


January 24, 2025

North Central Texas Council of Governments (NCTCOG) 
616 Six Flags Dr., Ste 200, 
Arlington, Texas, 76011

Re:  RFP – 2025-18: Artificial Intelligence (AI) Solutions for Public Sector Entities

To Whom It May Concern

Citibot appreciates the opportunity to respond to the above referenced RFP for AI solutions. 
Located in Charleston, SC., Citibot was founded in 2016 and is a software-as-a-service (SaaS) 
company providing a comprehensive full resolution enterprise AI chatbot and live chat solution 
available across multiple communication platforms. Capable of allowing the ability for NCTCOG
to improve consistency and accuracy when responding to customer questions, Citibot enables
NCTCOG member entities to conduct their business and not worry about building and supporting
complex Bot type technologies. Citibot’s solution can be implemented in less than sixty days,
including integrations to other websites and third-party systems.

Citibot understands NCTCOG is seeking to integrate AI solutions into websites to provide prompt 
and efficient automated assistance to their users. Accessed through NCTCOG’s members’ 
websites, Citibot’s goal through its use of AI chatbot services, is to make certain your customers 
get their questions answered, services taken care of, and unique messages responded to in a 
prompt, cost-effective manner. Citibot believes that NCTCOG goals and Citibot’s are well-aligned 
in that both seek to advance professional local government worldwide, and advance local 
government through providing innovative technologies that service local government 
governments and improve customer service.

Citibot supplies solutions to 100+ customers in the government including Arlington, TX., Fort 
Worth, Mckinney, Bedford, McAllen, Aurora, CO., Denver, CO., New Orleans, LA., Long Beach, 
CA, Stockton, CA, and Monterey, CA. Additionally, Citibot was awarded an RFP issued by the 
State of Utah for NASPO ValuePoint, a state cooperative contracting vehicle that can function as
a vehicle to obtain our services.

We build our solutions specifically for government because we know government. We thank you 
for this opportunity and look forward to meeting you soon and sharing our amazing story. 

Sincerely,

Bratton Riley
CEO, Citibot, Inc.
843-324-6167
https://www.citibot.io/
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1. Certificate of Offeror and Statement of Understanding 

a. Addenda acknowledgement and signature of authorized representation (page 1 of 
solicitation) 

b. A brief statement of the respondent’s understanding of the work to be performed or 
desired deliverables requested in the solicitation. 

Citibot, Inc. understands that work to be performed or desired deliverables requested 
in the solicitation for the North Center Texas Council of Governments (NCTCOG) is to 
serve a 16-entity metropolitan region surrounding the cities of Dallas and Fort Worth 
with a population of over 7 million.  Services requested in the RFP are for those 
members of the NCTCOG and include artificial intelligence (AI) solutions that service 
the various customer types serviced by these members both internal and external. 

2. References 

City of Arlington, TX 
Jay Warren 
Director of Communications and Legislative Affairs 
101 W. Abram Street 
Arlington, TX 76010 
Mob: 817.209.9592 
Website:  www.arlingtontx.gov 
 
City and County of Denver 
Laura Dunwoody, Director of Resident Experience 
1437 Bannock Street 
Denver, CO 80202 
303.916.1831 
laura.dunwoody@denvergov.org 
Website: www.denvergov.org 

 
Bexar County Appraisal District 
Jennifer Rodriguez 
Communications Director 
Office: 210.242.2406| Mobile: 210.216.4398 
jgarza@bcad.org 

www.bcad.org

City of Bedford, TX 
Molly Fox 
Communications Director 
2000 Forest Ridge Drive 
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Bedford, TX 76021 
Mobile: 214.223.0534 
Molly.fox@bedfordtx.gov 

 Website: www.bedfordtx.gov 

 

3. Project-Related Experience and Qualifications 

a. Organization’s Capabilities and Experience 

Technical Expertise 

Since July 2017, Citibot has built and launched approximately 150 AI powered 
chatbots for local and now state governments across the United States.  Citibot was 
also the first AI company in the government technology industry that was vetted and 
validated by the Gov AI Coalition.   

Citibot also has many customers in Texas like Arlington, Fort Worth, Bedford, 
Lewisville, Farmers Branch, McKinney, Trophy Club, McAllen, Bexar County Appraisal 
District, Mont Belvieu, Corpus Christy, Buda, Boerne, and many others.   

 

Project Management 

Citibot understands the expectation by NCTCOG that the RFP will be awarded by 
March 2025.  Our project schedules consider any deviations from critical path tasks to 
ensure the project is completed on time.  As previously mentioned, Citibot can 
implement its solution within 90 days, inclusive of some determined integrations. 
Furthermore, Citibot will ensure that the organizational change management activities 
are aligned with the overall project timeline and provide a schedule highlighting key 
change management milestones and their integration with software deployment 
phases. 
 
Citibot will also work with NCTCOG to enhance the website, categorizing and ingesting 
and categorizing other knowledge type articles, i.e., FAQs as well.  Deployment 
permits the system to be able to start to learn about the structured and non-structured 
data gathered from the website and other sources.  This can be beneficial to NCTCOG 
and allow NCTCOG to get to know what end-users need.  The Work Breakdown 
Structure (WBS) shows what can happen with a single website and integration to the 
NCTCOG’s general mailbox or other sources, i.e., live chat, which would ascertain a 
service workflow.   

  
 Project Management 

Citibot will facilitate a meeting with our project manager and NCTCOG.  This will be 
the project kickoff meeting. In attendance will be Citibot’s team responsible for 
executing the project and any NCTCOG stakeholders.  Project schedule and tasks will 
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be clearly outlined. Weekly meetings will be held throughout the project for updates, 
implementation, or ongoing support processes. 
 
Citibot will need to have access to business and IT staff.  The Citibot implementation 
process involves primarily three concurrent phases executed through an Agile 
approach prior to Go-Live. Minimal input is required from NCTCOG Staff in this 
process. 
 
 Marketing/Branding 
 Discovery/Q&A Chatbot Build Out 
 Integration and Testing 
 Go-Live 

 
Marketing/Branding:  In this phase, Citibot will meet with the NCTCOG’s 
communications teams to obtain the chatbot name, how to build the marketing 
campaign with existing NCTCOG communication channels NCTCOG uses to connect 
with its users {social media, newsletters, events, press releases, etc.), and a selection 
of a number to use for the Text Message Chat Product. With the plan in place, Citibot 
will design the chat interface for the various NCTCOG websites and build the 
marketing campaign to promote the use of the platform.   
 
