
One City. One Portal.
One Experience
Transforming Municipal Services
with Liferay PaaS



About the Client
The city recognized that its website had evolved beyond a
communications tool — it had become the primary way
residents and businesses interacted with municipal services.
Over time, however, its digital landscape became
fragmented. Public information was hosted on one system,
zoning and mapping tools on another, financial dashboards
on a separate platform, and municipal codes in an external
repository. Authentication systems were inconsistent,
workflows were manual, and residents often struggled to find
clear answers to simple service questions.
City leadership set out to create a unified, secure, and
scalable digital platform — a true “digital front door” - where
residents and businesses could discover information, access
services, and complete transactions in one place. The
solution needed to integrate deeply with existing municipal
systems, provide strong security controls, automate
workflows, and improve discoverability through modern SEO
and Answer Engine Optimization (AEO) practices.
To achieve this vision, the city implemented a cloud-native
digital experience platform built on Liferay PaaS.



Liferay PaaS
Digital Experience Platform

ArcGIS OpenGov CivicPlus  Municode

Rather than replacing systems individually, the city
architected a unified platform that consolidated public
content, authenticated services, GIS intelligence,
financial transparency tools, civic engagement
systems, and municipal codes.
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The Solution: A Connected
Civic Platform

The result was a single, cloud-native digital ecosystem serving
both public users and authenticated residents and businesses.



Cloud-Native Architecture
on Liferay PaaS

The solution was deployed using containerized
infrastructure within Liferay PaaS, ensuring high
availability, scalability, and automated deployments.
Built-in monitoring, CI/CD pipelines, and managed
services reduced operational overhead while
supporting rapid updates.
Performance optimization included caching layers,
secure edge delivery, and enterprise-grade security
controls. The city’s IT team no longer needed to
manage infrastructure manually, and the platform
could scale automatically during high-traffic events
such as tax deadlines or emergencies.
For residents, this translated into fast load times,
consistent availability, and a modern mobile-friendly
experience.



Secure Identity & Access
with Azure Entra ID

Authentication and identity governance were
centralized through Azure Entra ID using OpenID
Connect and SAML protocols.

Secure single sign-on
enables residents,
businesses, and

employees to
authenticate once

and access
authorized services

seamlessly.

Role-based
access control

maps Azure
identity claims to

portal permissions.

Multi-factor
authentication

protects sensitive
actions like

payments and
permit approvals.

Automated
provisioning and

governance
simplify account

lifecycle
management.

By centralizing identity management, the city
strengthened security while reducing administrative
complexity. Fragmented login systems were eliminated,
improving auditability and compliance. Residents
benefit from a secure, streamlined login experience that
avoids multiple credentials while maintaining strong
protection for sensitive transactions.



           GIS Intelligence with
ArcGIS
Through integration with ArcGIS, geographic data
became embedded directly into service delivery
workflows. 

Real-time parcel and zoning
lookup based on address queries.

Automated zoning validation
during permit applications.

Location-driven service
personalization.

Interactive mapping for
infrastructure projects and service

areas.

This integration transformed GIS from a static reference
tool into a dynamic service engine. Departments
operate with consistent, real-time parcel data,
improving coordination across planning and public
works. Residents gain immediate clarity about zoning,
eligibility, and property-specific services, reducing
confusion and minimizing in-person inquiries.



      Financial Transparency
with OpenGov

OpenGov dashboards were embedded directly within
the platform to provide accessible financial visibility.

Live budget and expenditure
dashboards.

Capital project tracking and
funding breakdowns.

Secure API synchronization for up-
to-date data.

Performance optimization through
caching.

This integration enhanced transparency while reducing
manual reporting tasks for city staff. Residents can
explore how tax dollars are allocated and monitor
capital projects independently, strengthening public
trust and civic engagement.



Civic Engagement
through CivicPlus

CivicPlus integration unified communication and
engagement tools.

Automatic synchronization of
events, meetings, and agendas.

Prominent display of emergency
alerts.

Unified search indexing across
engagement content.

Reduced manual content
duplication.

By consolidating engagement tools, the city improved
internal efficiency and ensured consistent messaging.
Residents benefit from a single location to access news,
meeting records, and alerts, simplifying civic
participation.



Digital Workflows &
Service Automation

The platform automated end-to-end service delivery,
replacing manual processes with structured digital
workflows.

Automatic zoning and ordinance
validation during submissions.

Approval WReal-time status tracking
and notifications.orkflow

Multi-step approval routing through digital
workflows

Integrated payment processing and
document uploads.

Workflow automation significantly reduced processing
time and administrative overhead. Departments
gained better visibility into application pipelines, while
residents could track progress transparently.
Applications, payments, and documentation are now
completed entirely online, improving both speed and
convenience.



SEO Strategy for
Discoverability

Structured metadata
and schema markup
for improved indexing.

Optimized URLs organized
around services rather
than departments.

Core Web Vitals optimization
for performance and mobile
experience.

Automated XML sitemaps
for faster search engine
updates.

Discoverability was treated as a core design principle.

This approach increased organic search visibility and
reduced reliance on call centers. Residents find
relevant services quickly through natural search
behavior, improving overall digital adoption.



Natural-language FAQ
structuring for
common service
questions.

Semantic search
capabilities for direct
answers.

FAQ schema for
compatibility with voice
search and AI engines.

AI-ready content
architecture for future
chatbot integration.

Recognizing the shift toward conversational search, the
city implemented AEO strategies.

        Answer Engine
Optimization (AEO)

By structuring content around real questions, the
platform delivers concise answers directly within
search results. This reduces repetitive inquiries while
allowing residents to receive immediate, context-aware
information without navigating multiple pages. The
platform becomes conversational and future-ready for
AI enhancements.



Within the first year of launch, the city saw measurable
improvements in engagement and operational
efficiency. Online service adoption increased as
residents embraced self-service capabilities. Permit
processing times decreased due to automated
validation and workflow routing. Call center inquiries
declined as structured search and GIS-driven clarity
reduced confusion.

         The Result: A Unified,
Citizen-Centric Digital
City

Online service
adoption
increased

as residents
embraced self-

service
capabilities.

Permit processing
times decreased

due to automated
validation and

workflow routing.

Call center
inquiries declined

as
structured search

and GIS-driven
clarity reduced

confusion.



Most importantly, the city’s digital presence evolved
from a collection of disconnected systems into a
unified civic platform. Residents and businesses can
now discover services, log in securely, access
personalized dashboards, explore financial
transparency data, and complete transactions - all
through a single digital front door.

Built on Liferay PaaS, the platform provides a scalable foundation
for future innovation, including AI-driven services, predictive
analytics, and expanded smart city initiatives. The city now

operates a modern, secure, and citizen-focused digital ecosystem
designed to evolve alongside community needs.
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