
Memo
To: Mayor and Council 

From: Jake Rollow, Community Services Director

CC: Tracey Nicholson-Douglas, City Administrator

Ron Brooks, City Treasurer

Date: July 24, 2018

Re: Citizen Relationship Management Technology

The City has sought a way to receive, track, address and respond to resident requests for 
service. Numerous technology providers offer cloud based solutions, typically known as Citizen 
Relationship Management (CRM) software. The staff conducted demos and research on 
multiple companies over the past 18 months, and has found the following:

Potential Firms

See Click Fix – Offers the most complete package, including a web app that the City can 
customize to include links to our website. Their user design is stronger than others, and they 
have a system for both external (resident) and internal (staff) requests. Their program is 
available in both English and Spanish. Seat Pleasant uses their program and has been satisfied 
with them. Their cost is $15,000 per year.

City Sourced – Offers a very similar package to See Click Fix. However, their sales team 
repeatedly failed to be forthcoming in pricing, and when we spoke with Baltimore County, who 
also uses them, we were told that their customer service has not been good at all. Their cost is 
$12,000 per year with a $3,000 setup fee in year one.
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Public Stuff – Staff spoke with this company in 2017, before it was acquired by Accela. In recent 
months, staff attempted to reach the company again, but calls and emails were not returned. 
The City has had bad experiences with Accela in the past.

Novo Solutions – Offers a similar package to See Click Fix, but the user design is not as good,
and it lacks the functionality of reading the geotagging in resident photos. Their pricing is also 
determined by the number of requests the City receives/generates. Given their rates, we 
expect our annual cost would be about $9,000 per year. 

GovQA – This company is not on top of their marketing efforts. It took them weeks to reply to 
my inquiry, and then their sales representative admitted she did not typically work on this 
product. The demo seemed to provide much of the same functionality, but the system was not 
user friendly and the representative could not confirm many details, including a final price. She 
quoted me $6,000 annually, but that would not include the increase for building an app. The 
City would also have to pay to get our own developers license if we wanted that app available 
through Apple. The representative could not immediately provide those prices.

Selection Recommendation

Based on the information above, staff recommends the Mayor and Council authorize the City 
Administrator to negotiate a contract with See Click Fix at a cost not to exceed $15,000 per 
year. This is for two primary reasons:

1. See Click Fix has demonstrated the best product and customer service, they have good 
user reviews/feedback and their pricing is not significantly higher than others.

2. Although other options cost less, they were all had significant and/or worrisome flaws
and did not have the capabilities required for both internal and external tracking. 