Discovery/Q & A Chatbot Build Out:  Citibot will ask for a frequently asked questions 
(FAQ) from NCTCOG and will build out the Q&A Chatbot, using the content of the 
NCTCOG websites as the knowledge base for the platform and other identified 
documents and databases, as required.  Information needed from NCTCOG is any 
processes, procedures, websites, documentation, databases, and more that Citibot 
will use to teach its platform how to answer questions and service the user.  
Information is needed during the Discovery Phase of the project, but Citibot, because 
of its ML abilities, will be able to ingest information as needed. 
 
Integration/Testing:  Citibot will gather feedback from NCTCOG on which service 
requests are required. Citibot will build out the AI conversation flows for all relevant 
service requests to ask the questions that the departments need answered to resolve 
a service request issue.  Citibot will then integrate into the system that NCTCOG uses 
to manage the service requests.  Citibot will assess the system and then ask NCTCOG 
for testing feedback as well.  Once the approvals are in place, then the chatbot 
platform will be launched.   
 
Project Signoffs 
Throughout the project management process and at the completion of each milestone, 
Citibot requires signoff on items in scope that were delivered by an NCTCOG 
designated responsible party.  This signoff process ensures successful completion 
and acceptance of a milestone.  As requested at minimum signoffs include the 
following and any delivery of in scope items. 
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• Knowledge transfer complete and signed off 
• Documentation delivered and signed off 
• Training delivered and signed off 

Sample Project Timeline 

Milestone Event Associated Milestone 
Deliverables 

Schedule 

Project Planning Project Kickoff Contract Execution + 
5 days 

Requirements and Design 
Validation 

Validation sessions, Risk 
Assessment, Final 
Requirement Validation 
Document, Final Design 
Document, Final 
Implementation Document 

Execution + 10 
calendar days 

Provision Environments Validate Test and Production 
environments 

Execution + 10 
calendar days 

Installation and 
Configuration of Software 

Final Solution and Testing 
Document 

Execution + 15 days 

Testing and Acceptance – 
GO-LIVE 

Final Test Results Report, 
Final Training 
Documentation, NCTCOG 
Digital Standards Review and 
Approval, Final Acceptance 

Execution + 90 days 

Postproduction Warranty Included in the cost of 
Solution 

Production 
+90 days 

Production Support 
Services 

Ongoing after Final 
Acceptance 

Ongoing 

 

Work Breakdown Structure (WBS) by Milestone  

Milestones Time (Days) Start End 
Project Planning 5 3/3/2025 3/7/2025 
Requirements 
and Design 
Validation 

5 3/8/2025 3/14/2025 

Provision 
Environments 

21 3/17/2025 4/12/2025 

Installation and 
Configuration of 
Software 

14 3/24/25 4/13/2025 

Testing and 
Acceptance– 
GO-LIVE 

60 4/14/25 6/10/2025 

Postproduction 
Warranty 

90 6/11/2025 
Included in 
subscription 

9/11/2025 
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Milestones Time (Days) Start End 
Production 
Support Services 

0 Annual Subscription 
Renewal 

Ongoing 

 

Team Qualifications 

Citibot is a privately held small business enterprise that has 14 employees and has as 
of 2024 an annual revenue of approximately $2,000,000.  Bratton Riley is the CEO.  
He oversees operations daily and is responsible for making critical decisions for the 
company. Currently, Citibot does not produce an annual report.  Citibot was on the 
forefront of government AI services and over the past several years we have grown 
significantly, adding 75 customers in 2024 because of our unique technology platform 
tailored toward government, time to deploy, ease of use, and ability to service 
government clients 24/7.    

 

Executive/Professional:  Bratton Riley, CEO, Founder, and Project Lead: 
Bratton Riley is the Co-Founder and CEO of Citibot in Charleston, SC, a software 
company that enhances the civic engagement experience by connecting citizens and 
their governments through interactive Text Message, Webchat, and Messenger App 
platforms.  Bratton stays close to the business as the project lead. Bratton has 
deployed 100+ of the government implementations in this role.  As the project lead, 
Bratton has successfully delivered to each of the cities and states previously 
mentioned, and the majority of all Citibot’s customers.  
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Bratton was brought up in a family committed to public service and is enthusiastic for 
the betterment of our communities. As the son of longtime Charleston Mayor Joe Riley, 
Bratton brings a unique perspective to understanding issues facing government 
entities and the barriers of citizen communication. He previously spent 12 years 
heading development and legal practices for Maybank Industries, which handles more 
than 3.5 million tons of maritime cargo per year.  
 
Bratton received a degree in history from the University of Virginia, an MBA in 
International Business from the University of South Carolina, as well as a JD from the 
same university.  He is a Liberty Fellow and an incubator for exemplary leadership in 
South Carolina in conjunction with the Aspen Global Leadership Network.  
 
Marie Davis, Implementation Manager   
Marie Davis has implemented over 50 Citibot customers and pulls in the tech teams 
and marketing teams as needed to build, test, and launch the chatbot platform. Marie 
Davis is a highly accomplished project manager that has implemented over 50 Citibot 
customers and pulls in the tech teams and marketing teams as needed to build, test, 
and launch the chatbot platform.   She works with the customer to gather all the intake 
needed to enable the Citibot Team to custom build the chatbot platform, and then she 
runs the customer through the testing and design process.  If a third party integration 
is needed, she works with the customer and the Citibot Tech team to connect the two 
system APIs for a two-way integration between the platforms.  She is worked with 
large and smal counties and cities around the United States with their technical and 
communications teams. 
 

