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Describe the innovation. 100 word maximum.

Over the past four years, the IT department at the City of Palo Alto has transformed
its services, skills, processes, and working environment into something akin to a
tech start-up. After all, Palo Alto is the birthplace of Silicon Valley. It was the logical
transformation for a department serving a community that was long overdue to better
reflect the start-up culture of the city. Central to the change was the design of a new
working environment that opened in April 2015. This innovative workspace gets the
same positive reaction several times a day from visitors, "Is this City Hall?"

When and how was the program, policy or initiative originally conceived in your
jurisdiction? 100 word maximum.

The vision to create an innovative workspace worthy of a Silicon Valley
technology organization was conceived in early 2012 alongside the vision to
support the IT strategy to become a leading digital city. A commitment was made
by City Council, the City Manager, and Chief Information Officer, to rethink and
rebuild the IT organization to enable the delivery of high quality technology
services for the city organization and community. Once the commitment was
made, the funding and planning were put in place and it went live in April 2015.

How exactly is your program or policy a quantum leap of creativity? How has your
innovation changed previous processes, products or services? 100 word maximum.

While a workspace redesign may not sound like a quantum leap of creativity, the true
value of this transformation is what the new workspace enables. In addition to being
the home of the IT department, this new Civic Technology Center includes doubling as
a meeting space for small civic tech-related events; provides focus areas for applying
innovation to complex city problems; and a place where entrepreneurs can spend time
learning about City issues that they may want to solve. The design and operations of
the CTC completely rethinks the role of an IT department in a small local government.

Explain how the program or initiative substantially stretched or improved the boundaries
of ordinary governmental operations. 200 word maximum.

Traditional local government IT departments are places where non-IT people seldom go and only
go when they need help desk assistance. It’s still the case that IT in government is all too often
relegated to a back-office function. With the vision and design of a Civic Technology Center in City
Hall in Palo Alto; a new, vibrant, and exciting location was established. It has become a place that
people want to work and collaborate in. It is a place that welcomes stakeholders from across the
community and beyond. The use of break-out rooms, smart boards, digital signage, and an open,
collaborative seating arrangement all contribute to a completely new way of doing business in the
department. For a small, local government, this new workplace has been transformation for the IT
department and has had an influence on all city operations. It encourages big ideas and
risk-taking; it facilitates civic engagement; and it provides a healthy and productive place to work.
It demonstrates that IT in government can be as high performing as its peers in private tech
companies across Silicon Valley.



What individuals or groups are considered the primary initiators of your program? How
does the innovation engage stakeholders or demonstrate high performance teaming?

Were strategic partnerships and/or community networks developed as a result of the
innovation? 200 word maximum.

The Civic Technology Center was primarily initiated by Chief Information Officer Jonathan
Reichental with support from City Manager James Keene. Ultimately, all 32 members of the
IT department are responsible for running the center and realizing its benefits for the city
organization and the community. Since the center opened in April 2015, it has attracted a
high volume of visitors from staff, to community members, to other government leaders—
including the technology assistant to the President—and entrepreneurs from across Silicon
Valley and beyond. The environment has created a go-to location for teasing out new ideas
for govtech; brainstorming with civic companies still in their infancy; and a space for
deliberating on complex civic issues. This can be done out in the open area or in one of the
break-out rooms such as the Inspire Lounge. It’s too early to report on specific companies
that has been created out of ideas incubated in the center, or groups that have formed
around it; but they will surely come in the months ahead.

If a private consultant was used please describe their involvement, identify the
consultant and/or firm and provide contact information. 100 word maximum.

Not applicable.

To what extent do you believe your program or policy initiative is potentially replicable
within other jurisdictions and why? To your knowledge, have any other jurisdictions or
organizations established programs or implemented policies modeled specifically on this
project? Please provide verification of the replication. 200 word maximum.

One of the reasons this innovative concept is being submitted is that the team firmly
believes that this is a replicable innovation by local government across the United
States. An innovative design for a workspace, coupled with new functionality such as
a hosting place for civic events and a brainstorming process for civic innovators, is
exactly the qualities that are needed to create the conditions for civic innovation
inside City Hall. This is what mayors and city managers want: more innovation, better
use of technology, more education for city staff, and greater inspiration. This Civic
Technology Center elevates IT from the back-office to the center of local government
process. The team doesn’t believe this is a model that has been adopted by local
agencies in the manner that Palo Alto approached it.



10.

What were the costs? What were the savings? 100 word maximum.

The cost of the redesign included some essential upgrading of electrical
equipment, ceiling materials, and flooring, as well as the removal of some walls
and offices. All work including all new equipment and furniture came in at less
than $250,000. This was not an effort conceived around savings. This was alll
about enablement. Eventually the productivity and innovation generated in this
new Civic Technology Center will generate millions of dollars of value over its
lifetime, but for the city and for the civic organizations that are created.

Please describe the most significant obstacle(s) encountered thus far by your program.
How have they been dealt with? Which ones remain? 200 word maximum.

As with any major change, the hardest work is to convince decision-makers and
participants of the value of the change. One of the ways we overcame staff
resistance to some of the proposed designs was to prototype the working
environment. Before any work was done, we created opportunities for staff to
experience the proposal. We also had a representative group provide feedback
and channel communications back and forth from the project team to the
department staff. Finally, we had to build the case for the City Manager. This
was done by telling a compelling story about the vision for the Civic Technology
Center. We used potential use cases and visualizations to support that effort.

What outcomes did this program or policy have? What baseline data did you collect?
How did you measure the change based on the intervention, and why do you believe in
the credibility of this assessment? 200 word maximum.

This question is mostly answered in questions above and also in the media items
in a subsequent answer.



11. Has the program received any press or other media coverage to date? If yes, please list
the sources and briefly describe relevant coverage. 100 word maximum.

These 2 article was published shortly after the grand opening of the Civic Technology Center.
1. http://www.govfresh.com/2015/04/inside-palo-altos-new-civic-technology-center/
2.

http://www.paloaltopulse.com/2015/04/22/city-of-palo-alto-unveils-new-it-office-that-mirrors-start-up-culture-an
d-invites-collaboration/

On January 6, 2016, Government Technology magazine published an article describing the City of Palo Alto
Civic Technology Center.

http://www.govtech.com/dc/articles/How-Palo-Alto-Calif-Brought-the-Amenities-of-a-Startup-to-Government.ht
mi

12. Please provide web links where the innovation can be seen/tested (in the case of
something that is web-based) 100 word maximum.

http://cityofpaloalto.org/ctc

13. Please provide any key references and their contact information who can be
interviewed/called to discuss the innovation and its impact. 100 word maximum.

Jonathan Reichental: 650-329-2121
James Keene: 650-329-2563
Chris Caravalho: 650-329-2313

14. Anything else you would like to add? 200 word maximum.
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