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A NEW DIGITAL FRONT DOOR
Collaborative Approach

▪ Website launched 
the final weekend 
of November 
2019.

▪ Represents 
months of 
interdepartmental 
coordination and 
Agile processes.
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A NEW DIGITAL FRONT DOOR
Sprints to Success
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▪Website development emphasized the four principles:

Responsive Design
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A NEW DIGITAL FRONT DOOR
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Responsive Design is the approach that suggests that design and 

development should respond to the user's behavior and environment 

based on screen size, platform, and screen orientation.
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An analysis of historical City website data from 2016-2019 

indicates serving over 4 million visitors annually and a 

consistently increasing percentage of mobile users. 

4.3M Average 

Annual Visits

2.8M Average Annual 

Desktop Users

1.3M +13%
Average Annual 

Mobile Growth

- 4% Average Annual 

Desktop Growth

~4 Average Annual 

Visits Per Capita

Average Annual 

Mobile Users

RESPONSIVE DESIGN
The Present and Future is Mobile
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As of 2019, Android and Apple iOS users collectively 

constituted 37% of Total City website visits and will 

likely surpass 50% in the coming years.

Android

.26% Of Total Visits 

In 2015

11% Of Total Visits 

in 2019 27%
Of Total Visits

in 2019

6% Of Total Visits in

2015

iOS
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▪Responsive Design enables a 
consistent, quality user experience 
across a wide variety of devices.

▪ Includes smartphones, desktops, and tablets. 

▪Our fully responsive website 
enhances overall accessibility and 
enables our digital properties to 
capitalize on growing consumer 
trends and behaviors.

RESPONSIVE DESIGN
Mobile-Friendly Website
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CUSTOMER
CENTRIC
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A Customer-Centric Approach prioritizes design elements that 

streamline the browsing experience by optimizing the user journey 

around what users are searching for. 



CUSTOMER-CENTRIC APPROACH
Top Requested Services
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How?

1. Define a citywide usability standard

2. Focus on the 10 most common user journeys

3. Test with users, early and often

CUSTOMER-CENTRIC APPROACH
Making services easy to find and use



▪ Top requested buttons

▪ Navigation menu based on analytics

▪ Service Finder tool

▪ Address Lookup tool

▪ Internal search

CUSTOMER-CENTRIC APPROACH
Making services easy to find and use
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ACCESSIBILITY
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Accessibility is the inclusive practice of ensuring there are no barriers 

that prevent interaction with, or access to, websites on the World 

Wide Web by people with physical disabilities, situational disabilities, 

and socio-economic restrictions on bandwidth and speed.



▪ The Americans with Disabilities Act (ADA) 
states web content should be accessible to 
the blind, deaf, and those who must 
navigate by voice, screen readers or other 
assistive technologies.

▪ General web accessibility practices include:

▪ Incorporating descriptive alt-text for images 
and links.

▪ Utilizing the Vision Content Management 
System (CMS) with built-in accessibility 
features.

▪ Third-party compliance monitoring 
capabilities established.

ACCESSIBILITY
Compliance
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ACCESSIBILITY
Case Study - Compliance Score  

63%

73%
Government 

Industry 

Benchmark

-14%
CSJ Website 

Compliance vs.

Gov Benchmark

88% CSJ Website

Compliance Score

74%
Government 

Industry 

Benchmark

+19%
CSJ Website 

Compliance vs.

Gov Benchmark

LAUNCH DAY 

(Nov. 30)

TODAY

(Feb. 6)
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CSJ Website

Compliance Score



▪ Google Translate enables all pages to be 
available in other languages including 
Spanish and Vietnamese.

▪ 30 of the Top Requested Pages will be 
translated into Spanish and Vietnamese.

▪ We’re continuing to explore how we can 
make the site even more accessible 
for users who speak a primary language 
other than English.

ACCESSIBILITY
Serving Diverse Communities
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MARKETING
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The opportunity and capability to conduct public messaging/education 

on City programs, initiatives, and news to residents while promoting 

transparency and responsible digital governance. 



▪ Opportunity to enhance the level and 
effectiveness of public education and 
outreach by City departments.

▪ Newsroom features a powerful, integrated 
presentation of news releases and 
department information updates.

▪ Dedicated blog presents opportunities to 
market City services, programs, and 
highlights. 

▪ Dynamic digital publishing options enable 
City staff to enhance online storytelling 
and monitor key metrics to assess content 
performance and inform best practices.

MARKETING
Dynamic Newsroom
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▪ Published content can now be indexed by 
prominent search engines such as Google 
and Bing.

▪ Enables potential for specific keywords to 
rank higher in search engine results.

▪ Opportunity to publish content that stays 
evergreen and lets the City tell our side of 
the story on many issues and evolving 
situations.  

▪ Wealth of opportunities for recurring 
content series and Enterprise Priority-
specific blogs. 

MARKETING
Digital Publishing Footprint
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Resident Assistant 
Demo

Apoorva Pasricha

Technology and Innovation Advisor

Mayor’s Office of Technology & Innovation



1. Help people accomplish useful tasks

2. Use proactivity to reach residents and 
increase engagement

3. Be inclusive and accessible for all residents

4. Show empathy by embodying the traits of 
your favorite neighbor

5. Have a manageable starting point that can 
grow alongside the City of San Jose

We must...
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Desired Outcomes
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Reduce call center burden

Inclusivity & Accessibility

▪ Reduce burden for call center 
employees(specifically for the calls 
coming from constituents externally, not 
internal government employees) while 
making city hall more user friendly.

▪ Increase accessibility/inclusivity 
of government services to constituents.









NEXT STEPS
Website Roadmap
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Area of Focus Feature(s)/Update(s)

Content ▪ 30 Page Translations into Spanish, Vietnamese

Marketing Campaign ▪ Raise awareness with residents

Content Management 

System

▪ Enhanced Internal Search Engine

▪ Updated/Upgraded Cloud Services

▪ Additional Social Media and Video Streaming 
Integrations

▪ Improved Calendar e-notifications

Training ▪ Quarterly Training Sessions for Web Publishers and 

Editors

New Features ▪ Resident Assistant

Guidelines • Icon and Imagery Standards



THE TEAM
Internal and External Collaboration

City of San José
▪ Office of Communications

Rosario Neaves, Matthew Opsal, Andrew Boyce, and Trevor Gould
▪ Office of Civic Innovation

Dolan Beckel, Michelle Thong, Nira Datta, Julie Kim, and Alvina Nishimoto
▪ Office of Information Technology

Rob Lloyd, Jerry Driessen, Chakradhar Yallamalli, Ryan Reynado, and Van Hoang
▪ Website Interns & Additional Support

Brian Vu, Darren Ho, John Bouchie, Rostom Armamento, and Gabriela Avella
▪ Over 130 Department Web Publishers and Editors
▪ Executive Support

Kip Harkness

Granicus (Vision)
▪ Kristoffer von Bonsdorff, Senior Solutions Consultant
▪ Bob Ainsbury, Chief Product Officer
▪ Gerry Hansen, Vice President, Cloud & Security
▪ Billy Reisinger, Vice President, Engineering
▪ Uriz Goldman, Pro Services
▪ Tera Myers, Project Manager
▪ Cindy Hoops, Client Project Manager
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