
Survey Results:

Open Government Working Group

Purpose: The Selectboard has established an Open Government Working Group (OGWG). The
purpose of the OGWG is to identify ways to improve the dissemination of town information to
residents and enhance citizen engagement and to ensure openness, transparency, accountability
as well as effective disclosure of public information in the operation of the Town.

Organization: The Committee consists of members appointed by the Selectboard. Additional
(ad hoc) members with particular areas of expertise may join the committee at various points
during the project, at the discretion of the committee. The Committee membership will consist of
six (6) At-large members and one (1) Representative or Designee of the Selectboard. At-large
members may also be members of other Town Boards, Committees or Working Groups;
however, those members will serve on this Working Group in their capacity as a resident.

Members:

Name Title

Peter D'Agostino Chair

Drew Kellner Selectboard Representative

Rose Baier Member

Susan Holroyd Member

Jill Ketchen Member

Tim Del Signore Alternate Member

Maria Bechis Member

John Cross Alternate Member

Tom Rogers Vice-Chair

2021 Meeting Dates: May 24, June 10, June 24, July 8, July 21, Sept 9, Sept 28, Nov 15, Dec 16
2022 Meeting Dates: Jan 27, Feb 10

Subcommittees:
● Engagement with Elected Officials/Appointed Officials/Town Staff
● Engagement with Technology Vendors
● Consideration of Town Policies, Procedures and Practices
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Summary:

The primary efforts of the working group and subcommittees were focused on evaluating current
information storage and distribution practices, platforms in use, roles and responsibilities of staff
and volunteers, understanding how stakeholders currently do and would prefer to engage with
information, identifying opportunities for improvement in labor efficiency, and evaluating
vendors that meet the needs and goals of the community.

After evaluating the information gathered, moving forward with the Civic Plus platform was the
consensus recommendation of the committee.  On December 16th, 2021 the motion was made:
“To see if the Town will vote to raise and appropriate the sum of $16,037.05 for the purpose of
entering into an agreement with CivicPlus for the 1 year use of their “Civic Optimize” and
“Civic Clerk – Paperless Agenda & Meeting Management'' products. Ongoing use costs after
year 1 would be rolled into the operating budget should the Selectboard and town administrator
deem the investment worthy.”

On January 25 the Selectboard voted 3-2 to withdraw the warrant article pertaining to the
OGWG. This decision was based on the fact that Town Administrator Tad Putney, as well as
Town Planner Valerie Rearick will both be retiring this summer. The OGWG formally supported
the decision to withdraw the article on January 27th..

Our hope is this report will provide insight into the work we did and be a resource to the
selectboard and town staff as they navigate improvements as it is our opinion that these changes
are important to improving access to information, meeting ADA standards, and increasing
transparency and engagement with stakeholders.

Steps We Took:

● Met with Town and Elected Officials to determine how they communicated information
to Brookline town residents and if they faced any challenges in accomplishing what they
needed to get done. We prepared a questionnaire which we gave to each official we
interviewed. Our committee interviewed in person/via Zoom/email Patti Howard-Barnett,
Kristen Austin, Valerie Rearick, Drew Kellner, Peter Cook, Judy Cook, Linda Saari and
Tad Putney.

● Distributed a digital survey to town residents in July to gather information used to inform
vendor inquiries and product needs. The anonymous survey was conducted between July
3 and July 17, 2021. The survey was distributed via e-alerts, the town website, social
media, a press release to the HB News, handouts at the Fourth of July Parade and the
Transfer Station, and hard copies at the library, post office, and town hall. We received
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239 responses. Some responses have been redacted from the results pursuant to RSA
91-A:3 II (c) reputation. Results can be found at the end of this document.

● Met with industry leading municipal resource management platform vendors Civic Plus
and Municode to understand their product and how it might support the needs of the
town.

What we learned:
● Engagement with Elected Officials/Appointed Officials/Town Staff

○ All of the Town Officials felt that they had the resources needed to communicate
with residents effectively and in a timely fashion. None of these officials asked
for additional upgraded software. Perhaps, this was because they were not aware
of such software at the time of the interviews and had not taken part in tutorials
that would inform them of how upgrades in Civic Plus - such as Civic Clerk and
Civic Meeting Manager - could enhance the way information is disseminated and
meeting minutes are recorded. Drew Kellner did indicate the need for clearer
documents and site plans which he and others on boards and commissions
received. Tad Putney indicated the difficulty in finding volunteers for some of the
committees and working groups. Kristen Austin said that there would always be
room for improvement on how things are done. Judy Cook and Linda Saari
(Supervisors of the Checklist) use specific State mandated software to register
voters, not a Civic-based software.

