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STATE OF INDIANA

THE TECHNOLOGY GROUP

EXECUTIVE SUMMARY
The Technology Group was created by the Governor on April 23, 2001 with the creation of its Charter, and the selection of 22 state leaders experienced in the delivery of governmental services to Hoosiers. The group was to complete its assignment within six working months.  The 55 page Report of the Technology Group to the Governor was completed in late December and will be presented to the Governor in January 2002.

The Charter of the Technology Group is a 612 word document that states the group’s vision to create the framework and process that delivers the next generation of customer satisfaction with governmental services, and its mission to become an acknowledged leader in using technology in government to serve citizens.

Initial work was organized under 22 subcommittees focused on studying, defining and benchmarking major initiatives in the areas of high customer touch applications.  Recommendations in Leadership, Architecture, Citizen Centric Content and Citizen Confidence were developed, and 20 of the highest touch citizen service initiatives were either concluded or begun for completion by December 31, 2003.  The task force had 22 members, and was supplemented by another 20 key members who served as subject matter experts.  The team invested over a thousand man hours of time.

The Technology Group worked closely with accessIndiana, the state’s official portal.  accessIndiana is owned by the State of Indiana and operated by Indiana Interactive, Inc., through a contract administered by the Intelenet Commission.  The portal contains 180,000 pages of information, 179 interactive applications and receives an average of 12 million user generated accesses monthly.  There are no tax dollars appropriated for the operation of accessIndiana.  Primary funding for the portal’s operation and development comes from the assessment of modest convenience fees to end-users for a very limited number of services.  Those convenience fees pay for the development, hosting, maintenance and marketing of most accessIndiana portal services.  More than ninety-nine percent of the services are free.

The nomination form details the work of the Technology Group with the partnership of accessIndiana and the State’s CIO, Laura Larimer.
Description of the Project

Indiana Governor Frank O’Bannon created a special task force of state government IT leaders in April of 2001 and charged the group with accelerating the State’s development of e-government.  The group was chartered with facilitating and developing a strategic two-year IT Agenda, including forming special teams to develop and accelerate specific initiatives of the overall plan.  The vision of the charter is to create the framework and processes that deliver the next generation of customer satisfaction with governmental services, and its mission is to assist the State in becoming an acknowledged leader in using technology in government to serve citizens.  

The Technology Group consists of state government IT leaders who share a passion for quality public service and believe that Indiana can lead the nation in developing and delivering innovative e-government services.  The Technology Group’s four areas of recommendations concerning IT strategy for the State are:

· Leadership:  Building a leadership team with a commitment to e-government as a tool to serve citizens well

· Architecture: Indiana’s blueprint for innovation, customer service, and cost containment.  It is the process and the basis for migration to e-government

· Citizen Centric Content:  Putting the customer first, without compromise

· Confidence: Earning the customer’s trust

Through the work and cooperation of accessIndiana, the Indiana State Portal, (http://www.in.gov), the Technology Group has developed applications and initiatives based on these common principals:

· Conducting the business of government in a cost-effective manner

· Delivering superior citizen service

· Making short-term investments in the interest of long-term payback

· Streamlining procedures and organizing citizen and business interfaces along functional lines, always putting the customer first.

Significance of Improvement of Operation of e-Government

From the beginning, the Technology Group has recognized the importance of executing IT strategies within the means of the state.  One important benefit for the government has been the cost-cutting nature of e-government initiatives.  Putting procedures online simply cuts down on the amount of “red tape”, which trims expenses made unnecessary by conducting business online.  Almost every application, although perhaps incurring cost in the short-term, will greatly reduce resources expended in the long run.  For example, the long-term savings in relation to the e-licensing and e-permitting efforts will be significant due to its efficient lowering of budget operation costs.  Other operation savings indicate this; for example, Web enablement of Department of Revenue’s tax form processing has cut the cost of processing a filing $1.59 by hand to $.08 electronically.  Additionally, because of the more automated processes, there is less human error with e-government.  Thus, the portal saves state agencies time and effort and helps to cut down on the number of mistakes.

