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EXECUTIVE SUMMARY

The vision of the District of Columbia is to be the very best among American cities. Mayor Anthony A. Williams and his leadership team have made a commitment to transform the District of Columbia into an efficient, effective, and responsive government.

The District is dedicated to a strategy that advances DC government as a “city of access” which serves as the electronic government model for the nation. This is a vital component of the city’s renaissance as a thriving capital city on the cutting edge of technological innovations. This e-government initiative is critical to the city’s success in reaching our key, long-term goals: building and sustaining healthy neighborhoods; making government work for all residents; expanding our economy; strengthening families by investing in our children and youth; and bringing the community together behind a unity of purpose and common agenda.

We have embarked on a comprehensive program in which Internet-based technology services support and enhance our key goals and objectives for the city through a common “Window on Washington” Internet portal. Through the development and inception of a dynamic, content-rich and user-friendly e-government infrastructure we have established the gateway which will ensure that the highest quality customer service, public safety, educational and economic growth opportunities are provided for the residents, businesses and visitors in the District.  Additionally, this infrastructure supports the integration across agencies, greatly reducing technological stovepipes and thus enhancing the ability of the government to function as a coordinated unit through collaborative and interactive systems.

These objectives were achieved over an 18-month timeframe by providing a common infrastructure including architecture, platform, processes, and tools that facilitate the rapid, effective, and consistent development. The infrastructure consists of:

1) A production host platform accessible internally and externally for web-enabled applications;

2) A quality assurance host platform that replicates the production environment, but targeted for the final test and verification of developed services;

3) A development host platform for the actual trial and implementation of services in a developmental environment;

4) Database services including both host platform and consultative analytical and operational services;

5) Open standards based directory and authentication services (LDAP);

6) Full operational support of all platforms;

7) Full security support of all platforms;

8) Full communications network support of all platforms;

9) Tools, guidelines and procedures to facilitate rapid development within agencies; and

10) Training programs to familiarize agency developers and vendors with the services available.

A.  PROJECT DESCRIPTION

Early in 2000, the Office of the Chief Technology Officer (OCTO) launched an aggressive initiative to build an on-line, real-time, 24-hour web-based government. The described infrastructure 

combines technology and business processes that enable municipal agencies to act in partnership to serve customers and to increase government performance, inside and outside of our firewall.

There are 37 agencies and authorities currently up and running on the DC e-government infrastructure. Our visitor statistics are impressive – thousands and thousands of different people visit our portal every day, and they stay to look around. For every visitor, we average movement through about 20 web pages. Website visitors are paying taxes, reading up on mayoral initiatives, paying for permits, getting better connected with their neighborhoods, and telling us things we need to know. And 30 percent of them come back within a week.

The focus of the DC e-government initiative is to serve the residents, businesses, District employees and visitors to the District by making government accessible and user-friendly. All web pages are implemented with visual, navigational, and functional consistency to ensure ease of use.  All content is studied, reviewed and modified until it guarantees a service-driven resource as an end product. A few examples of the many services provided are:

· Applications for tuition assistance

· Drivers license renewals

· Tax filing capability with additional applications in development

· Comprehensive set of downloadable tax forms

· On-line business licenses and permits and downloadable forms.

These applications are just the beginning. They are continuously being enhanced and expanded to other agencies with increased robustness and transactional power.

Ease of Use and Comprehensiveness

The DC e-government infrastructure is designed to insure ease of use through quick loading, easy navigation, on-line transactions, and a comprehensive search engine. Each service delivery function is designed with a consistent look and feel – active content on the right, standard directives/options on the left and toolbars on the top and bottom which provide quick access to other District agency services while insuring user confidence in navigation.

OCTO has interviewed over 50 District agencies and authorities and developed a project plan identifying potential applications, resources, a timeline for completion, and focus on the expansion of customer service through interactive and transactional applications. OCTO will continue to maintain oversight on the development and expansion of new web-based applications and, in conjunction with the agencies, incorporate new capabilities and content. Today, 37 of the District agencies and authorities are supported by the DC e-government infrastructure. All agencies are targeted to have a presence on the portal by the end of fiscal 2001.

Currency and Inclusiveness

OCTO maintains a rigorous program to ensure the continued design and deployment of high-end transactional applications. OCTO consistently applies comprehensive web review standards to insure the accuracy and timeliness of information. The DC Portal and individual agency home pages are monitored on a daily basis to ensure that critical information, including the Mayor’s schedule, street closings and public announcements are displayed an accurate and timely manner. OCTO regularly meets with agencies to review their current website pages and establish procedures to develop and deploy future applications while maintaining up-to-date information.

The District’s e-government strategy demands equality of access to the technology that will initially provide improved government service delivery and will eventually provide a fully integrated digital democracy-- encompassing resident, business, education and community services. To ensure that all Washingtonians have access to computers and the Internet, the city has begun to broaden access to technology by bringing technology services to our neighborhoods – where our residents live. We are committed to creating and maintaining access to computer equipment through networks in schools, at all 26 branch libraries, public housing, community-based organizations and other points of public access. Two examples of the District’s effort to expand accessibility to the offerings of the Internet include:  

1. OCTO donated over 50 computers and associated Internet access to the Learning Labs of 26 DC Recreation Centers. These sites are connected to the District’s Wide Area Network and provide access not only to the District’s website, but also the world of educational sites available on the Internet.

