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Digital Government
accessIndiana – Next Generation Portal

Executive Summary

Over the years as the accessIndiana Web portal has matured, it’s had several different “faces”.  In January of 2001, the accessIndiana Web portal was reorganized to focus on life events and everyday situations that face citizens and businesses rather than the state’s organizational structure, thus putting its best foot forward. The portal is now divided into eight distinct categories: About Indiana, Government, Online Services, Living In Indiana, Working In Indiana, Learning In Indiana, Visiting Indiana and Social Services. In addition, the accessIndiana portal provides Indiana citizens and businesses a more efficient, cost-effective method for obtaining state government information and conducting Internet-based transactions with their state government. The portal provides over 150 interactive citizen and business services including: 

· Rapid Renewal System (renew vehicle registration)

· Offender Public Information Search (obtain information on specific offenders remanded to the custody of the Indiana Department of Correction)

· I-File (file state taxes online)

· Voucher Inquiry (review status of unemployment vouchers)

· Rental Housing Tax Credit Compliance Reporting (Indiana developers of low-income housing units can file online tax credit certification and compliance monitoring data for IRS reporting purposes)

With approximately 175,000 pages of information and over 150 interactive services, the accessIndiana Web portal has been designed so that citizens and businesses can easily navigate the site, obtaining the information and/or services they need in an easy and efficient manner. In addition to the reorganization, the portal has also been redesigned with certain graphic elements that will be carried throughout the several thousand pages of information. This reorganization and redesign effort has been named the Next Generation Portal (NGP).
a) Description of project, including length of time in operation.

Next Generation Portal

Prior to reorganizing and redesigning the accessIndiana Web portal, navigating the sites proved difficult for those without a clear understanding of the services provided by state government agencies, boards and commissions. Organized by the categories: “State”, “Local”, “Associations”, “Premium Services” and “General”, the accessIndiana portal was not intuitive for many users.  In addition, there was no common look and feel among the various agencies’, boards’ and commissions’ Web sites. Instead as a user browsed through the agency sites, the only indicator that the user was still within the accessIndiana portal was a common ender located at the bottom of every Web page.

The accessIndiana Web portal has been reorganized to focus on life events and everyday situations that face citizens and businesses rather than the state’s organizational structure. The portal is now divided into eight distinct categories: About Indiana, Government, Online Services, Living In Indiana, Working In Indiana, Learning In Indiana, Visiting Indiana and Social Services. In addition, the accessIndiana portal provides Indiana citizens and businesses a more efficient, cost-effective method for obtaining state government information and conducting Internet-based transactions with their state government. The portal provides over 150 interactive citizen and business services including: 

· Rapid Renewal System (renew vehicle registration)

· Offender Public Information Search (obtain information on specific offenders remanded to the custody of the Indiana Department of Correction)

· I-File (file state taxes online)

· Voucher Inquiry (review status of unemployment vouchers)

· Rental Housing Tax Credit Compliance Reporting (Indiana developers of low-income housing units can file online tax credit certification and compliance monitoring data for IRS reporting purposes)

In addition to the reorganization, the portal has also been redesigned with certain graphic elements that will be carried throughout the several thousand pages of information. This reorganization and redesign effort has been named the Next Generation Portal (NGP). Broken into three phases, NGP Phase I was completed in February 2001. This phase consisted of the development of the new accessIndiana Web portal along with the redesign of 12 state agency sites utilizing specific graphic elements from the top-level accessIndiana pages thus creating a “common look and feel”. Phase II, which began in February 2001, consists of redesigning an additional 20 agency sites with “common look and feel” elements and is to be completed by August 2001. Additionally a common header graphic on all accessIndiana pages will be added.  Phase III will consist of implementing the common look and feel approach for the remaining agencies, boards and commissions while working to identify the design, usability and accessibility elements and standards that will begin the implementation of the Next Generation Portal version 2 in mid-2002. 

b) Significance to the improvement of the operation of government. 

One State With One Voice

The implementation of the Next Generation Portal (NGP) initiative presents the Indiana portal as “one state with one voice” where citizens and businesses can acquire all the information they need from their state government. NGP eliminated the appearance of several separate state agency sites linked together by only a common ender. Now citizens and businesses can search among the several state Web sites and know they are still within the accessIndiana portal. In addition, the “common look and feel” design elements have also provided guidance to state agencies in terms of layout, content, organization and functionality of their site pages. 