Brad Crysler, Technical Lead 
Brad has over 15 years of software development experience and has overseen Citibot 
technology for 2.5 years. Brad is a full-stack, Senior Developer that has over 15 years 
of software development experience.  He has overseen Citibot technology stack for 
2.5 years and helps lead the product strategy and manages the more junior developers 
to build the Citibot chatbots with third party integrations.  He also manages the security 
protocol for the platform and helps bring to life the product vision for Citibot.   Brad 
collaborates with Marie Davis for the significant technical deployments for Citibot for 
each product implementation.    

 
b. Relevant Past Projects 

Citibot has extensive experience with the technology required to successfully 
implement NCTCOG, an enterprise webchat solution. Citibot has delivered projects on 
time and on budget over the past several years. Citibot has 100+ state and local 
government customers, notable mentions include: 
 

 Monterey County, CA Treasurer’s Office 
 Charleston County, SC   
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 City and County of Denver, CO 
 New Orleans/Orleans Parish, LA 
 Polk County, FL 
 Stafford County, VA 
 Clay County, FL 
 Aurora, CO 
 Long Beach, CA  
 Roseville, CA 
 Fort Worth, TX 
 Arlington, TX 

 
Examples: 
City of Arlington, Texas – Accela Public Stuff Integration - Website:  
www.arlingtontx.gov 
Arlington’s CMS solution is called Civic Live, one used by many local government 
agencies, Citibot integrated into the Civic Live website easily with its html code and 
java script.  Arlington’s business requirements included the implementation of webchat 
with SMS, and integration into its service request system Accela’s.  Accela permits 
end users to submit and track work requests while geo-locating the service request 
type such as dead animal using Citibot’s Esri integration.  
 
City and County of Denver, Colorado – SUNNY 
Launched in February 2024, the City and County of Denver branded its artificial 
intelligence chatbot, “SUNNY”.  Used to service residents through Denver’s 311, call 
volumes during spring/summer increase as much as 500 percent between Memorial 
Day and Labor Day.  Call wait times increase from a minute to more than 5 minutes. 
With Sunny no wait times exist, and Sunny is available 24/7 and responds in 75 
languages.  Configured to the denvergov.org website, FAQs, and 311 knowledge 
bases, Sunny responds quickly with relevant answers.   People can text “Hi” to Hey311 
or look for the popup chatbot on the city/county website. If the answer is not what they 
are seeking, SUNNY can escalate to a “Live Chat” and an agent can become engaged.  
 
Since the launch of SUNNY in March, the amount of inbound digital communications 
as a percentage of overall communications that come into the City and County 311 
has increased from 10% to 33%! 
 
County of Monterey, CA – Treasury – BIXBY 
In June of 2024, Monterey County launched Bixby as its new virtual assistant for the 
Treasurer-Tax Collection office.  Named after the iconic Bixby Bridge, the assistant 
enables residents and businesses to get information on a wide range of subjects 
related to the treasury and tax offices.  It is available in various languages. Excited 
about Citibot’s capabilities and its innovativeness, the County is expanding to other 
departments to increase efficiency throughout the organization. For a video testimonial 
from the Monterey County Treasurer’s Office about their chatbot, BIXBY, please go to 
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this video link and see the first 10 minutes or so of the video.  
https://www.youtube.com/watch?v=Ed-g82UptX0 
 
City of New Orleans/Orleans Parish, Louisiana (NOLA) 
Implemented in June 2021, NOLA uses Citibot to enhance its 311-contact center 
experience. NOLA demonstrates the capability to brand the chatbot. NOLA311 
branded the chatbot “JAZZ” and includes text and webchat services. NOLA uses 
Citibot AI for Q&A and submission of service requests.  Website:  www.nola311.org
 

 

c. Background and Years in Business 

Citibot is a software-as-a-service (SaaS) based company headquartered in 
Charleston, SC. Founded in 2016, Citibot is a full resolution enterprise scalable and 
omnichannel turnkey system specifically designed to meet the needs of government 
agencies. The company was established for the purpose of providing services as 
identified in this RFP. Citibot is hosted by Amazon Web Services (AWS) and leverages 
generative artificial intelligence (GenAI), natural language processing (NLP), and large 
language models (LLM) to provide an automated and multi-channel chatbot 
government solution. Citibot has extensive experience with citizen and customer 
services communication platforms and is built for government by people who know 
government. Citibot’s solution gets questions answered, service requests taken care 
of, and responds in a timely, cost-effective manner. Citibot’s core values are (1) to help 
make government more accessible regardless of socioeconomic status or disability; 
(2) to make customer service much easier; (3) to reduce the amount of communication 
volume processed through traditional communication channels; (4) to help streamline 
backend government operations; and (5) to generate and display data analytics to help 
government make faster and more well-informed decisions. 

Citibot has been purpose building customer service AI chatbots specifically in the local 
government space since July 2017.  Its customer base more than double in 2024, and 
it has been instrumentally involved with the GovAI Coalition, being the first company 
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vetted and approved by the Coalition.  The way in which Citibot designs the branded 
chatbot interphase, builds the marketing campaign for the solution, custom builds each 
chatbot and fully implements it and provides high quality customer service makes it 
the market leader in the local government space.   

Citibot CEO Bratton Riley is a product of the local government space, as his father 
was Mayor of Charleston for 40 years.  Citibot is constantly winning RFP Awards in 
the space because of the uniqueness of the product and its competitive pricing.  Citibot 
is also in 75 languages, which will help service the nature of NCTCOG.  Citibot also is 
available in other channels like SMS and WhatsApp, and it is about to launch its voice 
product. 

And as a reference, please reach out to the City and County of Denver, where they 
will tell you that Citibot is the best vendor with which they have ever worked.  

Citibot’s innovative omni-channel chat platform has been honored with multiple 
awards. These accolades highlight the exceptional chatbots we have implemented in 
collaboration with municipalities and agencies across the United States, all made 
possible by the remarkable individuals we partner with. 

 Stafford County, Va Wins a Govx Award 

 GovTech 100 – 2021, 2022, 2023, 2024, 2025  

 NOLA 311 Wins 2021 Silver Anvil Award 

 2021 Haverford Award 

d. Significant Requirements Not Met 

Not applicable.  Citibot can meet all requirements as specified in the RFP. 

 

4. Technical Proposal 

a. Project Deliverables 

Citibot is an AI-driven chatbot solution that can be implemented for a department-
specific task or a government wide approach to external customer service, which is 
the primary use of Citibot, or an internal facing chatbot solution to help staff in particular 
departments or government wide.   

When thinking of the primary use of Citibot, which is for external facing customer 
service in 75 languages for a government-wide, one-stop shop approach to resident 
customer service, Citibot can enhance the user experience to get what the resident 
needs in the moment that’s convenient for them, streamline and make efficient the 
government customer service offering highly effective for residents.  While this RFP 
takes a department-specific approach, which is understandable, the presumption that 
government needs to make is that residents do not know what each department is 
responsible for.  So, when considering the resident experience, the best approach for 
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the resident is to take the one-stop shop approach with chat so that regardless of the 
question and regardless of which department, the resident will have their needs met.  
Thus, Citibot can help improve and streamline the processes for all the departmental 
interfaces with residents outlined in the challenge questions below.   

