Education information 

Social welfare information 

Sport and culture information 

Privacy policy 

Open data policy 

Open data provision 

OGD metadata 

Smart cities initiatives 

Use of emergent technologies 

Online user support 

Guiding information on online services use 

Links for government agencies 

Statistical data and studies provision 

Evidence of portal content update 

Service Provision Portal authentication 

Personal data accessibility 
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Personal data updating 

Municipality responsiveness to emails 

Delay of email response 

Quality of email response 

e-Procurement service 

Police online declaration 

Address change notification 

Online application for residency 

Online building permit 

Online vacancies 

e-Payment 

Participation and 
Engagement 

Real-time communication 

Feedback/complaint submission 

Online deliberation processes 

Social networking features 

Reporting of occurrences in public spaces 

Participatory budgeting 

Participatory land-use plan 

Announcement of upcoming e-participation activities 

Feedback about consultation processes 
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Appendix 2 – 2017 Citywide Resident Feedback Survey Result on NYC.gov 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Kim Thesis 

 
 

Appendix 3 – 2017 Citywide Resident Feedback Survey Result on 3-1-1 Services 
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Appendix 4 – Citywide Resident Feedback Survey Result on Overall Customer Service 

 

 

Improving customer experience 

government agencies collect operational data that are extensive and detailed but tend to end 

up substantially underused as a source of insight into the customer experience. These data span 

the full spectrum of interactions between individuals across channels. They include customer-

touchpoint surveys as well as measurements such as processing time and the number of times 

a customer is handed off during a journey—metrics that represent the underlying measures of  
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Appendix 5 – Survey Results of Customer Satisfaction by City (nyc.gov) 
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Appendix 6 – Survey Results of Customer Satisfaction by City (sf.gov) 
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Appendix 6 – Survey Results of Customer Satisfaction by City (boston.gov) 
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