State Agency Efficiencies and Citizen/Business Services

The accessIndiana Web portal features several beneficial services to the citizens and businesses of Indiana, which are also crucial to the effectiveness and efficiency of the particular state agencies. Following are specific examples of some of these exemplary services. 

Indiana Department of Correction’s Offender Public Information Search

The Indiana Department of Correction (DOC) was receiving approximately 852 telephone inquiries per day regarding the location of offenders incarcerated in or on parole from an Indiana state prison. These inquiries affected 204 personnel and required that the staff spend several hours per day answering the calls, researching caller inquiries, and then responding. 

The Indiana Department of Correction in coordination with accessIndiana developed an online search database. The Offender Public Information Search enables the public to obtain information on specific offenders currently remanded to the custody of the Indiana Department of Correction. This database is provided as a free service and is made available to the public and law enforcement entities in the interest of public safety. The public can search for offenders, incarcerated in or on parole from an Indiana state prison, by supplying the offender’s last name, first & last name or offender number. 

The Department of Workforce Development’s Voucher Inquiry

Each week, citizens requesting payment of benefits for unemployment insurance must mail a claim voucher indicating their qualification for benefits. If vouchers are not received by the Department of Workforce Development’s (DWD) deadline, citizens risk losing their benefits. On a daily basis, DWD was fielding approximately 2,200 telephone inquiries from citizens wanting to verify receipt of their claim vouchers. This extreme number of incoming telephone calls consumed much of the DWD’s call center staff’s time and overloaded the agency’s phone system capacity.

In an effort to reduce DWD’s telephone inquiry load, an online Voucher Inquiry service was developed in conjunction with accessIndiana. Citizens can review the status of unemployment vouchers by conducting a simple online search, which promptly returns 90 days of voucher history. To conduct the search, citizens need only provide their first and last name and social security number. 

The Indiana Department of Revenue’s I-File/Corporate File

The process of filing individual and corporate paper tax returns with the Indiana Department of Revenue (IDOR) requires that IDOR employees manually enter data into a system from taxpayer returns received. This process not only requires a large staff, but also allows for the risk of manual processing errors. In addition, citizens and businesses are more apt to make mistakes while manually filing their tax return without automated checks and balances. Taxpayers can often wait weeks, even months, from the time returns are mailed until a refund check arrives.

Indiana was one of the first states in the nation to offer an online tax filing service. In coordination with accessIndiana, IDOR continues to enhance these online services, which were first introduced in the 1998 tax filing season. IDOR’s I-File system allows Indiana taxpayers to complete online and at no charge the following individual income tax forms and schedules: IT-40EZ, IT-40 (including schedules 1, 2, CT-40, CC-40, EIC, IT-2210), IT-40PNR (including schedules A, D, E, EIC, CT-40, CC-40, IT-2210), and the IT-40RNR. 

The I-File system provides taxpayers with the ability to electronically file a return or print a bar coded return to mail to IDOR. In either instance, taxpayers’ forms are processed quickly, more efficiently, more securely and with fewer errors by IDOR, allowing for a speedier refund. In addition, if a taxpayer owes taxes, the option to remit payment online using American Express, Discover Card, MasterCard or Visa is available. 

New to the I-File system in 2001 are corporate tax forms. Corporate tax forms included are the IT-20 (including schedules A, B, C, D, E, E7, F) and IT-20SC (including schedules A, B, C, D, E, E7, F). Indiana businesses can now prepare their tax forms online, print paper returns, containing a 2-D Bar Code, and mail them to IDOR. Upon receipt of an individual or corporate 2-D Bar Code return, IDOR quickly and easily scans the bar code, bypassing the data entry stage and virtually eliminating manual processing errors. 