To view these experiences, please look to the Citibot branded Chatbot, “SUNNY,” on 
the City/County of Denver website or any of the examples provided for our Texas 
customers like Arlington, Bedford, McAllen, etc.   

i. Administration: How can AI assist with strategic planning, policy analysis, 
performance tracking, and enhance decision-making process for effective city 
government?   

Citibot chatbots have demonstrated for other local government customers that they 
can make better decisions based on the real conversational data that is generated 
by the chat experience to better understand what the specific residents' needs are.  
These decisions include opportunities to prioritize certain residents' needs as well 
as how information is presented to residents via the website(s).  Citibot frequently 
helps governments add content to the website that the government has overlooked 
based on real resident feedback data.   

ii. Development Services:  How can AI assist in streamline permit applications, 
automate inspection scheduling, improve communication with developers and 
residents? 

Citibot chatbots have demonstrated for other local government customers that the 
resident customer can much more quickly find the permit application that they need 
to apply for without prior knowledge.  The resident user experience is much faster 
through Citibot and can help the local government earn more revenue through 
permits.  For example, please use the Citibot chatbot at www.denvergov.org and 
ask a question like, “How do I get a fence permit?” or “Do I need a permit to build 
a fence?”  Citibot can also integrate into third party permitting software utilized by 
local government if necessary to streamline the process even further.   

 
iii. Event Center:  What AI-driven solutions can enhance customer engagement, 

streamline ticketing processes, and optimize event management? 

Citibot chatbots have demonstrated for other local government customers how 
residents and customers of ticketed events and event venues can have a much 
more streamlined user experience in quickly learning about future events and how 
to pay for them, just by showing up to these relevant websites and asking the 
questions to the chatbot in 75 different languages.   

 
iv. Economic Development:  What AI-Driven solutions can attract investment, 

facilitate business development, and streamline processes for economic growth? 
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Citibot chatbots have demonstrated with other local government customers how 
the different personas in the economic development ecosystem will more rapidly 
understand development opportunities and incentives, projects landed and under 
construction, and any public process related to economic development. And since 
economic development goes hand in hand with development services, Citibot 
helps the developer answer all the holistic questions surrounding a development 
project, which includes the relevant permits needed for full approval.   

 
v. Finance and Budget:  What AI-driven solutions can support financial forecasting, 

optimize budget allocation, detect anomalies, and improve overall financial 
management and reporting? 

Encapsulated GenAI models, like a Citibot chatbot, can access all the information 
and data that a local government has to not only query the data to provide direct 
answers to questions and also to present different budget planning options based 
on projected revenue scenarios that would help build annual budgets.  These same 
chatbots can then track the actual performance of an approved budget to model 
whether actual performance aligns with the projections in the budget.   
 

vi. Human Resources (HR): How can AI solutions automate HR processes, enhance 
employee engagement, and transform recruitment and onboarding expenses? 

Citibot chatbots can be deployed for internal employee usage, like, for example, 
on an internal SharePoint site.  The Citibot knowledge base for the chatbot can be 
all designated content by HR for employees to easily get answers to questions 
about policies, time off, and other relevant information.  The Citibot Team is well-
aware about how important retention is in the local government space, and it is 
tools like ours that can highly improve the employee experience.   

 
vii. Information Technology and Cybersecurity (IT):  How can AI solutions alleviate the 

workload of IT personnel?  Can they automate Help Desk support, streamline 
processes, create documentation for IT service domain knowledge, assist with 
cybersecurity threat detection, or take a proactive role in auditing and cyber 
defense? 

Citibot chatbots would dramatically reduce workload for IT personnel because 
internal staff can use the Citibot chatbot to get general IT questions answered and 
put in a ticket to the ticketing system that the IT Department might have in place 
with the Help Desk.  Citibot has direct integrations into the ticketing system so that 
employees can report an IT issue through chat and not have to call the Help Desk, 
which makes the internal process of fixing IT issues so much more streamlined.   
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viii. Library Services:  What AI Technologies can provide a personalized user 
experience, improve catalogue searches, and offer automated assistance? 

Citibot chatbots are excellent tools to help answer all the types of questions that 
its constituents have about hours of operation, events, book, and other material 
availability, as well as checking them out.  The library system can feed all catalogue 
and relevant data into the Citibot chatbot knowledge base so that Citibot can 
answer all the specific questions that constituents have.  The Dublin, Ohio Citibot 
chatbot has all information from the Franklin County Library website in its 
knowledge base for the one-stop shop chatbot that Citibot built for the city.   

 
ix. Municipal Courts:  How can AI support efficient case management, automate 

routine inquiries, and improve citizen’s access to legal information? 

Citibot chatbots have clearly demonstrated how they are beneficial to the municipal 
court system.  Many of Citibot’s chatbot customers have the municipal court 
website in the chatbot knowledge base to answer as many relevant questions as 
possible like, for example, “What do I do if I miss my court date?”  Citibot staff 
works directly with the municipal court clerk and staff to understand the types of 
questions that come in so that they can be directly answered in 75 different 
languages for residents and pirates to a court proceeding.   

x. Parks and Recreation:  What AI solutions can enhance program management, 
registration processes, and personalized recommendations for recreational 
activities? 

Citibot chatbots have clearly demonstrated for cities and counties across the 
country how they can improve the resident experience in dealing with the Parks 
and Recreations systems. All types of questions around booking and 
recommending specific sports programs for parents; helping future and existing 
volunteer coaches get answers to all the questions that they have; booking park 
facilities for special events and birthday parties; and all the other great services 
that these departments provide in 75 languages.   
 

xi. Parks Maintenance:  How can AI improve maintenance scheduling, optimize 
resource allocation, and facilitate better communication with residents? 

Citibot chatbots have clearly demonstrated how they can assist with resident 
reporting issues with park infrastructure or maintenance, and as is mentioned in 
the answer above, Citibot can improve the resident experience by making it much 
easier for the resident to learn more about park maintenance and upgrades, future 
project plans with opportunities for resident feedback, and special community 
events that might happen throughout the year in 75 languages.   
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xii. Public Works:  What solutions can help in optimizing project schedules, managing 
resources, and keeping residents informed about public infrastructure projects? 

