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OUR CLIENT

DEPARTMENT OF INNOVATION 

AND TECHNOLOGY 

ASSESSING 

DEPARTMENT

CITY OF BOSTON  



ASSESSING ONLINE



FINDING A TARGET USER

8 HOMEOWNERS 7 HOMEBUYERS 2 LOAN OFFICERS 5 CITY DEPTS

1 APPRAISER 2 RESEARCHERS 2 DEVELOPERS 10 REALTORS

37 USER INTERVIEWS
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CONNECTION 

TO CITIZENS

VALUE FROM 

TOOL

MAKING A DECISION

“I used Assessing Online once or 

twice during my home search. 

My realtor shared with me nearly 

everything I needed.”

“I use Assessing Online 

multiple times every 

single day.”

FREQUENCY 

OF TOOL USE

HOMEOWNERS AND 

HOMEBUYERS
REALTORS



CONNECTION 

TO CITIZENS

VALUE FROM 

TOOL

FREQUENCY 

OF TOOL USE

MAKING A DECISION

“I want my buyer to be as 

informed as possible. I get 

information from Assessing 

Online, the Registry of Deeds 

and permitting, and sometimes 

go to City Hall.”

“I found Zillow much more 

helpful for finding the 

information I wanted on 

market value, safety and 

school district.”

HOMEOWNERS AND 

HOMEBUYERS
REALTORS
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TO CITIZENS

VALUE FROM 

TOOL

FREQUENCY 

OF TOOL USE

MAKING A DECISION

“My job is to make the process 

easier for Boston owners and 

buyers. I’m proud to represent 

them and empower them to 

make good decisions.”

“My wife and I both grew 

up in Boston and are 

proud to own property 

here.”

HOMEOWNERS AND 

HOMEBUYERS
REALTORS
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CONNECTION 

TO CITIZENS

VALUE FROM 

TOOL

FREQUENCY 

OF TOOL USE
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HOMEOWNERS AND 

HOMEBUYERS
REALTORS



FREQUENCY OF 

TOOL USE

VALUE FROM 

TOOL

PROBLEM 

STATEMENT

How might we 

enable citizens –

individuals and 

commercial users –

to easily access, 

understand, and 

trust city-based 

property 

information.



PROJECT OVERVIEW

USER INSIGHTS

OUR DIGITAL SOLUTION

NEXT STEPS & RECOMMENDATIONS

ROADMAP



THE 

DETECTIVE

NERVOUS 

NANCY
THE 

EDUCATOR

BFF/

SUPPORTER

“The more 

links, the more 

information the 
better.”

“People sue 

the agent for 

wrong 

information 

sometimes.”

“I bring 

homebuyers to 

the site and 

show them the 

assessed 

value and tax 

rate.”

“Buying a home 

is a huge life 

decision. I often 

find myself 

encouraging and 

assuring clients 

that are nervous 

and 

overwhelmed.” 

THE REALTOR MINDSET
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HEATHER’S LAST CLIENT

PERMITTING 

POST-2009

PERMITTING 

PRE-2009

1

2
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HOW DO THEY 

COME UP 

WITH THE 

ASSESSED 

VALUE ?

CAN WE 

ADD A 

PORCH?

WAS THE 

LEAD PAINT 

REMOVED?
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SOLUTIONS

BIG IDEA: CREATE AN INTEGRATED EXPERIENCE 

FOR ACCESSING CITY PROPERTY DATA

APPLICATION 

PROGRAMMING 

INTERFACE (API) 

Incorporate city data into non-

governmental tools that realtors 

use)
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SOLUTIONS

BIG IDEA: CREATE AN INTEGRATED EXPERIENCE 

FOR ACCESSING CITY PROPERTY DATA

APPLICATION 

PROGRAMMING 

INTERFACE (API) 

Heard from realtors that they 

would still go to city websites. 

MLS not accessible by regular 

citizens

PROPERTY 

INFORMATION 

TOOL

Create tool on Boston.gov where 

citizens and commercial users can 

access all city property data for a 

single property at once. 
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FREQUENCY OF 

TOOL USE

VALUE FROM 

TOOL

PROPERTY 

INFO TOOL

“That would be great to 

have. Nobody has that. 

Wouldn’t this be a 

miracle?” 

“Perfect. I like this. This 

is perfect. I love it.” 

“It has a lot of information 

that I would normally pull 

from different sources. 

Which is great.”



REVISITING HEATHER



Prototype
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NEXT STEPS  

OVERALL GOAL: PROVIDE INTEGRATED 

EXPERIENCE FOR ACCESSING CITY 

PROPERTY INFORMATION 

Conduct usability testing – we designed based on user insights, 

but did not formally test design. 

Compare insights from additional user groups to our proposed 

“versions” (in the appendix).

Better understand other user groups we identified (taxpayers, 

appraisers, developers, etc.). 1

2

3



RECOMMENDATIONS

CONTINUE THE JOURNEY TOWARD DEEPLY 

UNDERSTANDING YOUR USERS

Ideas for quick insights:

Track who is calling 

TRAC

Track who is coming 

into City Hall for 

assessing information

Host citizen office 

hours

DOIT ASSESSING

EXPLORE API SOLUTION 

FOR CITIZEN-FACING 

WEBSITES

Learn more about how 

other services are 

accessing this data (MLS, 

Warren group, etc.)

Understand how citizens 

perceive public 

information on other sites

Our team quickly added 

(with DOIT’s support) a 

survey to Assessing 

Online.



THANK YOU
Questions?