Indiana Housing Finance Authority’s Rental Housing Tax Credit Compliance Reporting

Prior to the introduction of the Indiana Housing Finance Authority’s (IHFA) Rental Housing Tax Credit Compliance Reporting system, rental property managers would manually accumulate, track and update information via proprietary software.  At the end of the monitoring year, the information would then be manually reported and mailed to IHFA to be reviewed for accuracy prior to being sent to the IRS. This process included IHFA clerks manually keying the rental housing tax credit information into IHFA’s database, costing the agency several thousands of dollars for data entry and postage.  If the received information was inaccurate, IHFA would send the original form back to the developer with a request for additional information.  This process would continue as such until all information was correct.  In addition to the expense incurred at the end of each monitoring year, there were postage and handling costs for mailing out the forms at the beginning of each reporting period, as well as returning inaccurate forms at the end of the reporting period.

The IHFA Rental Housing Tax Credit Compliance Reporting system, the first of its kind in the nation, was implemented in the spring of 2000 by accessIndiana. This service enables Indiana developers of low-income housing units to file online tax credit certification and compliance monitoring data for IRS reporting purposes. Developers are able to accumulate and update information throughout the year through easy to use standard online screens. Upon finalizing their year-end information, developers send their updated information to IHFA via the Internet. Crucial to the successful implementation of the online service is the pre-certification of developers.  Each developer has a unique tax identification number that is tied to that developer’s buildings.  IHFA and accessIndiana work together to synchronize passwords with tax ID numbers, which serves as a validation for insuring that the correct developer is accessing and updating the appropriate information. 

Security
Security is of utmost importance in the information technology arena.  It is vital that data provided by the state can be trusted by end users, and that confidential information not intended for distribution be properly secured.  Protection of data is critical to the continued success of accessIndiana. Firewalls provide the front line defense for connecting the state’s data with the outside world, including the Internet. While firewall technology is becoming commonplace, a reliable, secure installation still requires a fair amount of technical expertise not generally available at the agency level. A single improperly configured firewall can allow Internet users uncontrolled access to the state’s backbone.  Allowing firewall implementations only at the Division of Information Technology (DoIT) and accessIndiana, therefore, minimizes the chances of a security breach.  This technical policy ensures that access points to the state’s backbone are closely monitored and that security policies are being enforced correctly.  Additionally, the costs of maintaining a secure firewall system are substantial.  Fiscal responsibility requires limiting the number of firewall implementations.

It is also recognized that a firewall is a single point of failure for incoming and outgoing Internet traffic.  Therefore, DoIT and accessIndiana have implemented redundant hot-failover firewall systems.  These fault tolerant systems are configured to provide secure and reliable operation.

Privacy
accessIndiana adheres to a strict and thorough privacy policy that was created by the Intelenet Commission and approved by the Enhanced Data Access Review Committee (EDARC). (accessIndiana operates under the authority of the Intelenet Commission and is regulated by EDARC.) Please visit (http://www.IN.gov/ai/privacy/index.html) to review the substantial policy. 

c) Benefits realized by service recipients, taxpayers, agency or state. 

The next generation portal provides Indiana citizens and businesses a more efficient, cost-effective method for obtaining state government information and conducting Internet-based transactions with their state government. The reorganization and redesign of the accessIndiana Web portal allows users who are unfamiliar with the inner workings of state government to more easily find the information and services they need. Users can search state agency sites and acquire state information, obtain state contact information (e-mail addresses, phone numbers and addresses), obtain state forms and utilize online services available through the state portal. Since the introduction of the accessIndiana Next Generation Portal in January 2001, feedback from state agencies, citizen and business has been phenomenal. Users appreciate the organization and ease of navigation throughout the site and among the agency pages. The citizen-centric format of the accessIndiana portal has proven to be beneficial among users and agencies and will support future updates and revisions to the portal.

State Agency Services Beneficial to Citizens, Businesses, Agencies and the State

There are several online services available through the accessIndiana portal, which provide significant benefits to citizens, businesses, state agencies and the state. Many of those benefits were touched upon in the previous section (b) focusing on ease and convenience for citizens and businesses and time and cost efficiencies for agencies and the state. Following is additional information to support the previous statement

Indiana Department of Revenue I-File Customer Feedback 

Thank you for making tax form IT-40 available online.  Living in Puerto Rico makes this a much easier way of getting this filed.  Keep up the good work and GO HOOSIERS!
Last year I filed forms in South Carolina, Georgia, Indiana and Federal, the old fashioned way – if only I could have used a system this quick and easy! Kudos to the programmer that designed this method. It was awesome.

