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Executive Summary

 “Mass.Gov” is the brand name for the Massachusetts’ EGov Portal – the enterprise-wide portal that will be the gateway to integrated Massachusetts electronic government services organized around customer needs and that will eventually replace the existing state web site.  While the portal is in development, www.Mass.Gov will serve as an informational preview site to build brand awareness of Mass.Gov, inform the public about what the portal will be, and solicit opinions on service preferences and usability features.

Last fall, the Governor and Lieutenant Governor of Massachusetts formed the E-Government Task Force, a 75-member public-private collaborative effort to develop the vision and strategy for the Commonwealth’s EGov future. The Task Force was comprised of leaders from all three branches of government, as well as representatives from cities and towns, businesses, consumer organizations, and academia.  Accenture was engaged to evaluate the existing environment, assess Massachusetts’ readiness to take its services more fully online, and develop the Strategic Plan and Roadmap to accomplish that.  The Plan is available at http://www.mass.gov.

Four shared services were identified for early development to support the other applications in the Portal:  Epayments, Security, Geographic Information System, and Customer Relationship Management.  Twelve programs were identified for early development and integration into the Portal to offer a range of transactions (teacher certification, environmental permitting, municipal e-filing) serving a range of constituencies (citizens, businesses, cities and towns).  An additional 31 programs already in development were identified for early inclusion via the Portal.

A vendor is being selected to develop the Massachusetts Enterprise Portal.  Once the Portal Foundation has been established, integration will be its hallmark:  integration of all agencies’ online offerings via one access Portal; integration of multiple agency applications offering related services into cross-agency programs; and integration of online services to existing back-end databases and applications.

The Portal Foundation will incorporate the infrastructure and security to serve Mass.Gov’s initial and eventual programs.  However, organizational change was required to provide a governance structure to manage and support electronic government in Massachusetts, unique in its cross-branch and constitutional offices constituency.

Some of the basic elements of Massachusetts’ Portal vision are:  

· Taking an enterprise view of government that integrates services across government structures and is not limited by branch, secretariat, or other organizational boundaries. 

· Designing a customer-centric enterprise portal based on customer needs that is convenient and easy to use, and presents a common look and feel and consistent navigation across agencies.  

· Offering intentions-based transactional services, organized by virtual agencies, or groupings of services that are clustered into easily recognizable topics, (e.g., Family & Health, Motor Vehicles, Consumer Services, Starting a Business, etc.) that will integrate the services of various agencies, enabling the completion of multiple transactions with multiple government entities seamlessly.  

· Including shared services (ePayments, Security, Customer Relationship Management, and Geographic Information Systems) to achieve economies of scale and enable standardization of routine transactions, such as one-stop-shopping using a shopping cart metaphor.

· Incorporating features that go beyond those of ordinary web sites (such as Collaboration, Personalization, Search, and decentralized Content Management).


Description of Project

Once the EGov Task Force developed the Commonwealth of Massachusetts’ Strategic Plan and Roadmap, the electronic government team at ITD’s Strategic Planning Group began work on Mass.Gov to develop:

· The Mass.Gov preview site. 

· A communication plan for publicizing and marketing Mass.Gov.

· A governance plan for managing Mass.Gov and other EGov initiatives.

· A request for quotes to select a vendor to develop the initial Portal and its framework for supporting Mass.Gov expansion to include other EGov initiatives.

· The initial e-Applications to serve a range of customer groups.

The Mass.Gov Preview Site

www.Mass.Gov will be the Massachusetts Enterprise Portal web site.  Currently a preview site, it provides information about Massachusetts’ plans for electronic government and enables visitors to submit their opinions about usability features and desirable applications.  The Strategic Plan and Roadmap is also available there.

The Communication Plan 

The communication plan is focused on building brand awareness, increasing name recognition, and assisting in the development, execution, and analysis of all marketing, branding and co-branding activities designed to maximize electronic government usage.   The communication plan will identify target audiences and potential customers, as well as the communication vehicles and the marketing communication mix.

The Governance Structure

For Massachusetts to be successful in offering a single cross-jurisdictional Enterprise Portal, a governance structure needed to be established to address that breadth of service.  The Mass.Gov Office is being established with the Mass.Gov Director reporting to the Commonwealth CIO.  The Mass.Gov Office will ultimately have a Portal Manager, as well as “channel” managers for government to business, citizens, cities and towns, and employees.  The Mass.Gov Director is currently being sought.

