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Category for judging:
(
Digital Government: Government to Citizen (G to C) For governmental applications that provide service to citizens.  Examples include automation of procurement, registration, licensing and permitting.


Title of Nomination:  Utah Community Services Directory




 http://www.utah.gov/communityservices
Project/System Manager:  Jeannie Watanabe
Job Title:  State Data Administrator
Agency:  Governor’s Office
Department:  CIO’s Office
Address:  116 State Capitol
City:  Salt Lake City
State:  Utah
Zip:  84114
Phone:  801-538-9543
Fax:  801-538-1547
Email:  jwatanabe@utah.gov
Person Nominating (if different than above):  Al Sherwood
Job Title:  Electronic Commerce Coordinator
Address:  116 State Capitol
City: Salt Lake City
State:  Utah
Zip:  84114
Phone:  801-538-1195
Fax:  801-538-1547
Email:  asherwood@utah.gov
Executive Summary

The Community Services Directory is a one-stop, online resource for citizens in search of everything from day care to legal services.  The application is yet another example of the state working with community-based organizations to better serve its citizens.  The online directory supports integrated services between different agencies, so a citizen in search of services and/or volunteer opportunities need only perform a single inquiry with a single interface rather than executing multiple inquiries on several different agencies’ web sites.  

In addition, the Salt Lake Community 211 call center—a hotline for citizens to call for needed health and human services--uses the online directory to facilitate connecting citizens with the appropriate service. 

The goals and objectives that have been achieved by the online directory are:

· Help citizens find needed community services and volunteer opportunities.

· Allow Service Providers to update their service information and post and edit volunteer opportunities.

· Assist new community 211 call centers to quickly find help for those in need.

Since it’s inception on January 8, 2002, the service has averaged 66,049 hits per month.  These numbers continue to steadily increase.  The online directory is the 4th most hit application within the Utah.gov network, the State of Utah’s official website.

The directory is a collaborative effort of the Utah Governor’s Office, the Utah CIO’s Office, Utah Department of Health, Utah Department of Human Services, Utah Department of Workforce Services, Information and Referral Centers across the state of Utah, and Utah Interactive.  This unique relationship between state agencies, community service organizations and the private sector was built on a shared vision of sharing information and easy access to service information.  

Description of project, including length of time in operation

The online directory offers an easy-to-use interface designed to help citizens find needed services and volunteer opportunities in the state of Utah.  Information on virtually all community services such as food pantries, care for the elderly, housing, and heath care can be accessed using the system.  People who wish to volunteer their services to the community can also search the directory for available options.  In addition, the system has a unique feature that allows service providers to update their own service information and post volunteer opportunities as soon as changes and opportunities occur.  

This program supports the core mission of the CIO’s office by improving the quality of life through the smart, and relevant, use of technology.  It has been operational since January 8, 2002.

The goals and objectives of the online directory were to:

· Help citizens find needed community services and volunteer opportunities.  This goal was accomplished by providing information in one convenient central location.  Citizens can quickly get up-to-date community service information, with a couple of clicks, in their own home, office and/or local library.

· Allow Service Providers to update their service information and post and edit volunteer opportunities.  Service Provider’s information is current and readily available to the public.

· Assist new community 211 call centers to quickly find help for those in need.  The 211 call centers are able to use the search capabilities of the application to facilitate connecting citizens with needed services and/or volunteer opportunities.

The service has averaged 66,049 hits per month.  These numbers continue to steadily increase.  The online directory is the 4th most hit application within the Utah.gov network, the State of Utah’s official website.
Significance to the improvement of the operation of government

This project was a collaborative effort between the Chief Information Officer’s Office, Utah Department of Health, Utah Department of Human Services, Utah Department of Workforce Services, Information and Referral Centers across Utah and Utah Interactive.  This unique relationship between state agencies, community service organizations and the private sector was built on a shared vision of sharing information and easy access to service information.  Citizens and users can now find community and human service information in one common place.

This program demonstrates creativity and innovative thinking by incorporating some of today’s leading technologies to provide a user-friendly service.

· Improves access and provides up-to-date community services and volunteer opportunities to citizens in need of help.

· Allows Service Providers to update their service information and volunteer opportunities, to keep information current.

· Assists new community 211 call centers to quickly find help for those in need statewide. 

· Allows Information and Referral Centers to download up-to-date information from the database to provide customized mini-directories for special uses and mailing lists.

The key challenge in the development and roll out of this program was coordinating the project with multiple Information and Referral Centers.  Each Information and Referral Center has its own set of business rules and technical requirements to manage the Service Organizations in their region.  A standard set of business rules and technical requirements had to be agreed on that would work for not only each Information and Referral Center’s current practice but also the multiple other service providers and organizations involved.   A core team was formed with representatives from each of the Information and Referral Centers to address each issue and develop a common solution that would work for each Information and Referral Center and agency involved.

Benefits realized by service recipients, taxpayers, agency or state

The Community Service Directory benefits citizens, businesses, agencies and the state overall.

Citizens: 

· Citizens are able to receive current information concerning services and volunteer opportunities, rather than retrieving outdated information from a printed directory, which was only updated once a year and sometimes as infrequently as every five years. 
· Approximately 80% of all organizations offering health and human services in the state are provided in the application database, including statewide programs.  By 2003, 100% of the organizations and volunteer opportunities will be available.
 Businesses:

· Service Providers can complete the entire update to service information and volunteer opportunity without the use of additional forms, telephone, mail or personal visit.  

· Service Providers information is current and readily available to the public.

Agencies:

· Information and Referral Services can approve changes and update the database entirely online.

· Prior to the online directory, the Information and Referral Centers were solely responsible for updating and keeping Service Provider information up to date for each of their printed directories.  It is now the responsibility of the each Service Provider to keep its information updated.  This affords the Information and Referral Center additional time and resources to help connect people with assistance and volunteer opportunities.

· Agencies that provide referral services can use the directory instead of maintaining their own directory and constantly requesting corrections and updates from the Service Providers.

· Community 211 call centers can now utilize the online directory rather than looking through printed directories from each individual county.   This saves time for the call centers and allows them to more rapidly link those in need and potential volunteers with charitable organizations.

State of Utah:

· By making it quick and easy to locate a volunteer opportunity, citizens will be more likely to volunteer their time in their community.  Additionally, citizens in need of community services will be able to quickly find the service they need.

· Utah.gov uses a self-supporting, public-private model that has allowed the entire Community Services Directory to be built and maintained without the appropriation of tax dollars.

Return on investment, short-term/long-term payback

· Measurable benefits are difficult to quantify because the cost savings are realized in many individual activities; however, this should not diminish the project’s value.  Prior to the shared online directory of community services, each state worker providing referral services would gather their own resources, which included printed directories, organization lists and their own lists.  In community based organizations similar methods were used to provide referral information to clients.  The online directory eliminates the need to maintain these individual resources.  That translates into not having to mail or call service providers for updates in address, phone number, or services. 

· The Utah Community Services Directory provides an enhanced experience for citizens to search for services from a single point of access by type of service and/or target population served.  The citizen is no longer dependent upon knowing and understanding organizations or organizational structure to find assistance.

· Long-term, the database supporting the directory can be leveraged by other state agencies through incorporation into software application development.  Currently, the state of Utah is developing a system to replace its Public Assistance Case Management Information System (PACMIS).  Included in the development of the system is a comprehensive state resource component, which will incorporate the community services directory database for service provider information.
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