Thank you for making on line tax filing available without a tax preparer or pay a fee. It was very simple to use and did not take any longer than paper and pencil. Thank you for being customer friendly!
Indiana Bureau of Motor Vehicles’ Rapid Renew System

More and more Indiana citizens are taking advantage of online state services. Over 71,000 people have renewed their license plates by using the online Rapid Renewal System within just the first three months of 2001. The year-end total for 2000 was just over 133,000 renewals. That means as of March 31, 2001 over 50% of last year’s total has already been met. 

I just felt that I had to commend the BMV for the extremely fast service, using the RRS to renew registrations. I entered the information on Saturday, and I received my stickers in today's(Tuesday's) mail. I know that the BMV gets bad-mouthed sometimes for slow service or whatever, but this was an indication of how efficiently such an operation can be run.  Thank you, and keep up the good work.

I am totally impressed and pleased with the Web site at which I renewed my plates. It is totally user-friendly and beats the heck out of having to wait in line at the license branch.  Thank whoever designed this Web site and made one big pain a year into a pleasure

Indiana Housing Finance Authority’s Rental Housing Tax Credit Compliance Reporting

This has been an incredible success. We’ve just closed out our compliance reporting year, and the numbers show that more than 50 percent of developers are using this new service.  We expect that more will follow. - Indiana Lt. Governor Joe Kernan, chairman of the IHFA Board of Directors

Our online service has boosted the RHTC compliance department’s operating efficiencies and saved IHFA several thousand dollars in data entry and postage this year. Plus, a built-in validation system dramatically decreased inaccurate information submitted by developers, saving our staff several steps in correcting erroneous data. - Kimberly Green, executive director of IHFA

d) Return on investment, short-term/long-term payback (include summary calculations). Projects must exhibit measurable operational benefit.

The Next Generation Portal allows citizens, businesses and government to go to one Web site to access Indiana information, forms and services. Not only is the portal convenient, but also cost-effective, accurate and immediate. As more and more users familiarize themselves with the accessIndiana portal the more the information and services will be utilized. The state of Indiana saves approximately $3 million annually in the development, support, maintenance and marketing of the accessIndiana portal based on the private-public partnership the state holds with Indiana Interactive, Inc. This savings is tremendous, especially when compared to the portal’s monthly accesses. Currently there are approximately 12,000,000 page views per month (over 64,700,000 hits/month). To date, there have been almost 200 million page views since the portal went live in January 1996.  

Indiana Department of Correction’s Offender Public Information Search

The Indiana Department of Correction (DOC) estimates that the Offender Public Information Search has decreased the amount of incoming inquiries by 64.9%. Before the service went online, on average DOC received on 852 calls per day, affecting 204 personnel. Since the service went online, incoming calls have decreased to 299 calls per day on average, affecting 158 personnel.   The significant decrease in calls per day has reduced staff time by limiting incoming phone inquiries, time to internally research those inquiries and caller responses. At the current level of online use, the Indiana Department of Correction’s annual savings is estimated at over $257,000.00 based on the 64.9% use of this service. The target utilization range was 60%. 

Department of Workforce Development’s Voucher Inquiry

The program has been extremely effective in addressing the defined problems in a cost effective and timely fashion – and the acceptance of the program by citizens has been phenomenal.  The first week of implementation 1500 citizens checked the status of their voucher online. A month later, almost 3700 citizens checked the status of their voucher in one week – a 33% reduction of incoming phone inquiries. 

Indiana Housing Finance Authority’s Rental Housing Tax Credit Compliance Reporting

In its first year online, this IHFA service enjoyed a 50% adoption rate. As a result, IHFA staff spent less time manually keying the information into its database and has eliminated much of the expenses associated with data entry and postage. In addition, IHFA worries less about inaccurate information because validations have been built into the online system, thus reducing the submission of erroneous and incomplete information. This first of its kind application has been so successful that accessIndiana has been contacted by a private software development company wanting to obtain the Rental Housing Tax Credit Compliance Reporting application.

The above mentioned services are only a few of the many online applications that not only benefit the state’s efficiency and cost savings, but also benefits citizens and businesses by providing fast, convenient and immediate state information and services. 
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