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Service Direct

Executive Summary


Service Direct is South Dakota state government’s new, custom-built, services oriented portal to all public forms. The portal is a joint effort between the South Dakota Bureau of Information and Telecommunications and state agencies. The Service Direct portal was developed to enhance the citizen and business use of state government forms and to provide one-stop shopping for them.  Through the portal one can find information, download forms for printing, and complete forms online for electronic submission to the state. 
Searching for the right form is made easy via a life events timeline for locating services used by a specific age group.  The standalone event buttons for specific actions, such as finding a job, allow easy access to recurring lifetime activities.  For businesses, the site directs you to services for starting, growing or maintaining your business.  The fastest path to a given form is via “Access All State Forms/Pubs”.  Here all state forms are listed by service category and by agency.  The portal user can also search by keyword.
The Service Direct portal requires the portal user to register during the first visit and to enter a login user name and password on subsequent visits.  The user can update their profile information at any time.  The main portal page contains a life cycle timeline for events the average citizen will encounter or participate in during their lifetime as well as links to selected standalone events.  Hot links are provided for some of the most popular forms citizens use.   Businesses will use the many links provided in the business cycle about starting, growing, and running a business.  The most frequently used button is at the top of the page and takes the user to a page where they can select forms.  The user can select categories of forms, all the forms for an agency, or they can find it by keyword search.  All forms have an information icon that the user can click on to go directly to the information page describing the form, who, when, and why they would fill it out, instructions about how to fill it out, as well as contact information if there are questions about completing the form.  The user may choose the download icon or the online icon to complete and submit the form.  The portal uses a pop-up window design so that the user can have the information page and the download or online page available at the same time.

Service Direct is the portal to 1,198 public forms representing 7 million transactions annually.  Service Direct is easily accessed from the state’s home page and quickly takes the user to the desired form.   The portal saves the businesses and citizens time in locating the form they need to use and does not require them to have an in-depth knowledge of state government structure.  Service Direct also puts the links to the web pages in one place where accurate links can be maintained and site visit statistics generated.    

The primary goal of the Service Direct project was for the citizen and their businesses to have a successful interaction with South Dakota state government.  Service Direct makes government more efficient, by freeing businesses and citizens to direct their energies to business and personal pursuits.  The portal also enables state agencies to direct resources toward other areas of their missions. 
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Narrative Section (A-D)

A. Description of project, including length of time in operation.

The process started a year and a half ago with an initiative to have all public forms available online to provide better service to the public.  The first step was to develop an inventory of all the public forms for each agency.  Inventory information collected included form title, status the form (currently online or downloadable), transaction volume, end user of the form, fee required, signature, notary, or additional documentation required, and the agency’s network infrastructure.  After the inventory was complete, the next step was to work with the agencies to get all forms in a downloadable format.  Many forms are online now, and there is a major effort underway to get the rest of the forms online.  The next step was to develop a portal for all of the agencies’ forms and their web pages.  The Service Direct portal was developed to enhance the citizens and business access to the public forms and to provide them with one-stop shopping.
The Service Direct portal requires the portal user to register the first time in and to enter a login user name and password on subsequent visits.  The user is in a secure transaction mode during this process.  The profile information is voluntary and is different for a business than it is for a citizen.  Profile information is used to authenticate who you are and it is used to pre-populate form fields for the user.  The user can update their profile information at any time.  

Hot links are provided for some of the most popular forms citizens use.   Businesses will use the many links provided in the business cycle about starting, growing, and running a business.  The most frequently used button is at the top of the page.  This takes the user to a page where they can select the desired form.  The user can select categories of forms, all the forms for an agency, or they can find it by keyword search.  All forms have an information icon that the user can click on to go directly to the information page.  This page describes the form, who, when, and why they would fill it out, instructions about how to fill it out, as well as contact information if there are questions about completing the form.  The user may choose the download icon or the online icon to complete and submit the form.  After login, the user can access the form in only five clicks.  The portal uses the pop-up window design so that the user can have the information page and the download or online page available at the same time.

