
Milwaukee County

IMSD Report to Finance Committee:
Response to Resolution 20-672

21-245



Resolution 20-672 Summary

Problem Statement

• Milwaukee County has identified the need for a mobile application 
solution(s) for serving the community, marketing County services and 
directing customers to appropriate services in both emergency and non-
emergency situations.

Solution

• DAS-IMSD to provide cost estimate and timeline for creation of a Digital 
Engagement IT team to develop, support and enhance mobile enabled 
app(s) for Milwaukee County



Presentation Outline

Alignment to Milwaukee County Strategy and IT Strategy

Digital Engagement Plan

Technology Options (cost & timeline)

DAS-IMSD Recommendation

Measures of Success

Next Steps



Create intentional 
inclusion

Bridge the gap

Invest in equity



Customer Satisfaction

Cultivate an inclusive & 
diverse organization 

Adoption of technology 
that maximizes Milwaukee 

County’s resources

Provide technology 
foundation to establish a 

data driven culture 

Modernization of existing 
platforms and systems



Equitable access 
for all

Collaboration 
across the County

Offering of digital 
services

Customer 
engagement



Equitable Access

Creating a digital 
“No Wrong Door”

Reducing digital inequity

Improving knowledge on 
how to use technology



Key Successes

2020 project as part 
of COVID-19 

response

First step for the 
digital “No Wrong 

Door” concept

Currently live with 
three services, many 

more in queue

MyCounty 
Customer 

Portal



Collaboration

Business support on 
plan direction

IMSD and CI are driving 
the project forward

Breakdown silos 
between departments



Customer Portal
Mobile App

Homeless Outreach
Behavioral Health
Psychiatric Care

One-click access to 2-1-1
One-click access to 9-1-1

Office of Sheriff

Office of Emergency 
Management

Department service     
offerings (in progress)

Digital Services



Engagement

Voice of the Customer

Data Analytics

Customer Relationship 
Management



Future of Digital Engagement

DAS-IMSD prepared three options:

Description Add FTE 
2021

Add FTE 
2022

2021 
Software 

Cost

2022 
Software

Cost

Option 1 Expand govService pilot 2 3-4 $0 $100k

Option 2 New SaaS/PaaS vendor 2 3-4 $0 $187-
$356k

Option 3 New SaaS/PaaS vendor 2 3-4 $187-
$356k



Strategic Timeline of Options



DAS-IMSD Recommendation

Option 1: Continue with govServices pilot & 

implement mobile application

Fastest route

Most economical – Expanding services we already have

Full evaluation of platform capabilities

Feedback from cross-departmental leadership and County customers



Plan to Measure Success

Gather Baseline Metrics

• Several metric gathering initiatives are in progress:

 DAS Customer Survey

 IT Survey

 Google Analytics is in place on the MyCounty Customer Portal

 Customer Survey on the service experience is in place on the MyCounty Customer Portal





Plan to Measure Success (cont.)

Digital Engagement Team Initiative

• Wholistic, County-wide approach to metric gathering

 Surveys (in-process and new)

 User Groups

 Citizen Journey Mapping

• Partner with Milwaukee County business units to create a customer survey 
focusing on four key digital engagement areas:

1) Customer experience

2) Increased efficiency and productivity

3) Ensuring business continuity (the pandemic is a perfect example of the need)

4) Cost savings and revenue generation



Brief Sample of Metrics from Pilot: 
MyCounty Customer Portal

Park’s Special Events Permit Process

1) Customer experience

• Achieved 98% accuracy in permitting process due to less manual effort/more automation

2) Increased efficiency and productivity

• 7-10 steps have been removed or automated from Staff’s process

• 60-90 minutes of work effort (time) shaved off each permit application

3) Ensuring business continuity

• Parks staff can share information within the system and conduct all work from remote office 
locations (the pandemic is a perfect example of the need)

4) Cost savings and revenue generation

• Labor cost savings directly tied to efficiencies of process

• Example: Avg of $28/hr x 1.5 hours saved per permit x 78 permits in Jan/Feb = $3276 in savings so far!



Digital Engagement Next Steps

Move forward to identify funding resources

Create the Digital Engagement team in a phased approach
• (Immediate need to create two FTE positions, one is a contractor conversion)

Project plan

Execute plan