To provide the leadership necessary to ensure buy-in at the highest levels of government, the Mass.Gov Advisory Board is being established to:  convey vision and set direction for Mass.Gov activities; advise the CIO on matters related to the portal and its e-applications; advise on the development of policy; and monitor all phases of Mass.Gov initiatives.  The Advisory Board membership will be comprised of leaders representing the three branches of government, the authorities, higher education, municipalities, and the private sector.  
The Request For Quotes

A request for quotes was published seeking the services of an experienced e-government integrator and solution provider to assist in the creation of the customer-centric, intentions based, “one-stop shop” enterprise portal.  This single Internet location will be where Commonwealth customers can find information and conduct their business with the government.  The portal will also be the foundation that will integrate existing and future e-government applications targeted at various government customers.  The foundation will have an open architecture to support the development and integration of varied applications and data across the enterprise for presentation via the portal.  Responses to the request for quotes are currently being evaluated.  

The Commonwealth expects a functioning Mass.Gov site to be introduced in the fall.  The site will long remain a work in progress while the shared services, initial applications, and programs already under development are added.  The shared services are security, e-payments, geographic information system, and customer relationship management.

The Initial e-Applications 

The eleven new e-Applications being developed for the Portal serve a range of customer groups.  

Programs Serving Citizens 
· MassCARES: Facilitates common casework tasks for social workers and enables consumers to locate programs and resources online.

· eChild Support Enforcement: Facilitates child support payments by non-custodial parents, including auto-withdrawals and direct deposits. 

· Online Teacher Certification and Recruitment:  Simplifies the cumbersome and paper-intensive teacher certification and re-certification process. Includes postings of open teaching positions throughout the Commonwealth.

· SPORT (Online Recreational Licenses): Creates a convenient, one-stop shop for consumers to purchase or renew recreational permits.

Programs Serving Business

· Drivers’ Record License Look-up and Notification: Allows individuals or authorized employers to look-up the driving record and license status online, and to be notified of any status changes.
· Professional License Renewal & Online Complaint Submission: Gives consumers, businesses and professional service providers the ability to quickly and efficiently conduct professional license lookups, submit complaints and renew professional licenses.
· Online Submission of Applications for Environmental Permits & Certifications:  Enables businesses to apply for and renew environmental permits and licenses.

· Comm-PASS Enhancements and eProcurement Portal: Creates a fully integrated, automated procurement process for all entities eligible to use state contracts (i.e. municipalities, non-profits, institutions of higher education) as well as for private companies doing business with the Commonwealth.
· CORI Automated Screening System (CASS): Creates a one-stop shop for multiple sources of criminal information online for authorized users.
· eFiling of Non-Profit Financial Reports: Provides an integrated process for submitting financial and performance information for non-profit organizations.
Programs Serving Cities and Towns

· Municipal E-Filing (Educational Grants and EO 418 reports): Enables municipal employees and officials to complete a range of routine transactions with the Commonwealth online. 


Significance to the Improvement of the Operation of Government

The Commonwealth is recognized as a leader in the early adoption of electronic government applications.  These applications have been developed to provide services more quickly and effectively to the citizens and businesses of Massachusetts.  Agencies such as the Department of Revenue and the Registry of Motor Vehicles have received awards and been recognized as leading sites in the country for their transaction-based applications.

The Commonwealth has an extensive web presence, has more online transactions than any other state, has won numerous awards for its online services, and gets about 3.3 million visits a month. However, on the continuum of eGovernment capability – Publish, Interact, Transact, Integrate, Transform – Massachusetts is only starting the “Integrate” phase. The Portal will facilitate the integration of applications across organizations and the integration of web transactions to the back-end systems.  Once integration is successful, Massachusetts will begin to see the transformation of government services and realize the full economic benefits of electronic government.


Transforming government service will break the traditional service model where citizens and businesses typically get government services by interacting with a small number of customer facing or government field workers.  These workers then communicate with a host of back office workers who interact with the agencies’ information technology systems.  The EGov Transformation will allow citizens and businesses – and customer facing and government field workers – to interact directly with the IT systems.  Customers become deputized state employees:  they can serve themselves on their own time, in their own venue, saving themselves time and travel.  At the same time, resources can be shifted from the back office to the front lines to provide greater service to those customers who really need it.  This service transformation will also save time at the agencies and thus taxpayer dollars.  

At the March EGov Task Force meeting, Administration & Finance Secretary Stephen P. Crosby noted that the private sector has seen huge non-inflationary productivity gains brought about to a great extent through the use of information technology, creating the extraordinary economic boom of recent years.  But, he pointed out, “Government has not achieved these benefits yet.  We want to use electronic government to transform government services and to reorganize virtually to provide more integrated services.  If state government increases productivity, then the general economy increases productivity.  It makes Massachusetts more competitive in attracting and retaining business.”


