novation in Problem So
ing the Bloomberg-Hg

nnovation Cycle to/Sg@
Problems while Enhg
Community Engc

LOCAL GOVERNMENT

HISPANIC
NETWORK

LGHN
Conference
January 27 — 29, 2025

Mesa Convention Center
MESA, ARIZONA



Innovation Cycle

MINDSETS

COLLABORATIVE
UNDERSTAND
the problem

Detine the Reevaluate
problem Research the problem
and analyze

Prototype

GENERATE
and test ideas

Collect
teedback

B

Pilot the
idea

IMPLEMENT

solutions

Manitor
progress

Measure
impact







Understanding the Problem

 The problem is...
* Thisis a problem because...

* Thisis a problem for...
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Chandler - problem statement for the
customer service experience

The problem is that our absence of standard operating procedures for customer
service citywide leads to several issues,

1) We lack shared clearly-defined expectations regarding our responses and follow-
up to service requests,

2) Our approach to customer service is fragmented across departments resulting in
a siloed delivery system, and

3) Our meticulous focus on individual service cases diverts staff attention and energy
from working on broader city projects.



Chandler - problem statement continved

This is a problem first and foremost for staff who are frustrated by inconsistency of our internal
processes and systems which, in turn, leads to unpredictable follow-up procedures.
Additionally, it impacts any community member seeking services but not receiving adequate
aftention (or who should be seeking services but isn't).

This is also a problem because it exacerbates workload for staff, causing confusion among
team members regarding the status of various processes. It also leaves residents uncertain
about the resolution of their issues, potentially resulting in unaddressed concerns. Ultimately,
these inconsistencies erode trust both internally among staff and externally within the
community, undermining confidence in the city's ability to deliver effective services.
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Fort Lavderdale - problem statement

“Neighbors express a decline in their feelings
of safety in Fort Lauderdale.

They afttribute this to perceived increases in
the number of unhoused individuals,
neglected infrastructure, lack of visible
police presence, and longer than expected
response fimes.

The disconnect between resident
expectations and the city's delivery of
services erodes trust and reduces the overall
quality of life in Fort Lauderdale.™
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Breakout Activity

Understanding the Problem

HISPANIC
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Write a problem statement | f

@ ~ | ) \
* In this group activity you will draft a problem statement that is affecting your ,ﬁ ;
community. .!..ﬁ -n.
* Asagroup, brainstorm your community’s issues. You will select one community problem ‘ L /a;“*
and frame the problem statement. Add all ideas on the sticky notes provided. One sticky - /

note per idea. ——
Examples: More streetlights, safer neighborhoods, more sidewalks, more police presence, -
more fire stations, cleaner streets, etc.

e After brainstorming community issues, you will take the common denominator and draft
a problem statement. The problem statement should include:

- How residents feel about the issue...
- What is causing them to feel that way...
- Why they feel that way towards the issue...
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Write a problem statement ﬂ
for your table

Example:

“Neighbors express a decline in their feelings
of safety in Fort Lauderdale.

* Problem Statement must be: . : : : :
They attribute this to perceived increases in

* Impact-Driven the number of unhoused individuals, neglected
* Creative infrastructure, lack of visible police presence,
* People-Centered and longer than expected response times.

* |terative

e Collaborative The disconnect between resident expectations

and the city's delivery of services erodes trust
and reduces the overall quality of life in Fort
Lauderdale.”
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Generate and Test New IdeasA /
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How do you (re)frame the

problem?
« Community engagement
« Used data and interviews (infernal and

external)
* |nput from various departrments

Roustp oot
How might vie cgeske. excitenet Yo gt we ensare that
20 sunershp fomcily fesiden hoas ale 2l
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Improving the perception of
Public Safety

From the understand phase, FTL has identified four
factors impacting neighbor’s perception of safety

Increased # of

(X homeless

|r|| individuals

of respondents
identified homelessness as
the top priorty for the
neighborhood

This is the top issue for
commission districts 1 &
2 in the FLPD Survey

The only thing that | can
say about safety is
homelessness. That's
honestly the biggest issue
that we have

0o
- DL

g Neglected
,L infrastructure

of the people felt
unsafe at night due to the
lack of infrastructure,
specifically lighting

| would feel "Very Safe"
during nighttime hours if
there were safer
sidewalks and better
lighting

—
[

Ample lighting makes
people feel safe because
there are too many dark

spots

Longer than
€  Lackof visible expected
i police presence response time
of respondents felt of residents felt that
their neighborhood does not their 911 response is longer
have enough police than expected — a 30%

presence increase compared to 2

edrs agc
This is one of the top 3 y g0

issues for commission | have seen law

districts 2& 3 enforcement take too
. long to respond to non-
Police should have more emergency calls
presence in the lower -
Income communities that
are not crime-related.