● Engagement with Technology Vendors
○ Civic Plus and Municode were the two vendors we were inquiring with for

comparison, and Civic Plus acquired Municode in 2021
○ We learned that our current website does not meet ADA compliance standards
○ Upgrading to Civic Plus will allow online forms for registrations and payments

with many templates available for use (example: processing lake parking passes
online as opposed to check submission)

○ Civic Plus has a user profile for folks to self-manage notifications, an
improvement from e-alerts system which does not have that capability

○ Calendar management improvements with opportunity for community
submissions of events, and attaching meeting packets to event listings.

○ Civic Plus is capable of digitizing and uploading historical documents into
searchable formats

○ Civic Plus provides the opportunity for a-la-carte upgrades as needed, like live
streaming meetings and timestamping minutes automatically.

● Consideration of Town Policies, Procedures and Practices
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○ The survey conducted in July indicated that the preferred methods of
communication and access to information are digital (email, website, SMS)

○ There is a sentiment that the absence of a consistent periodical like The
Brookliner is contributing to a lack of awareness of town information

■ It is the opinion of the committee that the most important aspect of this is
not the hard copy dissemination of information, but the consistency and
content.

○ E-Alerts
■ Lack of awareness that they exist (58% of respondents were subscribed at

the time of the survey)
■ Inability to manage preferences once subscribed

○ Social media
■ Sentiments in comments expressed frustration with social media as a

vehicle of delivery, but it was the #1 way folks learned about the changes
to the Lake Potanipo parking passes.

○ Web Page
■ Comments on navigation, searchability and organization needing

improvement
■ Analytics: We do not currently have google analytics on the town page.

This would be a way to measure how frequently pages and resources are
visited and what channel led them there (external links, social media,
email links etc)

What we recommend in the short-term:
● Renew the charter of the OGWG Committee with a smaller number of members to avoid

quorum issues and re-write the purpose to focus on implementation of Civic Plus,
outreach and engagement with the community to raise awareness of changes, and support
volunteers and committees in establishing, formalizing, and meeting transparency
standards

● Moving forward with the December 16th recommendations when new town staff are
hired into the Town Administrator and Town Planner roles

● Professional Development opportunities for town employees focused on digital
communication and new software capabilities

● Explore grant funding
● Stronger, consistent, vetted, and official social media presences for town departments

What we recommend in the long-term:
● Ongoing outreach campaigns to raise awareness of how community members can find

information using in person, print and digital outreach methods.
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○ How to subscribe to notifications and e-news
○ Where information lives

● Create a town e-news to be distributed on a regular basis sharing news, agendas, minutes,
events, and community announcements

● Use the forms features to improve workflows across departments in collecting funds and
personal information for registrations, fees, and volunteer recruitment

● Train volunteers and committees on best practices for documentation and distribution of
agendas, minutes, and announcements

● Consistent impact measurement and strategy evaluation (website analytics, social media
metrics, and e-news subscriber, click through, and open rates), using the information
from metrics and analytics to adjust as needed to evolving technologies and
demographics
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Open Government Working Group (OGWG) Questionnaire for Town Employees
Subcommittee to meet with Town Officials: Rose Baier, Maria Bechis, Susan Holroyd

Intro: We are trying to collect input about the tools you use to get information out to Brookline
residents, so that we can assist in helping you share that information in the most efficient &
effective manner.

The questions focus on people, processes & technologies.

People:

● Do you have enough of the right people for the work your department has?

● Which Boards, Commissions, and Town Administrators do you work with?

Workflows/Processes:

● Are your processes stale or appropriate? Meaning are your processes
inefficient/outdated or need to be revised?

● What methods/processes do you use to get information out to the town? Do you think
these are effective?

● Are there parts of the current process that are frustrating to you?
● Is there information you would like to get out to the public but can’t due to limitations?
● Are you able to reach town residents in a timely fashion?
● Do residents respond to your inquiries?
● What is the frustration you hear from the public?
● Is part of the frustration due to the current way the information is being disseminated?

Tools/Technology:
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● Do you need improvements in technologies?
● Are there tools out there that you think could not only help you do your job better, but

also at a cost savings?
● Do you have ideas for specific improvements?
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