Citibot chatbots have clearly demonstrated how they can assist with engagement 
around future projects and like in Fort Worth, TX, they can target engagement 
around Public Works infrastructure projects that impact traffic and/or the water 
system, for example. In addition, Citibot chatbots integrate into the service request 
software systems heavily used by the Public Works department to fix potholes and 
other road and street infrastructure, for example.  The resident can easily report 
the service request through chat, and that service request and appropriate data 
associated with it will automatically be entered by Citibot’s Api into the work order 
software system for that particular service request.  This streamlines this entire 
process and saves the government time to field the request and enter it into the 
software system. 

   
xiii. Utility Billing:  How can AI automate billing inquiries, streamline payment 

processes, and provide real-time updates on utility usage? 

Citibot chatbots have been deployed across the country to assist with power, 
water, and sanitation customer service.  Citibot works with many cities and 
counties that operate these utilities to reduce the call volume into the utility call 
center and answer relevant questions in 75 languages.   
 

xiv. Visitors Bureau:  How can AI enhance visitor engagement, provide personalized 
recommendations, and improve tourism management? 

Like in the case of the Economic Development challenge mentioned above, Citibot 
can dramatically improve the visitor experience by pulling all the Visitors Bureau 
web content as well as other documents into the knowledge base to help answer 
visitors' questions in 75 languages.  For example, Citibot is in active conversation 
as of this response with the City of Arlington, TX about the World Cup games and 
events in 2026.  Citibot is adding the WhatsApp channel to its channel offering so 
that visitors from around the world can ask specific questions in 75 languages in 
advance of arrival to the Metroplex as well as during the visit.  Citibot plans to do 
the same with Kansas City, Miami, and other venues for the World Cup in the US.   

 
xv. Other Government Entity Departments:  What AI-driven innovations can improve 

service delivery, streamline routine operations, and bolster data-driven decision-
making? 

Citibot has clearly demonstrated, with its One Stop Shop, customer service for all 
residents who want or need to engage with local government. As is mentioned in 
the introduction, Citibot understands that residents do not know which department 
may provide a particular service or to whom to reach out.  With the Citibot chatbot, 
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residents can just show up and ask any question about any of these challenges 
mentioned above or any other service not included in the above challenges.  The 
Citibot outcomes are that more residents get directly served and we save 
government time and money in doing so.  Additionally, the data is very clear that if 
a government creates a better digital experience for residents, the residents will 
trust the government more, which is the core element of the Citibot Mission.   

 
b. Technical Approach 

Citibot is a full resolution SaaS solution hosted at AWS.  The platform enables our 
customers to focus on their business and not to have to focus on building and 
managing complex bots and AI technologies.  As such the company’s scope of 
services are all encompassing from the designing and marketing of the bot, 
configuration and implementation to the ongoing maintenance and support.  Our 
technology and services are as follows: 

Design/Marketing & Branding 
Design features of the bot improve the overall user experience are included within the 
Citibot solution and go beyond industry best practices for ease of use and features 
below:   
 

 Matching NCTCOG’s branding requirements so that the web chat interface 
looks like it was always on the website (desktop and mobile), like, for example, 
the City of Ann Arbor’s Chatbot, “ASK ANN” at www.a2gov.org. 

 Customized Greeting to have the contextual “tone” and “tenor” of NCTCOG.  
 Ability to change the Chat Greeting immediately upon request to account for 

important moments and emergencies that might occur. 
 Customized Message Button on Web Chat for users to send in a message. 
 SMS number selection to support the NCTCOG’s brand. (Optional) 

 
Product Roadmap  
Out-of-the-box, Citibot integrates with Esri, QuickBase, Socrata (Tyler Data & 
Insights), and Trello. Other integrations include Accela, Motorola, Tyler MyCivic, 
GoGov Apps, Rock Solid, Granicus OneView, Cityworks, and GovQA.  Citibot is also 
available on the following platforms with more to come in 2025. 

Channels Connectivity Availability Product Roadmap 
SMS Yes  
Webchat Yes  
Embedded Mobile 
App Chat 

Yes  

Facebook Messenger No 2025 
Twitter Direct 
Messages 

No 2025 

WhatsApp Yes  
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Channels Connectivity Availability Product Roadmap 
Voice Yes   

 
Interactive Web Chat 
Automated, fully integrated web assistant that interacts with web visitors, providing 
conversational customer service experience through the NCTCOG website. Users can 
submit a service request, ask a question, find information, and send a direct message 
into staff workflow 24/7. 
 
Interactive Text Chat  
Users interact through a dedicated phone number. No app download is needed. 
Automated chatbot allows users to submit a service request, ask a question, and send 
a direct message into staff workflow 24/7. 
 
Interactive Text Alerts 
NCTCOG employees can send interactive text alerts in English and other languages, 
leveraging translation API services, based on specified categories/topics that users 
opt-in to. Alerts provide the ability to send mass communications through push 
notifications to NCTCOG intended users. 
 
Live Chat 
Live chat is accessible as an escalation to a live agent when the answer is not sufficient 
or requires live service after using the chatbot. Live chat is fully customizable with 
seamless handoff from the chatbot. This includes the ability to customize notifications, 
away messages, and fallback options during off hours by department or area that 
needs to be serviced. A part of the overall Citibot solution, the live chat allows for 
transcripts, advanced routing rules, and the ability to have internal note options 
through the integrated system.  
 
Reporting and Analytics 
Citibot will set up a Citibot Analytic Dashboard for NCTCOG to use as a real-time 
decision-making tool regarding service requests and customer addresses. As 
questions come in and issues are reported, Citibot analytics stores the information, 
aggregates the information, and displays the data in a user-friendly format. The data 
is stored in a secured cloud storage system indefinitely or as determined by NCTCOG. 
Client receives monthly reports via email from Citibot. 
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Integrations 
Citibot’s Open API is easily customizable and accessible to bring data in and out of 
the system. Citibot easily integrates with Microsoft products including Office 365 and 
SSO via Azure SAML, email, and calendar. 
 
