Information Architecture:  State of Kansas Web Portal Redesign – www.accessKansas.org 

Executive Summary

The state of Kansas Web portal (www.accessKansas.org) partners with state agencies to develop effective eGovernment solutions.  These solutions target citizens, businesses, and government employees.

In 2001, the portal staff began focusing on professional licensing, to meet the needs of several state agencies as well as their customer bases.  

The first agency to initiate the development of a licensing application actually began several years ago with an online license verification system.  The Kansas State Board of Nursing (www.ksbn.org) offers this popular service through the state portal.  This service has been live for approximately three years, and averages 1,700 online verifications per month.  In its first year, the application reduced phone calls to the Board of Nursing by more than 90%.  This is a significant percentage for any agency, but especially for a small agency such as KSBN.

The Board of Nursing approached the portal staff this year to further their online efforts through the development of an online nursing license renewal system, to provide a fully integrated solution dedicated to the nursing life experience.  There are approximately 40,000 professionals licensed through KSBN in Kansas.  These licensees renew their professional licenses every two years, during their birthday month.

The application went live on February 19, 2001, and has had tremendous response.  Both the agency and their customer have provided positive feedback about the application. The agency has since received requests from other nursing agencies, both on a local and national level, to learn more about this successful service.

The LIVE application can be found at https://www.accesskansas.org/cgi-bin/nursing/renewal/index.cgi. The online demo can be found at: http://www2.ink.org/demo/ksbn/license/ (use ellipse buttons to click through).

The following narrative will provide more detail about the online license renewal system, and offer samples of positive customer feedback.

NARRATIVE

Description of Project

Kansas Online Nursing Renewals is an application that allows Kansas nurses and other licensees to renew their professional license online through the Kansas State Board of Nursing.

The LIVE application can be found at: https://www.accesskansas.org/cgi-bin/nursing/renewal/index.cgi.  The online demo can be found at: http://www2.ink.org/demo/ksbn/license/ (use ellipse buttons to click through).

The application is a partnership of the Kansas State Board of Nursing (KSBN) and accessKansas, a service of the Information Network of Kansas, Inc. (state Web portal).

The application went live on February 19, 2001.  The application involves a real-time connection between the KSBN and the portal office via a Virtual Private Network (VPN).

The application allows the user to verify or change personal information, verify continuing education credits, and pay for their renewal via electronic check payment processing.  Users may pay for more than one license during a single transaction, with a shopping cart methodology.

Significance to the Improvement of the Operation of Government

The Kansas State Board of Nursing has limited staff and budgetary resources.  They were looking to streamline their processes internally, as well as provide a better service to their members.  This application serves both purposes.  

Summary of Solution:  This project was designed to improve the experience for both the user (licensee) and the staff of the Kansas State Board of Nursing (KSBN).  The application allows state of Kansas licensees to renew and pay for their professional licenses via the Internet.  

The application provides a user-friendly experience, with handy contact information, frequently asked questions, and links to user support.  The real-time connection allows for instant renewal of the license in the KSBN system, and no additional processing by the agency.

The application utilizes electronic signatures in steps 1, 2, and 5 of the application.  KSBN and the team at accessKansas were instrumental in the successful passage of the Kansas Electronic Signatures Act of 2000.  This application, coupled with the legislation, will allow many professional licensing agencies to renew licenses online.  accessKansas is currently working with five other agencies to provide this service in 2001.

Benefits Realized by Service Recipients, Taxpayers, Agency or State

The application had two primary goals:  1) to provide an efficient online experience for the Kansas licensee, and 2) to streamline processes at the Kansas State Board of Nursing (KSBN) with instant renewal into the KSBN system.

The application has successfully met both of these goals through the beneficial public-private partnership between KSBN and accessKansas, the state of Kansas Web portal (www.accessKansas.org).  This application was the second product of this partnership.  

KSBN and accessKansas also offer Online Nursing License Verifications through the portal (http://www.ink.org/ink/ksbn/).  This application, live since 1997, has reduced phone calls to KSBN by more than 90%.  The renewal application was designed to provide the same benefit to KSBN and its users.

The application was built by accessKansas at no cost to KSBN, and with no state funding.  During project planning, KSBN decided to change the in-house price of license renewals to match the online price.  This way, licensees will be encouraged to use the online system.  KSBN is adding computer kiosks to their offices for use by walk-in traffic, again to encourage online renewals.

The site requests feedback from users.  Here are some testimonials:

“My feedback would be that this is magnificent.  It was very easy to enter the information and was very well explained with prompts whenever you had to do something.  I would recommend this manner of renewal to anyone and everyone who has access to Internet services.  Good job everyone!” – Wichita, KS

"I just wanted to say that this is absolutely fantastic!  What a time saver and no more worries about whether or not the paperwork gets there on time or gets lost in the shuffle!  Love the convenience!!!!!"  - Leavenworth, KS

KSBN has been contacted by several states to learn about the Kansas application since its launch.  The launch also received local and national media attention.

After one month, KSBN Executive Administrator Mary Blubaugh expressed her delight with the success.  “I am very pleased with the success of this application.  Our licensees love it, and are sending in rave reviews.  We have received numerous calls from other states and national organizations that are interested in our online system.  This service will help reduce our mail and walk-in traffic for renewals, allowing us to focus on assisting our nurses in other ways.”
Return on Investment, Short-term/Long-term Payback

Since the application’s start date, more than 500 renewals have been made online.  In only 81 days, an adoption rate of over 10% has been achieved, with an average of six licenses renewed online per day.

This adoption rate is targeted to reach 25% or more by the end of 2001.

The Kansas State Board of Nursing has taken extra steps to help drive this adoption rate.  They feature this application on all mailings and on their Web site (www.ksbn.org).  Renewal notices include the application Web address and a PIN number for each licensee.

The portal and KSBN have received a great deal of media coverage relative to this application, both on a local and national level.

One new marketing initiative is a customer kiosk in the KSBN office.  KSBN donated the hardware, and the portal staff donated their time with software installation, so that the user is limited to this application.  KSBN walk-in licensees are encouraged to pay for their renewal online, rather than by paper.  This kiosk has been in place for two weeks, and has been successful.
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