Benefits Realized by Service Recipients, Taxpayers, Agency or State

Governor Argeo Paul Cellucci envisioned Mass.Gov as the people’s portal, a facility through which citizens can take care of their government interactions at home, 24 hours a day, 365 days a year.  Businesses can take care of their government interactions at their own offices, whenever it is convenient for them.  The customer becomes a virtual employee of the Commonwealth in being able to conduct their government transactions online from their own location of choice, with no need to travel into government offices.  The worst-case scenario is that a customer fails to prepare adequately and then has to restart the transaction after gathering up the necessary material.  However much of a nuisance this may be, it is a huge improvement over discovering the inadequate preparation after traveling to a government office. 

As a result of no longer being burdened with having to handle every transaction, staff at the agencies can be reassigned to more challenging work and/or to helping the customers who really need the help.  This should enable agency spending on operations to level off and eventually to decrease.  This will lead to saving taxpayer dollars so that more money will be available for under-funded programs or for tax cuts.  

Today a citizen might be being serviced by several agencies, none of them aware of the other’s involvement and requiring the citizen to travel to several different offices to engage all of the services.  Having all of these services available on line will save the travel.  Having all of these services integrated into online virtual agencies will save redundant data capture and enable comprehensive eligibility determination that might identify available services that the citizen is not even aware of.

Businesses that have to file several different types of taxes with multiple agencies will be able to accomplish the several filings in a single transaction.  A company setting up business in Massachusetts will no longer have to identify the various agencies that have rules governing the establishment or conduct of business.  By approaching the “new business” virtual agency, they will be able to step through the processes without having to search for them and without having to supply data redundantly.  And the virtual agency will make them aware of filing requirements that they might not have discovered on their own.

Citizens benefit in convenience, improved customer service, and increased access to information.  Businesses benefit in lower cost of doing business and in improved access to information.  The Commonwealth benefits through increased efficiency and higher productivity, and through an improved image in the eyes of citizens and businesses.  Benefits to citizens, businesses and the state are all benefits to taxpayers – so everybody benefits.
The Registry of Motor Vehicles, a favorite agency for citizens to love to hate, has achieved huge benefits to its customers that online traffic has soared to rave reviews.  RMV relaunched its web site in May 2000 with a series of new transactions (“the most transaction rich state government site in the country”).  Monthly transaction volume had bumped along below 5,000 for several years.  With the new site, traffic soared reaching 43,000 transactions in October 2000 before settling down to around 34,000 a month.  The Boston Globe (2/12/01) has been praising RMV’s customer service and sending “hosannas” to Commissioner Dan Grabauskas.  Experience like this leads to an improved reputation for government.


Return on Investment; Short-Term/Long-Term Payback

The total estimated benefit of Massachusetts new electronic government programs is $250 million for a set of programs with development costs of $93 million and $87 million in 5-year operating costs.  These benefits begin small, but grow larger over time, leveling off at a steady state in years four and five.  Benefits increase over time as programs are implemented. 

Generally speaking, benefits were classified either as new revenue sources or avoided costs and efficiency gains.  Sample types of new revenues projected include:

· Fees paid by businesses for value-added services such as those offered by the Operational Services Division through the Comm-PASS procurement system or by the Registry of Motor Vehicles for licensee lookups.

· Additional revenue due to “convenience purchases” of Commonwealth government services, for example the bundling of fishing and camping permits together, or higher levels of interest in criminal records requests due to the increased ease of access.

· Additional revenue collected in e-Child Support Enforcement by using more convenient payment methods such as credit cards.

Avoided costs fell into a number of categories.  Some examples are:
· Administrative, photocopying and mailing costs for documents available online instead of by mail out, or for documents sent out correctly the first time due to improved data capture.

· Managed growth of government staffing, for cases in which efficiencies or productivity gains result in a net lower required growth of personnel force strength. 

· Avoided fees and expenses related to the rework needed to correct errors or the temporary labor required to meet seasonal peaks in workload.  Online transactions can absorb much of the stress during high workload seasons.  

· Direct cost savings such as those that could be achieved by lower prices offered to Commonwealth agencies based on increased volume of purchasing through Comm-PASS.

· Leveraging technology across many areas to avoid the high cost of maintaining multiple redundant and independently hosted E-Government solutions.

In summary, the benefit cases cited in the Strategic Plan and Roadmap represent Massachusetts combined best estimates of the financial impact of implementing the selected programs.

The Department of Revenue has already achieved considerable financial success with electronic government.  In the early 1990s, the recession and budget crisis forced DOR to start cutting staff so that it now has 25% fewer FTEs than it did in 1990.  Challenged to maintain customer service in the face of these cuts, DOR began adopting electronic tax filing in the mid-1990s.  In 2000 E-File reached 26% of personal income tax returns.  The time needed to process a tax return has fallen from 17.5 days in 1996 to 9 in 2000.  So DOR has improved service delivery with fewer people by using electronic filing.
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