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INTRODUCTION
Within the public sector, change happens slowly. 
This is common and widely known, and can be a 
major frustration for those working in state and local 
governments. 

Technology is advancing faster than we can keep 
up with, and many agencies are falling further and 
further behind. 

While the systems, workflows, and solutions 
currently in place may get the job done, do they 
cause frustration and delays, cost you time and 
money, erode citizen confidence, and more? 

Let’s take a look at four of the most common 
business challenges facing the public sector today 
that are driving digital transformation.
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Communicating and collaborating with stakeholders 
is critical to effective public service delivery.

Organizations need to ensure all relevant parties, 
departments, and agencies have access to important 
information and files to make timely decisions and 
respond to public inquiries.

For example, when a citizen submits a permit 
application affecting various government 
departments (Parks, Roads, Water, etc,), employees 
across the organization all need access and visibility 
into the information.

Many organizations use systems that aren’t user 
friendly, both internally and externally. Plus, they 
don’t integrate and communicate with other 
essential business systems. It’s not easy for various 
departments to access information and files 
relevant to their operations. 

This causes delays responding to the public, internal 
productivity losses, and ultimately ineffective public 
service.

COMMUNICATING & COLLABORATING 
WITH STAKEHOLDERS
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On a daily basis, across the United States, one can 
assume there are tens of thousands of applications, 
inquiries, submissions, and more being uploaded to 
government websites by citizens. 

Many government agencies use old, outdated 
systems to handle citizen engagement -- from permit 
applications to funding submissions and providing 
input on proposed developments. 

Generally, citizens are limited to the number of 
files, and types of files, they can upload. Plus, the 
systems are rarely mobile-friendly, despite the 
majority of people using their mobile devices for 
all online activity. 

Most notably, due to old interfaces, these activities 
are highly error-prone, requiring manual review and 
follow-up by employees, which drastically delays the 
process, wasting both employee and citizen time. 

CITIZEN FRUSTRATIONS WITH 
GOVERNMENT SYSTEMS

OVERWHELMED HELP DESKS
Every day, citizens engage with their local 
government agencies, in some way, shape, or form, 
like we just covered in the section above. And with 
advances in technology, they demand easy-to-use 
tools for communicating and collaborating. 

When this isn’t the case, they turn to their local 
government Help Desk / Information Desk / Citizen 
Services Center. 

These citizen support centers are commonly 
overwhelmed with high call and/or email volumes 
(sometimes over 200,000 calls per day), a backlog of 
long wait times, and frustrated citizens.



Many times, the questions and issues citizens call 
or email about are directly related to roadblocks 
and issues with online government systems. For 
example, inability to complete a permit application 
form or struggles with an online funding submission.

Citizens having to call their local government 
agencies due to its systems not being user-friendly 
once again delays processes and is an ineffective 
use of employee time. 

Spending time answering questions about a 
system that should be self-sufficient causes major 
productivity losses.

Advancing technology at a government level is a 
major challenge across the board. We’ve heard from 
many agencies that they’re sitting on three years 
worth of changes and enhancements to be made. 

And with how quickly technology advances and 
citizens demand improvements, that backlog will 
only grow.

The inability to easily configure and customize 
back and front-end government systems is not 
only untimely, but comes with a high level of risk. 

Compliance requirements, changes to regulations, 
Executive Orders, and more, are also constantly 
evolving and changing, putting pressure on 
organizations to technologically keep up. 

And these aren’t just nice to haves. Proper 
compliance is essential to public sector operations.

Implementing interim solutions, adding heavy 
code to systems not built to handle it, or using 
manual workarounds to navigate this are no longer 
manageable. Doing so puts the organization at great 
compliance risk.

BACKLOG OF COMPLIANCE UPDATES 
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For public sector agencies, stakeholder 
collaboration, citizen engagement and frustration, 
and compliance backlogs aren’t going anywhere. 
Quite the opposite in fact. 

Modern technology means citizens and stakeholders 
are more dialed in than ever and expect their state 
and local organizations to be more mobile and 
accessible, compliant, and quick to adapt when 
changes are required.

The longer you wait to make necessary digital 
changes to improve operations and experiences, 
the further behind you’ll fall. 

IT’S TIME TO MAKE A CHANGE

At Bits In Glass, we combine our deep industry 
expertise and experience with the best names in 
technology to provide you with innovative solutions 
to your unique challenges. 

We partner with you to understand your unique 
business challenges and needs, uncover what 
outcomes you’re looking to achieve, and guide you 
through the best solutions for the highest return on 
investment.

Together, we get you impressive results so you can 
take your operations to the next level.

GET THE BIG EXPERTS

Click to talk to a BIG expert today!
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https://bitsinglass.com/contact-us/
https://bitsinglass.com/contact-us/


bitsinglass.com