The forms titles and links are stored on a SQL database that is easily updated and maintained by agency staff.  Agency staff are to maintain their agency forms and links through a password protected administrative function.

The Service Direct portal went live in July, 2002. 

[image: image2.png]SD Homepage Help Thursday, July 11, 2002

Vice Direct #:3

Welcoms to South Dakota state gavernment's ‘Welcome to South Dakota Service Direct

Seniice Direct web site. You willfind all state forms
here — over 1,000 One can find information,
download farms for printing, and fil out forms online
for submitting electronically to the state. Many state
forms can be pracessed entirely online for immediate
senice.

Searching for the right form is made easy via a lfe
events timeline for locating senvices used by a
specific age group. Or use the standalone event
buttons for specific actions, such as finding a job. For
businesses, the site points you to serices for
starting, growing or maintaining your business. The
fastest path to a given form is via "Get h Done”. Here
al state forms are listed by senice category and by
agency. One can also search by keyword

Seniice Direct is designed to be your one-stop shop
for state forms and senices. Our goal is for you to
have a successful interaction with South Dakota state
government





B. Significance to the Improvement of the Operation of Government.

The project to get all the state’s forms online and available to the public through the portal enabled the agencies to realize savings in several areas.  With transactions coming into the agency electronically, less staff time is needed to process the forms.  Also, less paper storage space is needed to store the transactions.   By having forms in electronic format, it is much easier for agencies to share or pass on forms to other agencies.

As the agencies continue to develop web pages, they are more aware of how their web pages fit into the larger picture.  To make it easier for the user to get around each agency’s web pages, the agencies are developing web pages with a common navigation, look and feel.

Having all the links in one place enables the state to check for and respond to broken links immediately since agencies continually maintain their web sites and often provide links to other related agency sites.  The portal also enables the state to capture statistics on the web pages and perform analysis on forms that experience heavy transaction volume as well as pointing out the forms that are not being completed online.

With the availability of electronic forms in one place, the state is providing the public with a more successful and satisfying interaction with state government.

C. Benefits Realized by Service Recipients, Taxpayers, Agency or State

With the launch of Service Direct, South Dakota joins the ranks of other organizations already reaping the benefits of a portal. 
Service Direct provides the companies doing business in the state, the citizens of South Dakota, and anyone in the world who wants or needs to interact with South Dakota state government with the following benefits:

· With one-stop shopping for forms, it increases efficient use of the public’s time and resources by reducing the effort required to interact with a state agency. 

· Makes it easier for the public to complete an online form.  The profile information, such as name, address, social security number, and date of birth, is used to pre-populate fields on the forms saving the public effort and provides more opportunity for accurate data entry.   

· Consolidates the information, download and online links for over a thousand state forms by making it easier for the public to see all the available forms "at a glance."  They are able to choose the right form for them and can eliminate the need to go through an agency’s web page to determine if it is the correct form to use.

· Allows the public the opportunity to electronically store copies of forms they submit to state government instead of making and storing paper copies.

· Allows the public the opportunity to submit the form and pay any fee by credit card thus saving the user the cost of writing, processing and storing paper checks. (eliminating paper and increasing efficiency)

· At 37 cents for first class stamps, it saves the public significant postage costs.  

D. Return on Investment, Short-Term/Long-Term Payback

Service Direct is a services oriented portal and was not developed with a calculated return in dollars and cents.  The acceptance and use by the public will help determine what the long-term payback will be.  Getting all forms downloadable and online offers an electronic means to interact with the state, but it does not require the public to use only electronic transactions.  The investment here is in the businesses and citizens of South Dakota.  It will take time to fully realize a return to state government on this investment.  There are areas where the state will realize savings and those are:

· With transactions coming in to the agency electronically, less staff time is needed to process the forms.  Data is legible and is already edited for accuracy.

· With electronic transactions, less physical storage space is needed to store the transactions.   

· With forms in electronic format, it is much easier for agencies to share or pass on forms to other agencies.

· With electronic forms, the state will also save in the cost of printing and shipping forms to remote offices.      
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