There's just not enough
people for the call volume

They're not here unless | that we have

call them.

- P
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Breakout Activity - Ideqfioh '
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Generate and Test New Ideas 2 A
_ e
P
Team leader and notetaker — take your problem !‘?}
and ideas to another table to get their feedback U/;ﬁ‘
LA

A 4 =

All input is good — it only makes your idea better
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Breakout Aciivity —Yes, and...
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From Ideation to Prototype:

« The goal of ideation is to break old patterns of thinking and push ourselves to uncover bold
new possibilities for services, systems, or productions.

« |deation is based on research done in the community that explores this issue area
« Requires lefting go of real-world constraints!

« |deation helps us build a portfolio of ideas
« The best way to solve complex problems is to...

Create many ideas that tackle the different aspects of the challenge area to get the most
impact possible.

v
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From Ideation to Prototype:




The Art of Prototyping

Prototyping is the art of communicating an issue through visualization and critical thinking.
Prototype testing helps us achieve four key outcomes:

1. Build a shared understanding of an idea

2. Help us achieve real-world impact

3. Get feedback on anidea in a low-risk way
4. Optimize an idea with community feedback

< s
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Prototyping Methods

« There are multiple prototype methods:

1. Storyboards

ldea Cards

Wireframes
Communication Materials
Simulations and Mockups
Role-play

O O o e
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Prototyping Methods
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v Which ideas do you sftill think will deliver impact for your
community¢

v What would be the best way to visualize the solution to
your communitye
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Turning ideas (your . G
portfolio) into prototypes _ 5.-

Draft Portfolio of Initiatives

The Resolution Department ) Employee Pizza Tracker
Create a centralized 311 .
cus Tacker)

i e and pins

(Incleding call and text options) T i i

that can help sohe problems. {passilale inchuding text updates) Infarmatio

Ereaking Do Stos (roundkable meetiogs! § Cllis the Ostrich
i oy 1o f

Artificial intelligence Responding
{Robots > Humans}
o that tarts with

Reporting

Lo erEare [Alreaddy uride

-

-
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T
ENTER/CEF
HAT AND
UNDERSTENDS
FROBLEM

Jae sends the
request to Erica
in Public Works

Darcy would ke to 0 y ‘One of the Cly's resohution officers recieves Carcys chat =
she pills Up the 1 webst 3 4t e e 2 g g Jane responds instantly to Darcy! “We'll send you s new

Earbage can asap. Once | have more info | will ket you know
Jane references SOP w understand the comect routing proc

Darcy notices that her Darcy sees add for the Gity's new 311
b program to make requests for city servi

EDBACKT!
GITAL TRACKER

‘The Ciy's resaiution officer provides Darcy with a wark
The City's Resolaion Officer refers ko the 5OF on trash request case ruminer and 3 ink that wil allow her
can replacemen her reques: sz,

Erica assigns new work order to Salid Wazte Darcy e o epdote am b oo
‘weam and makes arder for trash can ta be.
- that her new garbage can will arrive
delivered on Thursday
9. NOTIFICATION Thursday
THAT REQUEST
5 BEEN

HAS BEE
RESOLVED OR
[ s

X Jane sees the ficket

Mex. oty g i ? weas closed and
Public Warks & Leities deparcment s procezsing her APubdc warks & Leities deparmment The Resolutan afficer seceived the update framthe employee. clases 3 i g responds to Darcy
reques: and they have et ther saff knowta add k1o Public Works & Utities depariment and updates Darcy out the ticket for ; that her can was
their quee. that her request was resolve. Darcy's trashcan 3

replacement a2 survey 1o complete:
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Fort Lauderdale’s Prototypes

Residents have declining feelings toward public safety and attribute this to increased numbers
of the unhoused, neglected infrastructure, lack of police presence, and police response times.

Co-Responder Model

Use non-sworn police personnel to address non-life-threatening

concerns. Through prototyping, an emphasis was placed on

concerns with the unhoused.

Jamie lives in Fort Lauderdale and frequently
sees an unhoused individual blocking traffic
by walking in the street.

Officer and Mental Health Clinician
o

g

Officer Available to

Leaving the Second
K i j Respond to Life-Threatening Emergencies
"

Instead of sending two officers to respond to
the situation, as done in the past, a mental
health clinicianis sent in place of the second
officer to help the individual connect with
services more quickly.