Citibot will have seamless integration with the existing and future websites and content 
management systems (CMS).  Citibot will integrate with NCTCOG’s multiple web 
properties. Citibot integrates with the NCTCOG’s websites CMS using custom html 
language and JavaScript and then leverages Google Search to begin searching and 
categorizing data through Citibot’s proprietary software is non-obtrusive.  Once 
integrated the Citibot search engine continues to crawl and navigate the site looking 
for changes to information and updating the system’s knowledge base. This makes it 
easy to integrate into any type of website application including, but not limited to 
Drupal, HTML and ASP.net sites.  Citibot has embedded its webchat into Granicus, 
CivicPlus, ReVize, Municode, Civic Live, and other website interfaces.  Citibot will size 
and tune the system to be able to address the volume of data that number of questions 
asked per session.  Citibot is fully scalable and works to categorize questions needing 
answered in a hierarchical manner.   

 
Scalability 
Citibot is a scalable solution that can meet the NCTCOG’s use cases for types of 
users, access type, number of users, and number of concurrent users.  Hosted in 
AWS, the capacity of the Citibot platform enables hundreds of thousands of users to 
access the system without any latency or performance issues.  Currently, implemented 
across 100+ government customers with millions of potential users and thousands of 
concurrent ones, Citibot chatbot conversations generate highly relevant data analytics 



Citibot: NCTCOG AI Solutions Public Sector Page 18 of 25 1/24/2025 

to help government improve performance metrics and highlight the important work the 
department provides. Citibot can track performance metrics associated with system 
performance and the time it takes to address the end user’s needs.  

 

Access Control and Authentication 
Citibot has single-sign-on (SSO) capabilities and can work with Active Directory (AD).  
With the application integration, Citibot will comply with specifications established by 
the NCTCOG that are specific to its use.  Citibot also deploys Auth0 for multi-factor 
authentication and security.  Auth0 is a market leader in the secure access software 
market. Additionally, in becoming an AWS Public Sector Partner Company, Citibot 
went through a well-Architected Review Process, which included adding layers of 
mufti-factor securitization process from within the Citibot software ecosystem. Finally, 
Citibot uses Google Apigee for its API Management Platform, which also has a multi-
layered securitization system before anyone can access certain aspects of the Citibot 
APIs.   
 
End User and IT Operating Environment 
Citibot accommodates the latest browser editions including mobile browsers.  It is also 
capable of supporting pre-existing browsers.  It does not rely on any plugins or 
extensions. Citibot can work on any Windows/IIS/.Net Frameworks as it is network 
agnostic. Citibot is platform agnostic (Windows/Apple/Browser/iOS/Android and is 
compatible on all major web browsers and with all devices, desktop and mobile, 
including older versions. Accessible from any web browser on mobile and non-mobile 
devices as well as within a mobile app, Citibot leverages responsive design for mobile 
deployment.  Citibot’s solutions are accessed from any web browser on both mobile 
and non-mobile devices. The Citibot webchat assistant or chat icon appears in the 
lower right corner of the computer or mobile phone screen.  By selecting the chat icon, 
the customer enters the solution and begins interacting with NCTCOG.  Citibot’s 
solution can also be embedded within an in-store mobile application from Apple or 
Android.  

Platform and Cybersecurity 
Citibot protects its customers through its ability to meet and exceed cybersecurity 
requirements adhered to by government agencies.  The following information details 
how Citibot implements its cybersecurity plan.  In isolating our systems from 
government systems to reduce exposure in the case of a breach In your systems, 
Citibot does not maintain any PII or PCI related information in the AI chatbot but 
instead retrieves data from the NCTCOG’s websites it wishes to allow Citibot to scan 
and retrieves data through integration to other systems that house the information.   
 
Citibot ensures the product meets or exceeds cybersecurity requirements at 
implementation and is on-going, protecting customer and NCTCOG data and 
equipment. Understanding the importance of protecting data, Citibot deploys a 
comprehensive approach to ensuring it follows security best practices and integrates 
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into the NCTCOG’s proxy environment and existing security applications as follows.  
The solution is FIPS 140-2 compliant and complies with laws and regulations such as 
PII, HIPAA, PCI, and more. Citibot meets the American with Disabilities Act (ADA) 
guidelines providing through SMS and web chat connectivity to hearing and vision 
impaired devices. Citibot does not store any PII data in its systems and the solution 
recognizes the input of privacy data, for example SSN# so that the data is removed 
from the chatbot.  
 
Citibot isolates each customer into its own individual data store that is secured and 
isolated from other client customer data in the Citibot solution through the AWS Cloud 
as well as through the direct integration into CMS applications. The Citibot team treats 
security as the most critical attribute in the software development life cycle. Citibot’s 
guiding principles focus on the following areas: 
 
Zero-Trust Policy Management 
Citibot interfaces and integrations produce a secure web token from a private key that 
is made available by OAUTH 2 client key and secret. These tokens are short-lived 
tokens that expire. API authentication is granted using the client credentials OAUTH2 
grant flow, and specific scopes are authorized based on the application’s role and 
responsibilities. Every interface and integration transaction are logged and tracked for 
auditing purposes. There is no trust between any remote applications, services, or 
processes, throughout the Citibot application suite. 
 
End-to-End Encryption 
Citibot processes leverage HTTPS/JSON protocols to communicate between 
applications and services providing end-to-end encryption from the edge application 
to the data center storage servers.  No unencrypted data is passed through the 
Internet. 
 
Encryption at Rest 
Data stored in structured data stores are encrypted at rest. Backups are images of the 
encrypted data volumes and therefore are encrypted. The cloud vendor manages the 
encryption keys. Encryption keys are FIPS 140-2 compliant. 
 
Asymmetric Key Authorization 
Applications and services are required to access API and services using asymmetric 
key authorization.  This process uses the standards OAUTH2, and OpenID Connect. 
Citibot utilizes the services of Auth0 and APIGEE to keep security authentication, 
authorization policies and practices as current as possible. 
 

User Authentication 
Resident:  This type of user is not required to authenticate with the system because in 
many cases the user wishes to remain anonymous. Citibot’s solution captures and 
maintains the users contact information including, name, email address, and phone so 
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that the system can easily engage with the user and maintain history on user 
interactions. 
 
Citibot has single-sign-on (SSO) capabilities and can work with Active Directory (AD).  
With the application integration, Citibot will comply with specifications established by 
the NCTCOG that are specific to its use.  Citibot also deploys Auth0 for multi-factor 
authentication and security.  Auth0 is a market leader in the secure access software 
market. Additionally, in becoming an AWS Public Sector Partner Company, Citibot 
went through a well-Architected Review Process, which included adding layers of 
mufti-factor securitization process from within the Citibot software ecosystem. Finally, 
Citibot uses Google Apigee for its API Management Platform, which also has a multi-
layered securitization system before anyone can access certain aspects of the Citibot 
APIs.   
 

