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Providing a quality digital experience is essential to 
deliver government services today. All too often, 
however, finding and accessing relevant government 

information and services online remains confusing and 
frustrating for community members of all ages.

That’s because many jurisdictions have deployed digital 
tools and services piecemeal over time, leading to user 
experiences that vary widely across departments. These 
fractured and often outdated technologies do not meet 
the public’s expectations or needs, particularly if they 
are not mobile-friendly. Older technologies also preserve 
organizational silos, preventing crucial data sharing 
across departments.  

Two cities are using solutions from Tyler Technologies, Inc. 
to address these challenges, one with a mobile app for city 
information and services, and the other with a web portal 
to access municipal data. As these cities show, a single app 
or portal can deliver significant benefits when implemented 
across all departments. This enterprise approach helps cities 
and counties meet evolving user expectations, simplify work 
for staff and make the best use of uncertain budget resources.

TYLER, TEXAS:  
AN APP FOR COMMUNITY 
CONNECTIONS
Like many local governments, Tyler, Texas, offers a web 
portal for residents to report city maintenance issues and 
other problems. But city leaders knew they needed to 
respond to growing resident reliance on mobile devices. 
Their answer was a customized mobile app known as 
MyTyler, built on MyCivic software from Tyler Technologies 
running on the Amazon Web Services (AWS) Cloud. 

The app initially was designed for reporting and tracking 
resident issues, with MyCivic software providing integrations 
to the city’s enterprise resource planning (ERP) system. 

“Integration is very important for us because nobody 
likes to enter data multiple times,” says city CIO Benny 
Yazdanpanahi. 

MyTyler quickly became popular with the public, prompting 
residents and community groups to ask for more information 
and capabilities. In response, the city has continually added 
features to the platform.

“MyCivic gave us capabilities beyond just collecting 
the online issue report and opening a ticket,” says 
Yazdanpanahi.

Today, the MyTyler app delivers a broad range of content 
and services, including:

 Real-time traffic and transit maps
 A tool to request or change city water service
 Information about the city’s elected officials, boards and  

 commissions, and departments
 Current news bulletins and social media posts,  

 including video
 A calendar view of city updates, holiday closures and events
 Park and bike route locations
 Local business listings by category, useful for both  

 residents and visitors
 Access to city ordinances

These capabilities led to a 2018 Texas League of Cities 
Municipal Innovation award for the MyTyler app.

Customized with the city’s unique branding, the app is 
promoted through the city’s website and news magazine, 
as well as decals on city vehicles. Posters display 
scannable QR codes that help users download the app 
to iOS and Android devices. As of late 2020, the app had 
been downloaded more than 6,800 times.

City leaders point to multiple benefits from implementing the 
MyCivic solution and creating a mobile app.

Cost savings. The app saves money by reducing the 
volume of phone calls coming into city contact centers to 
report issues. In some cases, departments have reassigned 
employees previously dedicated to call handling. Also, 
implementing MyCivic enterprisewide lets officials use a 
single app to better serve residents while making smart use 
of the city’s promotion budget. 

Faster, easier updates. Having a single place to update 
information — whether general content or for a specific 
ticket — simplifies work for city IT and communications 
staff. For example, during the COVID-19 response, news 
and social media updates were automatically cross-posted 
on the app to maximize reach. Targeted push notifications 
alert app users to urgent messages from the city and can 
be tailored to specific neighborhoods.

Improved community perception. Constituents benefit 
from enhanced access to timely and accurate information 
in the app or on the city website. Residents can use 
the app with confidence because all communications 
between MyTyler and internal city systems flow through a 
secure API.

Although MyCivic provides a single solution for all city 
departments, it can be implemented gradually. The 
city of Tyler rolled out new capabilities incrementally, 
making the experience easier for both community 
members and staff.



Now the city has plans to add even more features to the 
app, including work-order tracking for the traffic department, 
enhanced mapping for city parks, time schedules for school 
buses and garbage pickup, and pop-up messages containing 
community information or business promotions based on  
a user’s current location.

Ultimately, city leaders say the MyTyler app helps them 
deliver municipal services the way residents prefer.

“The more information you can provide to a resident 
without needing them to call, the more satisfaction they’ll 
have with their government,” says Yazdanpanahi.

CITY OF LOS ANGELES:  
OPEN DATA PORTAL PROMOTES 
COMMUNITY ENGAGEMENT 
Local governments collect massive amounts of valuable 
data that should be shared with residents and stakeholders. 
The challenge: How to provide easy, reliable access to this 
data when it is scattered across multiple departments using 
different formats and update schedules.

For the city of Los Angeles, this challenge required a 
solution for publishing around 1,800 datasets aggregated 
from all city departments. Some of these datasets are static 
and some, such as 311 data, are updated in near real-time.