\

Jamie is concerned for the safety and well-
being of the unhoused individual and calls

Jamie

Dispatch sends the community support
team, which includes 1 mental health
clinicianand 1 police officer, to learn about
the situation and help the individual.

“Door Dash” Model

Offer residents the ability to opt in to receive status updates about
the expected response time and responding officer via text.

%‘ el e

While using the restroom at his The dispatcher dispatches a unit to
coffee shop, Javier's laptop is the coffee shop.
stolen from his table.

Javier responds, “Yes!” and
immediately receives a
He also asks, “Would you like to notification that Officer Jones will
He calls the Palice to report the receive text updates on the status be arriving at the coffes shop in
crime. of the call?” 10 minutes.

E
D a

However, Officer lones is lavier receives another text Officer lones arrives 25
delayed due to a life-threatening message that Officer Jones will minutes after the first call was
call. now be another 20 minutes. placed.

- =
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1. Rank the ideas
¢ Quick wins
« Straftegic planning

2. ldentity two ideas to

profotype

Does not
require
significant
change in
budget or
resources

Quick wins

Ideas

.;’{,r_g]‘j Increase community engagement
~—" events

|,(|;1 aj
L

Leverage digital platforms to engage
the community

( - ) Create an awareness campaign for
~— alternatives to 911

('Eé‘j Increase the use of online incident
“— reporting, added with dashboard on
expected response time

Mesa Convention Center MESA. ARITFONA
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Aside from the two prototypeddeas, FLPD
still has 4 quick wins that could be launched

Concrete ideas

Build standard toolkit for visibility (e.q.,
ensure events are in City's event public
calendar)

Connect FLPD PIOs with FTL's PIO for
best-practice sharing

Create cost-effective magnets with:

« Emergency & non-emergency numbers

« Self-service channels (e.g., online
incident reporting center for identity
theft)
Clarification when to use web vs. call
and

+ [fyou call, what will the priority be

Create a real-time dashboard that
highlights the # of incidents police are
actively handling to manage neighbors'
expectation of response time if they call
instead of using the online reporting

Ensure the Online Incident Reporting is
visible on the first fold of FLPD's webpage

“ |'5.|-':.I\.||':



After prototyping, Chandler found

qU|<:I< WINS:

Make sure website content is updated (phone
numbers and resources)

« Set expectations and launch training for our
infernal work order system

 Regularreporting to department directors and City
Manager to tfrack response fimes for resident
requests

«  Quarterly meetings for frontline staff

Mesa Convention Center MESA. ARITFONA




Each team can share, in 60
seconds:

* Your inifial problem

« How It was reframed

* Your solutions

* Two prototypes

Mesa Convention Center MESA. ARIZFONA
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Key
Takeaways

P p

“In addition to learning new ways to innovate with our community, our
interdisciplinary team learned about each others' areas of responsibility
and were able to build and improve relationships with each other and
the community that we serve. Knowing that this initiative originated with

the mayor definitely escalated its importance. ” N

-Laura Reece, Acting Assistant City Manager, City of Fort Lauderdale | e
-—-..___‘_-
""-._..-“-.
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Proud Moment: The high level of
engagement at co-creation sessions and
the validation of how our ideas met
resident experiences and concerns

Lesson Learned: Prototyping ideas and
gathering feedback before assigning any
resources for implementation will bring a
higher level of success and stakeholder
satisfaction

What We've Started: Aligning existing
resources, funding, and grants to pilot the
prototypes (for example: a grant is in
place to pilot a co-responder program)

- il
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Create an organizational environment that embraces and
champions innovation

Build staff capacity for innovation by applying best practices,
tools, and approaches

Make collaborative problem solving the standard method of
operating in the City

Maximize the impact of innovation by aligning work with
established priorities and managing risk

%
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Resources Mewe

Making government services
simple, effective, and accessible
to all

Free resource to get more
experience applying human-
centered design to social issues

A mid-sized company that specializes in digital

innovation and technology improvement in government.
https://acumenacademy.org/course
/design-kit-human-centered-design/

https://www.navapbc.com/

Sign up for updates and opportunities from
Centre for Public Impact

https://centreforpublicimpact.org/

Ascendant

A small, certified woman owned a small business government innovation
consulting boutique who led the creation of the innovation model
you displayed in the presentation. They empower governments to build a

culture of innovation, solve complex problems in new ways, and develop
creative programs, experiences, and services that transform people's lives.
www.ascendant.cc
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https://acumenacademy.org/course/design-kit-human-centered-design/
https://acumenacademy.org/course/design-kit-human-centered-design/
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Thank You Panelists, Attendees
and Sponsors
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