Perhaps the most significant benefit of the Technology Group’s work is that government is more effectively responding to its citizens and making it easier to conduct them.  That in itself is a reward—after all, the purpose of government is to serve and protect the people.  e-government initiatives are making it easier to accomplish that purpose.

Benefits Realized By Service Recipients

The Technology Group’s vision for e-government is not to automate and computerize processes—it is about designing new processes to serve and satisfy citizens no matter how they choose to conduct business with the government, whether they choose to “click, call, or come in”.  Already the Technology Group’s efforts have planted the seeds of using Information Technology to ameliorate government operations.  Citizens are realizing that it is much more convenient to conduct business at home, anytime they wish.  They know that they can find everything they need right in one place.  The Technology Group is working on some key initiatives that will continue to deliver advanced IT e-government solutions to Indiana citizens by 2003.  Many of the following solutions are well underway.

· Department of Natural Resources Hunting and Fishing Licenses—Citizens can buy or renew any day at any time since January of 2002.

· Personalized Portals—Citizens will be able to visit the state portal with all the applications they use regularly available right to them. 

· e-forms—Various forms the State uses to conduct business will be available to fill out and return to the agencies, through the state’s portal

· State Jobs Online—Information for those searching for employment with the state.

· e-licensing and e-permitting—Professional licenses and permits available for renewal and purchasing online.

· Aggregated Benefits Payment by DWD and FSSA—Many needy citizens benefit from multiple programs and state agencies.  This payment program would provide a single, aggregated electronic delivery mechanism so that benefits can be allocated more efficiently and with increased ease to the user.

· Connectivity of state and local government on the ITN—The state and local governments must interact closely to perform certain tasks each day.  Today, Indiana counties are not connected to the Indiana Telecommunications Network, but the portal and state agencies are.  Connectivity with local government has been a top priority of the Technology Group and a special taskforce under Laura Larimer is currently working to deliver this important initiative in 2003.

· Public Access Terminals and Kiosks—e-government initiatives can truly make conducting the business of government easier for citizens—but the Digital Divide can present a problem.  Use of public access terminals will increase customer access in locations that serve high traffic areas and allow people without home or work access to use the portal. The Technology Group has been considering ways to extend the outreach of e-government services.  The BMV has installed enterprise C3 kiosks for online license plate renewals, and more research for this idea is underway.  

· Online Driver’s License Renewal—citizens will be able to renew their driver’s licenses online by November 2002.

· Pay taxes electronically—Through I-file, an anticipated 100,000 filings will take place online in 2003.

· Search Engine Upgrade—The project of adding the Google search engine to the portal is in process.

· Single Website for Entry of Changes—A single place for registration and to make changes to information used in transacting with the state.

· DNR Campsite and Inn Reservations—There will be no need to call for a reservation, because it will be available online

· Vital Records Online—Birth and death data available instantly.  This function is dependent on connectivity to local government and with the migration to electronic databases.

· GMIS Implementation Across The Enterprise

The Value of the Technology Group

Every state faces significant challenges in the arena of IT and e-government.  The fear of change, the lack of information and understanding, the need for technological implementation (broadband into rural areas, etc.) and feelings among the bureaucracy that jobs are in jeopardy.  But many obstacles require real leadership to provide vision, take control, and lead change.  

The Technology Group has been able to focus the energy of the state government on the vision and mission of the Group’s charter and effectively help lead state government onto an accelerated agenda for initiation of e-government.  The combined leadership and resources of the State’s CIO, IT leaders, and partners in the enterprise have brought about greater understanding of state employees and department heads on their real reason for being: serving citizens by putting them first in the process.

Much has been accomplished, and much remains to be done.  The Technology Group has stated its goal of earning Indiana a top five ranking in the 2003 Digital State Survey.  While working toward that goal, accessIndiana was rated the best state portal in Brown University’s 2001 e-government study, and came in 4th in the Progressive Policy Institute’s Digital Democracy 2002 survey.  These are just two awards the portal has won.  The number of available services as well as the quality of service continues to increase.  The Technology Group will continue to direct the vision of e-government service to citizens and make it that vision a reality.
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