As a company, Citibot takes security seriously and is focused on continual 
improvement of its security practices.  The next security that will be layered into the 
product includes key rotation, periodic key rotation, and chaos engineering.  Adding 
these features into our security stack will allow Citibot to continue to develop a robust 
suite of services that are not only secure but resilient, future-proof, and antifragile. 
Citibot has a data security agreement that can be shared later.  
 
BOT Training 
Citibot is a pre-trained full resolution enterprise scalable and omnichannel turnkey 
solution. Citibot leverages Gen AI and conversational AI using large language models 
(LLM) to provide an automated and multi-channel chatbot government solution. Citibot 
allows NCTCOG not to need to learn to build bots, undergo training, or support and 
maintain a system.  
 
System Training 
Training on the Citibot solution can take place either in person or online.  System 
documentation and training materials are provided online and can be customized to 
meet the needs of NCTCOG.  Training on the solution is usually about two days. Citibot 
will supply an online searchable website location that has full documentation on the 
Citibot solution and all training guides. Training is included in the implementation fee. 

 

Data Retention and Renewal 
Citibot permits NCTCOG to delete or retrieve data, even data that may be stored offline 
or in backups.  However, the Citibot solution does not store NCTCOG’s data.  Citibot’s 
technology uses existing data sources, for example NCTCOG’s website, databases, 
and service request systems to garner what it needs to respond to the end user 
effectively.  Therefore, NCTCOG simply needs to maintain their existing applications 
and Citibot will present the most accurate data for answering end user questions. 
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Disaster Recovery Plan 
Citibot guarantees availability and reliability 24/7.  Citibot is hosted in the AWS cloud 
in Northern Virginia.  Northern Virginia is the primary site.  The system is configured 
to failover to multiple secondary sites spanned across the Citibot solution. Sites are 
located within the United States. Hosting of the solution in the Amazon cloud with 
multiple instances ensures 99.99% availability of the Citibot solution.  To date, Citibot 
has not experienced any outages due to its design of high availability configured in 
cloud systems. 
 
Citibot uses an encapsulated, secure Language Model that only will use publicly 
available government content in its knowledge base.  Because of the evolution of 
GenAI technology, the implementation of the Citibot chatbot platform does not involve 
too much NCTCOG staff time to test or train.  Citibot builds the platform and 
implements the platform.  It also designs it and builds the marketing campaign to 
support the communications team at NCTCOG.   
 
By clicking on the interphase in the bottom right corner, questions can be asked to 
NCTCOG, and our chatbot will respond with answers and provide the link sources of 
where the answers are coming from.  The knowledge base is the NCTCOG website 
and related websites.  Citibot can include other links and documents in the knowledge 
base if the customer desires.  Those documents can also include PDFs.   
 
The customer can share FAQs with Citibot, which can be used for testing, and Citibot 
can curate any specific answer to any question that the resident asks.  But the system 
is not reliant on FAQs or any elaborate training that earlier Machine Learning and NLP 
models that were in the marketplace before the launch of the Large Language Models.   
 
In addition to answering questions, if the customer desires, users can also report 
service requests through Citibot, and the Citibot Team will build those conversations 
in conversation AI within the Citibot, AWS secure environment.   
 
As referenced earlier in this document, Citibot builds a data dashboard for its 
customers that tracks macro communication data, like how many users are 
communicating during a particular time frame, and micro data like what are the 
questions and the responses from the Citibot Chatbot.  As a part of its customer 
service, Citibot sends monthly, quarterly, and annual data reports and its customers 
can designate the staff that has real-time access to the data dashboard.   
 
All the Citibot data generated though its chat is stored in a highly secure environment 
within AWS s3 cloud, and each customer owns its data and has its own secure 
environment.   
 
Citibot will deliver (1) a fully tested chatbot, to be embedded into NCTCOG website 
CMS system using html (JavaScript) code; (2) multi-language translation capability for 
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75 languages; (3) a data dashboard as discussed; (4) a secure cloud storage 
environment exclusive to NCTCOG; (5) and a branded chatbot interphase that is a 
brand extension of NCTCOG, along with a marketing campaign with a press release, 
social media designed posts, base Canva design files for other marketing usages like 
signage for events or where users are receiving walk-in customer service.  If also 
desired. Citibot can implement an SMS enabled chatbot platform if NCTCOG so 
chooses. As referenced in this document, Citibot expects the implementation time to 
not last longer than 60 days.   
 
On behalf of NCTCOG, Citibot will maintain and host the platform and provide 
proactive customer service to continuously improve the platform based on how users 
are using it.  With Citibot, the NCTCOG staff will not have the responsibility to improve 
the system or carry the anxiety associated with the system needing to be fixed.  This 
is the responsibility of Citibot.   
 
Optional Features 
 SMS Chat using a designated SMS number for NCTCOG 
 Voice Chat using a designated number to call for Gen AI driven responses.  As an 

example, call the Citibot Denver Demo Voicebot at 720.575.1355 
 Multi-language translation in 75 languages 
 WhatsApp Chat using the same designated number for SMS Chat   

 
Customer Support 
Customer support is offered 24/7.  An example of a service level agreement (SLA) is 
provided in the Appendix. The cost for customer support is inclusive of the subscription 
fee. 
 
Maintenance 
No maintenance is required as Citibot manages that for NCTCOG. Costs for 
maintenance are inclusive in the subscription fee. 
 

c. Performance Metrics 

Citibot measures its success and performance, including key performance indicators 
(KPIs) for each deliverable by working closely with the team as it trains the BOTs to 
respond.  This includes its approaches to ensure accuracy, reliability, and continuous 
improvement of the AI solution.   

