
Managing  
Disruption:  
Using Data to Drive Local 
Government Transformation
Is your city struggling to manage rapid change?



J ust when you think you’ve figured out how to secure 
your information technology (IT) systems, along comes 
the Internet of Things. Disruptive forces present a 

constant challenge to local government leaders because they 
upend traditional processes, time-honored delivery methods 
and citizen expectations. Consider these staggering numbers:¹  

•	 More than 2.5 quintillion bytes of data are  
created every day — enough to fill 10 million  
Blu-ray discs

•	 More than 16 million text messages are sent  
every minute

•	 More than half of all web searches are from  
mobile phones

•	 Eight million people per month searched the  
web last year using voice-controlled devices

Every day more services move from physical to digital, 
transforming how people shop, bank and consume 
information. These trends set expectations for seamless 
and digital experiences from government.  

Meeting these heightened expectations requires investment 
in technology, training and process optimization. To reach 
that point, local government leaders must use data-driven 
solutions to maximize revenue collection, understand their 
current financial state and forecast future trends. Using the 
right data and analytics tools can improve collection of tax  
and fee revenue — providing funds for modernization 
initiatives — and help with allocation of resources to make  
the biggest impact.  

At the same time, local agencies must consider innovative 
technology and administrative upgrades that enable them to 
deliver better and more responsive citizen services at a lower 
cost. Reviewing and modernizing workflows and operational 
processes will improve government efficiency and performance 
across a range of key public sector functions. 

Below are details on how your jurisdiction can overcome 
fiscal constraints and succeed in delivering data-enhanced 
solutions that will accomplish your community’s objectives.

Find the Data Hidden in Plain Site
Putting any innovation in place almost always has a financial 
element, and for governments this requires new revenue or 
reallocation of resources. With a dependable resistance to 
any new taxes or fees, governments must find the funding for 
technology in existing budgets or grants.

Analytics tools offer a solution to funding challenges because 
they identify revenue streams based on data a city already 
has. Cities have vast amounts of data from property and 
planning records, business licenses, utility billing, and other 
sources. What they need are actionable insights such as 
knowing compliance levels with taxes or fees and whether 

Having the right tools and approach to data analytics provides 
direction on local government functions:

	 Tax and license administration
Integrating taxpayer data and payment processing into 
one system gives agencies insights on local and statewide 
taxpayer trends, helps them identify tax compliance issues, 
and enables recovery of misallocated or lost tax and 
license funds.

	 Digital processing services
Digitizing land, court and other vital records in a single, secure 
database safeguards historical documents, and it keeps 
critical data up-to-date and available for staff and the public.

	 Records management solutions
Data is at the core of records management technology 
and its automated workflows, electronic certification 
capabilities and advanced search functions. These 
capabilities make staff more productive and deliver a 
better experience to citizens. 

	 Justice solutions
Automating and streamlining court case and jury 
management creates a more effective jury and justice 
process for constituents and staff. These solutions also 
provide advanced application security to protect citizens’ 
personal information.

	 Finance, human resources and property  
	 tax management

Modern solutions bring a new level of insight, 
automation and security to payroll and onboarding. 
And for your jurisdiction’s property tax base, they 
offer the ability to view and quickly search data such 
as property valuations, billing and collections.

	 Pension administration
Managing and delivering comprehensive services to 
pension plan administrators, employers, employees and 
retirees in a single system can deliver great value for 
agencies and pension plan members. Agencies gain a 
holistic view of member records, and they can provide 
members with user-friendly self-service portals and 
tools for benefits calculation and retirement planning.

Combine Technology and Skills
Acquiring the right data analytics tools typically requires a  
sizable upfront investment to cover the research, development 
and other costs of software development. But local governments 
can use partnerships to gain access to analytical tools and 
services without the need for large capital expenditures. 

Partnerships also can add skills that governments lack. 
Having the right skill set is essential — both for getting the 

necessary detail from data analytics and guiding government 
transformation efforts. These skills are getting harder to find, 
especially in IT, which touches every agency and many points 
of delivery. There are fewer IT specialists entering government 
employment at a time when the needs are high. 

