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Factors Shaping the DOT Enterprise 

It’s still the economy stupid 

Belt tightening continues – but how tight is the belt? 

We’re older, more urban, more diverse, and it matters 

Climate change, is it back? 

Focus is on performance and customers 
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Catalyst for Change 

Social/Cultural 

» How people spend their time 

» Expectations of public/private  

» View of government 

 

3 



Distrust of Experts/Suspicion of Experts 
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Distrust in Government at a Historic Low 

Source:  Pew Research Center for the People & the Press.  http://www.people-press.org/2013/01/31/ trust-in-government-interactive/. 



Democratization of Information 

Distrust of Experts/Suspicion of Experts 
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24/7 World 

6 

Bank anytime you want 

Shop anytime you want 

But Government closes at 4:30 p.m.! 



Expectations for Role in Decision-Making 
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Authenticity 
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The Daily Show comes across as authentic 
because it declares itself fake 



Authenticity (continued) 
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Sense of Place 

Strong Point of View 

Serving a Larger Purpose 

Integrity 

 

Inflexible 

Unmovable 

Stuck in Time 

 



Adapting to Change 
Examples of 3 Strategies 

On-Line Customer Community 

Social Media 

Open Data 
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Minnesota DOT Customer Community 

On-line community provider 

» Communispace – 400 communities for 100 clients 

Recruit – Select a valid sample who commit to participate 
each week 

Pay small token of appreciation 

Multiple input methods 

» Survey, brainstorm, discussion, live chat, image galleries 
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MnDOT On-Line Community 
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MnDOT On-Line Community (continued) 
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Social Media 

Social Media is 

» Customer driven 

» Transparent 

» Engaging 

» Inclusive 

» Sincere 
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Social Media (continued) 

15 

The Goal of Social Media is Engagement 



Social Media (continued) 
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Source:  https://twitter.com/wsdot_traffic/status/ 
280707277500063747. 

Source:  https://twitter.com/wsdot/status/ 
234054694346059776. 



Social Media (continued) 

17 Source:  http://storify.com/wsdot/humanizing-the-accounts-like-a-box-of-chocolates. 



Open Data 

Purpose – Increase public access to high-value, machine 
readable data sets 

Reasons to open data 

» It’s public data, paid for with public funds 

» Open data might rebuild confidence in government 

» A way to get really cool, innovative, customer-friendly apps at 
no cost to the public 
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Open Data (continued) 
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FlyOnTime.us is a free resource for air travelers and anyone else interested in the 
on-time performance of the commercial air system in the United States.  The flight 
and weather information presented on the web site is derived from data provided 
by the United States Federal government, while the security line times are 
submitted by air travelers.  The FlyOnTime web site has four goals:   

• Help American air travelers find the most on-time flights.  

• Help the American public understand the data from  
government sources by presenting it in interesting and attractive ways.  

• Tap the wisdom of crowds to collect data on airport security line delays.  

• Allow developers to access flight on-time data in a simple, programmatic way.   



Open Data (continued) 
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FlyOnTime.us was also created to prove a 
broader point:  when the government 
opens its data to the public, it saves tax 
dollars.  FlyOnTime.us is an independent 
project created by private citizens.  It is not 
affiliated with any government, agency, or 
organization.  The web site developers made 
use of open data from the Bureau of 
Transportation Statistics, the Federal Aviation 
Administration, the National Oceanic and 
Atmospheric Administration, and travelers on 
their cell phones to create a service of 
real value to the traveling public at no 
cost to the tax payers.  

Source:  http://flyontime.us/. 



Open Data (continued) 
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Source:  Hubway Data Visualization Challenge,  
http://hubwaydatachallenge.org/. 

Source:  520or90.com. 



Conclusions 

Cultural change doesn’t just impact us personally,  it also 
impacts institutions 

To maintain support, government agencies must consider the 
culture and respond 

The goal isn’t implementing a particular customer-centric 
program it’s asking the question 

» “Are we relevant?” 

» If the answer is “not sure”, “maybe”, or “no”, its time to get to 
work  
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