Citibot uses multiple GenAI Large Language Models (LLM) in its software engine and 
has its own unique methodology of gathering knowledge from each customer to 
achieve a remarkably high accuracy rate.  For example, in Denver, CO, the Citibot 
accuracy rate is 95%, meaning that it is accurately answering 95% of the questions.  
That does not mean that the other 5% of the answers are inaccurate because that 
would be unacceptable.  0.01% of inaccurate answers are unacceptable.   
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With Citibot’s unique technology, the questions that it cannot answer, which is because 
the data to back the answer is not in the chatbot knowledge base, Citibot will send 
over to the customer so that the customer can reach out to the resident to answer the 
question.  Then Citibot tracks these questions with the customer to see if these are 
questions that should be answered, and then this content will be added to the 
knowledge base to answer the question the next time.     Citibot strives with each 
customer to achieve this 95% success rate.  For example, so far in January 2025, the 
accuracy rate for Arlington, TX is 99%! 

Other KPIs that each customer will benefit from are: 

 Major increase in the number of residents served.  
 Hours of staff time saved per time year.  
 Hours of resident time saved in waiting to receive a response from the 

government.   
 

Finally, and very importantly, Citibot builds and implements its products for each 
customer, and then it provides high quality customer service for each customer and 
continuously reviews the data with each customer to continuously improve the system 
based on how the residents are using the system. The Citibot references, which 
include local governments like Arlington and Bedford, can provide direct feedback on 
the Citibot customer service.     

d. Risk Management 

As mentioned earlier in this response, Citibot was the first company vetted and 
validated by the GovAI Coalition.  The Coalition reviewed Citibot’s data governance, 
security, privacy, and anti-bias approach to building the GenAI Chatbots.  Here are 
steps that Citibot takes for data governance:   

 Only publicly available government generated content can be eligible for the Citibot 
knowledge base. 

 All the conversational data generated by the chatbots are the exclusive property of 
each customer.  This should be a mandatory requirement that a government should 
have that no vendor can transfer AI generated data to a third party.   

 Additionally, Citibot regularly performs penetration testing and has a data backup plan 
with its cloud storage vendor, AWS. 

 Finally, since Citibot only uses publicly available content, it cannot be used to generate 
incorrect or nefarious communications by a bad actor.   
 

e. Compliance and Standards 

ADA Compliance 
Citibot meets the American with Disabilities Act (ADA) guidelines providing through 
SMS and web chat connectivity to hearing and vision impaired devices. Citibot is well-
versed in the accessibility standards of regulations like the Americans with Disabilities 
Act. Citibot launched its first product via SMS because it is accessible to 97% of U. S. 
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adults who send text messages, and because of the underlying technology that 
supports the reading and hearing of text messages over the phone.  
 
Section 508  
Citibot ensures disabled customers have the same access to anything NCTCOG 
provides that any abled customers have. Working with NCTCOG, Citibot makes 
certain data returned in the solution provides this access through the NCTCOG’s 
website content, applications, and PDF versions of traditionally printed assets.  
 
WCAG 2.x Accessibility Standards  
Citibot adheres to the WCAG 2.x accessibility standards and launched its web chat 
system using WCAG 2.0.  Citibot continues to comply with WCAG standards as these 
evolve. Citibot is audio-enabled for the vision-impaired. The vision-impaired can listen 
to what Citibot’s web chat has to say.  Additionally, Citibot connects to screen-reader 
technology for the hearing and vision impaired.  
 
To ensure the Citibot solution adheres to ADA compliance, annually Citibot conducts 
a review of the solution to validate that Citibot continues to meet and exceed 
accessibility standards and guidelines.   
 
HIPAA 
Citibot is HIPAA compliant as it does not store any records within its system.  Citibot 
will only return information provided to its platform through the website, FAQs, or 
databases as provided by the customer.   
 
Generative AI and Data Privacy 
Citibot takes the interaction between data and privacy and generative AI models very 
seriously, which is why we are the most trusted brand in the local government space.  
Citibot will only ingest government origin, publicly available content in its knowledge 
base.  If the data does not support an answer, Citibot will not answer the question but 
allow the resident to submit their question to NCTCOG.  The data that is generated 
through Citibot chat is safely stored in a designated AWS S3 cloud storage bucket that 
is exclusive to each customer.  Thus, Citibot is different from the large companies that 
use data to generate other revenue.  Our Mission is around building trust, and building 
trust means that we, as a vendor, safely store our customer’s data; not transfer it to 
any third party and make it available should a FOIA request come in relative to the 
data.  
 
Citibot was the first corporate member of the GovAI Coalition and continuously works 
with local government leaders around the country to facilitate safe adoption of AI as a 
true partner in this industry.   
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5. Pricing 

See Attachment.  Pricing is within the provided Excel Spreadsheet and is based on a 
population of 100,000.  To appropriately price each implementation, Citibot will need to 
work with the organization to meet their business requirements. 

6. Proposed Value-Add – 5 additional points. 

 Citibot is the market leader in the government space for highly accurate and safe 
GenAI chatbots.  It is the trusted company in this space.  The Citibot existing customer 
base in the State of Texas shows our market presence and the continuity it has had 
with many local governments in the Metroplex.  

 Because of its pre-existing customer base already in the NCTCOG, Citibot can 
leverage these relationships to help support coordinated efforts to collaborate across 
governments in the NCTCOG footprint to serve residents better and save resources 
at the same time.   

 Citibot has integrated its chatbot platform already into over 16 CRM and gov tech 
software APIs, taking an enterprise approach to chat to fully support the government 
ecosystem and tech decisions that governments make.  The practical effect of this is 
that Citibot can route communications into the government technology ecosystem 
through these integrations, which creates huge internal efficiencies. 

 Citibot is rapidly expanding its product capabilities to serve the government market.  
As of January 2025, Citibot is launching its voice chatbot and has been independently 
reviewed by a reliable government source as the best performing voice system in the 
local government market.   

 Citibot is built by people who understand government and know what it is like to be an 
IT Director, a Communications Director, a CIO, Administrator, Judge, Manager, and 
other leadership roles.  For these reasons, Citibot custom builds and implements its 
products for each customer as opposed to asking the customer to maintain the chatbot 
platform and make sure it works, which is unfair to any government staff member.  And 
it also designs the interface and marketing campaign for the government customer 
because Citibot knows how busy all the communications and IT staff are on a 
consistent basis.  The purpose of the product is to serve all residents and build trust 
while taking time pressures and workloads off the government staff.    
 

7. HUB Bonus 

Citibot is not eligible for the HUB Bonus.  Citibot is not a Historically Underutilized Business 
(HUB), Minority, Women-Owned or Disadvantage Business Enterprise. 

8. Required Attachments  

Documents are attached. 
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