2. OCTO is providing desktop computers with Internet access to 36 Neighborhood Action Sites throughout the city.  These sites serve as “nerve centers” for the provision of support services to local residents.

Creativity in Design

The infrastructure was designed to reflect and support the interests and concerns of the District community. The Portal page displays a design concept depicting common values embraced by District residents:  family unity, heritage, beauty, and patriotism. It provides information that falls within three main categories: resident services, business services, and government information. The information is presented to provide simplicity of access and use without compromising content. The creativity of its design centers on its creation of a common user experience as users navigate through the website. DC agencies work together to determine standards, create tools, and share templates. 

OCTO continues to work with each of the District’s agencies to identify and develop a hierarchy or continuum of application development that increases in sophistication. The basic level - “publish”- provides content-only information. The continuum progresses through the following steps including “interact,” “transact,” “integrate,” and “transform.”    Each stage of application complexity increases the value-added impact provided to the end-user. Today, all five levels of applications are found on agency websites. New application development is focused on interactive and transactional applications.
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B. SIGNIFICANCE TO THE IMPROVEMENT OF THE OPERATION OF GOVERNMENT
Two of the Mayor’s widely publicized strategic objectives are:

1) Unity of Purpose – making the government work as a unified body to meet the needs of  residents without requiring them to understand the organizational structure of the government or the individual mission and boundaries of the agencies.

2) Making Government Work – Providing for greater efficiency, accuracy, and reliability in government services.

By providing a common e-government infrastructure, OCTO has significantly contributed to both these objectives.

The infrastructure, as verified by both penetration across agencies and the large number of services provided in an extremely short period of time, has served to significantly reduce the barriers to cross-organizational cooperation. 

Additionally, by not providing these services off-the-shelf to the agencies, it frees them from utilizing resources for technical development and support, and allows those resources to be used in the development of services and products that benefit the community.

Instead of having each agency (68) with different infrastructures -- all requiring design, development, maintenance, operation, and support -- the District is converging into a single, full functioned environment that is not only effective, but also highly reliable.  Platform-based risks such as security, redundancy, operational failure, and technological obsolescence now are addressed as a unit instead of through many different, independent organizations.

C.  BENEFITS REALIZED BY SERVICE RECIPIENTS, TAXPAYERS, 
AGENCY OR STATE

The DC Portal is the official “front door to government”.  The portal serves as a channel for service delivery and improved customer services for all. It provides the mechanism to enhance our customer service responsiveness in several ways including:

· 24-hour access to government services;

· A new channel of information from and to our residents;

· Inter-agency collaboration and integrated services; and

· Resident-centered versus agency-centered interactions.

D. RETURN ON INVESTMENT

Most new governmental websites incur millions of dollars of investment to design and develop its initial product. The result is often a collection of websites, often without commonality or synergy among agencies. An additional million dollars is then spent to further refine and customize the collaboration of pages to present a standard, unified front and introducing integration of services and agency focus. The average cost for a municipality is $3.8M. The District was able to develop our government portal for less than a third of the average cost, or $1.2M. Its investment, based on a methodical, defined and systematic needs assessment and product development program, resulted in a mission oriented, customer-focused portal, making government services more accessible and productive.

RESULTS OF THE PROGRAM

The program has been embraced with enthusiasm by both agencies and citizens. In less than nine months OCTO has achieved the following:

1. Launched www.dc.gov to serve as the foundation and framework for the District’s portal.

2. Developed over 31,000 pages of synergistic, customer focused web pages.

3. Converted over 37 agencies from diverse, non-linked pages into a uniformed, focused, government portal, complete with content-rich, application-focused and user-friendly material.

4. Established new web presence for over 15 agencies.

5. Deployed a wide-range of applications including an on-line tuition assistance application, real property database search, “Talk with the Mayor,” business license application, and on-line participation in town hall meetings.

6. Identified over 90 additional applications to be developed over the next few months ranging from agency home pages to highly sophisticated transactional applications.

7. Begun active development in the most complex applications including:

a. On-line Business Resource Center – on-line resource to apply for business licenses, trade name application and business reference guides;

b. Social Services Portal – on-line guide for medical, fiscal, employment and personal development skills for those in need;

c. Department of Motor Vehicle Center – on-line applications including registration renewal, ticket payment and vanity plate selection and order;

d. On-line Business Tax Payment Center – vehicle to pay taxes on-line; 

e. Real Property Tax – online identification and payment of real estate taxes; and

f. Criminal Justice Tracking System - provides protective services officers with critical information from 12 different police services operating within the District boundaries.

8. Achieved a rate of over 200,000 hits per day from over 4000 unique users demonstrating the value and impact of this web portal to the residents of the District of Columbia.

9. Recognized by Snap.com as a member of the “Directory of Top Web Sites.”  The District was the only e-government portal to receive this honor. 

