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What’s Gov Got to Do With It?

Effective Governance + Engaged Democracy

=  Sustainable Communities

 see common future together

 need tools & info to fix problems

Our system of governance needs an evolution



Public Information & Engagement Actions

Attempts to assist towns in enhancing the following 
areas:

 Communications

 Citizen Engagement

 Access to Public Information



Support to Get ‘er Done

Webinars & training

 Small grants

 Annual Government Connext Forum?

Development of new tools & platforms?



Access Princeton
Princeton’s Answer to Improving 

Communications and Citizen Engagement



Why a new Department?

• Consolidation

• Transparency

• Promote citizen engagement

• Save time

• Tracking features and real-time statistics

• Cut down on non-emergency, non-police calls to the 
Police Department

• Provides a point of information for citizens when they 
don’t know who to call

• Cuts down on the transfer calls 



Challenges

• CHANGE!!! 

• Will it take away my job

• Negative public comments

• Buy in from everyone

• Getting the word out

• Technology isn’t for everyone

• 3rd party limits control 

• Being the middle person

• Using the reports for more accountability

• Always evolving

• Out of jurisdiction issues (State/County/Utility)



What is Access 
Princeton?

A centralized non 
emergency contact center



So exactly what does Access 
Princeton do?

• A source of information

• Walk in center for information, notary and passport 
services 

• Administrator for SeeClickFix (constantly monitored 
and changed when needed)  

• Keeping the mobile app up to date

• Available during times of Emergency 

• Provide Administration, Mayor and Council and 
Departments with stats monthly and Quarterly

• Moderator of the town’s social media accounts



How do we get more 
engagement?

• Obtain email addresses 
of callers

• They will receive 
updates as status 
changes on their 
reported issue

• They can review it 
online from the email

• Hopefully they will 
enter the next one on 
their own! 



Social Media

• Facebook & Twitter
• Share reported issues 
• Post meeting agendas
• Feedback for town’s planning such as the Bike Master Plan
• Feel good stories
• Road closings or delays
• Post upcoming events for other departments
• Get the word out about Access Princeton and what it is

• Periscope
• Live broadcasts
• Awareness and tips from staff or representatives from outside agencies
• Events such as Community Night Out
• Very interactive and engaging

• YouTube
• Saved broadcasts available for future viewing
• Post to Facebook 



Mobile App

• Convenient 

• Include pictures with report

• Live updates

• Customizable buttons

• Change status from phone

• Improving engagement



How are we doing?

• Over 600 issues reported using the web
• Over 300 issues reported using the mobile app
• Over 200 issues reported using the widgets and mobile 

web
• Average over 600 phone calls a month
• Average 18 notary services a month
• Over 7,000 questions or issues have been reported in 

SeeClickFix
• Knowledge Base (FAQ) averages over 350 hits per 

month
• Close to 500 registered SeeClickFix users



Questions?



Contact information:
Christina Rothman-Iliff
609-924-4141
ciliff@princetonnj.gov

mailto:ciliff@princetonnj.gov
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Borough of Franklin Lakes
Performance Dashboard



Comprehensive Communications Program

 Communications “Toolbox”

 Comprehensive resource – Website

 Regular (and emergency) communications – E-blast

 Nearly 3,300 subscribers

 Survey response

 Social media - Facebook, Twitter, Instagram

 Paper - Borough calendar, Recycling Newsletter, Resident 
Handbook

 Emergencies – Reverse 911, Sandwich board signs 

 Cable TV channels



Website – Online Services & Public Engagement

 Online services

 Online recreation registration

 Making it simpler to pay taxes – credit or debit cards, ACH 
payments, automatic withdrawal

 Fill in forms

 Public engagement

 Online service requests

 Borough-wide survey

 Performance Dashboard



Performance Management

 Borough now has 15 departments recording data in its 
performance management system

 Each department has performance measures – monthly, 
quarterly or annual data that measures departmental 
performance

 Reports which visually show performance through graphs are 
prepared by department heads on a monthly or quarterly 
basis and provided to the governing body

 Reports are used to plan and manage the department
 Learning through asking “Why?”

 Selected reports are posted on the Performance Dashboard on 
the Borough website for the public to learn about the 
department and its performance 
 8 departments are currently posting reports on Performance Dashboard 



Public Performance Dashboard



Educating the Public – Mission Statements



Quarterly Reports – Garbage & Recycling



Quarterly Reports - Communications



Annual Reports - Construction



Annual Reports - Police



Public Information & Engagement

 As managers, we must measure performance
 Use data to more effectively management

 As public managers, we must share that performance 
data with the public

 Educate and inform the public
 Good governance and they like it

 Picture tells the story (don’t it?)

 Don’t be afraid
 Constructive tool to help department heads and governing 

body’s manage

 Embrace the “Why” questions



Thank You

 Gregory C. Hart, CPM, QPA

 Borough Administrator, Borough of Franklin Lakes

 GHart@franklinlakes.org

 (201)891-0048, ext. 1201

 Special Thanks to

 Our Borough “Webteam” that makes our Communications 
Program possible

 Administrative Assistant Lynette Sidoti and our continuous stream 
of college Communications Interns

 Revelstone – www.revelstonelabs.com

mailto:GHart@franklinlakes.org
http://www.revelstonelabs.com/