In the federal space last year, only three percent of technology 
specialists were less than 30 years old, while some 14 percent 
of IT employees were over the age of 60.² The numbers for 
state and local government are similar. And even if agencies 
can appeal to younger workers, entry-level staff don’t have the 
knowledge of retiring senior employees, and they’re unlikely 
to be trained on mainframe computing and other legacy 
technologies that are common in the public sector. 

Partnerships that combine technology and services can help 
agencies avoid the capital expenditure trap and gain access 
to much-needed skills to manage disruption, maintain service 
delivery and meet citizens’ expectations. 

Identify the Right Partner 
Managing change, whether it’s for one agency or across a 
government, requires a partner that understands modern 
technologies and processes, as well as the unique  

New Technology and  
Human Insight Drive Results

The city of Bessemer, Alabama, worked 
with Avenu Insights & Analytics to discover 
and collect more than $1.2 million in new 
business license revenue. The initiative, 
launched in 2013, also added more than 
2,200 new businesses to the city’s tax rolls, 
increasing projected revenue from business 
licenses by more than $200,000 annually. 

The partnership between Bessemer and 
Avenu includes both new technology and 
human insight. The company analyzed the 
city’s data and identified a list of probable 
unlicensed businesses. After revenue 
experts from Avenu reviewed the list for 
false positives, the company contacted 
businesses by phone and mail to bring them 
into compliance. 

Avenu also provides comprehensive 
administration of Bessemer’s sales and 
use taxes, rental and lodging taxes, 
and compliance auditing. Overall, the 
partnership increased city revenue by 
almost 10 percent, paved the way for future 
revenue due to taxpayer education and more 
voluntary compliance, and it ensures a level 
tax playing field for local businesses.

Citizen Experiences Don’t Yet 
Meet Citizen Expectations

31%
of citizens say 
state government 
online services 
should be easier  
to use.³

65%
of CIOs say they 
need to design 
for the end-user 
experience within 
the next five 
years.⁵ 

50%
of citizens say 
they’ve encountered 
issues with online 
government 
services.⁴

More than

payments are underreported. These insights can lead to 
better collection processes and more efficient allocation. 
With the right solutions and expertise in place, agencies 
can leverage data in new ways, automate workflows and 
operational processes, and ultimately collect more revenue 
for new technology and other community priorities. 



requirements and constraints of public agencies. Qualities  
to look for include:

	 Long-term support
Evaluate what types and levels of support the provider 
offers, including whether the company can embed teams 
within your agency, whether it will provide long-term 
support and how willing it is to take on risk.

	 Extensive expertise
Look for a provider with experience specific to the  
issue you’re trying to solve. Also, consider whether the 
company has the capability to customize a solution. 

	 Willingness to find a solution despite constraints
Seek a resource that will help you overcome budget 
constraints. The partner should be open to funding 
projects through grants, self-funding models or other 
innovative methods.

	 Proactive outlook
The right partner will take a proactive approach to solving 
your IT and operational issues, including identifying cost 
and resource efficiencies you may not be aware of.

	 Change management expertise
Change management can be one of the most 
challenging aspects of any digital transformation 
effort. Choose partners that understand change-
management issues and have a proven record of 
helping agencies overcome these hurdles.

Change is continuous, so agencies ultimately need partners that 
can help them transform their organization. New technology and 
processes are only as good as the teams that use them. Thus, 
it’s important for team members to have the attitude, training, 
accountability and willingness to fulfill the mission of government. 
Continuous feedback reinforces a culture of success. 

Also critical is developing a shared vision among 
stakeholders and end-users. Understanding the end goal, 
the role of data analytics and technology in accomplishing 
it, and how it meets community expectations is what makes 
a transformation initiative successful. For example, a data 
and analytics solution for tax and license administration 
will help an agency identify new or misallocated tax 
revenue. However, its real value is ensuring tax fairness 
and increasing revenue collection, which increases 
transparency and lets the government spend on priority 
projects without raising taxes.

A Strategy for Managing Change
Citizens’ expectations for their government continue to grow. 
Technology is an enabler for meeting this challenge, but older 
systems, tight budgets and workforce skills gaps make it 
difficult for agencies to keep pace. For governments to retain 
the trust of their residents, they need a pathway that leads to 
continued delivery of services in a convenient, cost-effective 
way that adapts to ongoing change. By forming the right 
partnerships, local jurisdictions will elevate the position of 
government in our society and increase the respect of peers. 

How will your jurisdiction manage disruption?
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