Today, residents, city employees, other jurisdictions 
and the media can access those datasets through the 
centralized DataLA portal. All datasets in the portal are 
managed by Tyler Technologies’ Socrata data platform 
running on the AWS Coud. 

The portal lets users view and work with data in several 
ways. Datasets are organized into categories like 
transportation, parks and library, and events and culture. 
Commonly requested information is formatted into easy-to-
understand views. Intuitive dashboards present summary 
data about city services and expenditures, as well as 
progress on sustainability plans for the environment and 
economy. Detailed city budget data can be explored through 
a special tool on the DataLA website.

For deeper analysis, users can download data into a 
spreadsheet or an API. The city also provides a visualization 
tool, known as the L.A. City GeoHub, that lets anyone work 
with the data and share their insights in the portal. 

DataLA (http://data.lacity.org) gives the community a central 
location to find and use accurate city data. Updates are 
made largely through automated processes, a big benefit 
during the COVID-19 pandemic when many Los Angeles city 
employees were redirected to response activities. 

CONNECTING WITH  
ALL GENERATIONS
In early 2020, Tyler Technologies conducted a 
national survey to better understand how different 
generations of citizens view local government, 
community engagement and technology. The 
survey — which covered Baby Boomers, Gen X, 
Millennials and Gen Z — uncovered rich insights on 
how governments can use technology to improve 
communications and engagement with constituents  
of all ages. General recommendations include:

 DELIVER more real-time information through  
 modern, mobile-friendly websites, custom mobile  
 apps and push notifications on social media.

 PROVIDE easier access to information from all  
 government departments, including detailed data.

 SUPPORT digital tools to report issues, make  
 payments, register for events and access other  
 city services.

“It’s important to remember that even during a crisis, 
residents still want to know routine information such as 
schedules for street paving or when a pothole will be 
repaired,” says Jeanne Holm, chief data officer for the city  
of Los Angeles.

City-developed training materials help community councils 
and citizens use the portal to analyze a broad range of 
evolving issues and interests. For example, a program 
operated by California State University Los Angeles works 
with local nonprofit organizations to help them use portal 
data to support their advocacy and policymaking work. This 
sort of community partnership is especially valuable to help 
city staff identify and address emerging concerns, such as 
rising rents in a particular neighborhood that may increase 
evictions and homelessness.

The way the community uses data from the portal has 
evolved over time. Today there is growing interest in annual 
surveys and longitudinal data to identify trends. The city 
is also involving community organizations to help define 
information needs. For example, the local Chamber of 
Commerce recently requested data to support businesses 
operating in the city.

http://data.lacity.org/
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Expanding the opportunity for meaningful data use, Los Angeles 
shares data with neighboring cities and Los Angeles County to 
monitor common trends and concerns. One project looked at 
data across cities in the region related to safety and licensing of 
electric scooters. And an ongoing project with NASA monitors 
regional air quality. Data sharing is made simple, as many of the 
neighboring jurisdictions also use the Socrata platform.

In the future, Los Angeles plans to connect more city systems to 
the portal and establish a process to periodically review which 
data is used frequently by the public and may need a refresh. 

“Tough issues need greater transparency,” says Holm. “Having 
more data that’s current improves that transparency and helps 
people better understand and define issues to make Los Angeles 
a better place.” 

A MORE INFORMED,  
BETTER SERVED COMMUNITY
These examples show how innovative cities are providing 
better and more relevant digital experiences to residents 
and other stakeholders. Choosing the right technology and 
developing effective long-term digital strategies are two keys 
to success. 

Government service delivery increasingly will rely on 
integrated and mobile-friendly technologies hosted in the 
cloud to engage with citizens wherever they are and however 
they choose. The right approach enabled by the right 
technology positions jurisdictions to meet transparency goals 
and forge stronger connections that make a difference for 
solving problems, serving resident and business needs, and 
improving quality of life across communities.

FORGET ABOUT PERFECTION  
Organizations often worry their data isn’t 
“perfect” or perhaps it presents negative 
information. Don’t let that stop you. Los 
Angeles addresses these issues by entering 
notes in the file’s metadata about potential 
quality concerns or other issues that may 
impact a user’s understanding or work with 
the data.

This piece was developed and written by the Government Technology Content Studio, with information and input from Tyler Technologies.

3 STEPS TO GET STARTED
Jeanne Holm, chief data officer for the city of Los Angeles, offers three recommendations for launching an open data portal.

PROTECT PRIVACY 
Carefully check each data 
set for personally identifiable 
information. Also define 
policies and procedures 
that will prevent unintended 
disclosure or the ability to 
create a data association that 
would identify an individual. 
 

1    2    3    SET EXPECTATIONS 
Clarify, both for 
employees and the 
public, what data will 
be published and how 
to use it appropriately. 
 


