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Category for judging:

(  State IT Management Initiatives This category is not an applications category. It will encompass statewide efforts in the areas of planning, policy-setting, standards development, public/private partnerships, recruitment and retention, training, management practices, outsourcing, consolidation or decentralization, major technology studies, strategic initiatives, project management and quality.
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Title of Nomination: Utah.gov Initiatives
Project/System Manager:  Al Sherwood
Job Title:  Electronic Commerce Coordinator
Agency:  Governor’s Office
Department:  CIO’s Office
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

Utah.gov is the state’s gateway to interactive government services.  Through Utah.gov, citizens, businesses, government agencies, and employees of the state, can complete dozens of interactive transactions to help save time and effort in daily life.  Created with the “user” in mind, Utah.gov was designed to help those who interact with the State do so in an easy, “frictionless” manner.  

Over the past year, the focus of Utah’s eGovernment initiatives has been to efficiently serve the public by breaking down barriers between citizens and agencies.  Three key practices were adopted to make the vision of frictionless government a reality:

1. Public/Private Partnership

Utah.gov is the result of a public/private partnership.  This partnership provides for the development and support of interactive applications and is based on a self-funding enterprise model.

2. Standards Development

· Continuity - Uniform interface standards have been established to provide a consistent experience for users.  These standards include consistent headers and footers, uniform color palette, font types, and formats.
· Utah.gov Domain - A unified strategy for domains--e-mail and web--has been adopted to provide consistency to the public. 

· Privacy Policy - A Chief Privacy Officer was appointed and a privacy policy statement has been adopted across all State agency websites. 

· Accessibility - Utah.gov has implemented an accessibility policy to go above and beyond minimum accessibility standards. 

3. Product Development/Product Management

The need for in-house expertise in product development is being met with: 

· Agency Product Managers

· Director of Product Strategy

· Product Management Council

In the past year, Utah.gov has achieved innovation in the following categories:

· A New Level of Customer Support: Live customer support 24 hours a day, 7 days a week.

· Integrated Service Delivery:  Applications that combine related but disconnected business processes across government agencies and private industry.

· Relevant, Personalized, and Interactive: Utah.gov has made strides in allowing online users to personalize their service delivery and interaction.  Several features illustrate this effort:

· Remind Me - Personal, convenient, and non-intrusive reminder of government-related or personal dates.

· Zip Code Search - Search, from the home page, for relevant services in your area.  

· Map It - In 7 easy steps, agencies can use this tool to create maps to their location.

· Maps - Find simple web-based maps to important locations.

· Olympic Memories - An interactive Olympic Memories feature allows citizens to post stories related to the games as well as search and download photographs from a collection of professional photographs taken during the Olympics. 
Utah.gov improves efficiency within the state by using technology to create a government that maximizes resources, while continually improving service.  By constantly adding new time saving, cost-effective services, Utah.gov has become one of the most frequently visited sites in the state and is establishing a reputation as one of the premier government service portals in the country.

Description of project, including length of time in operation

Information technology continues to play a vital and critical role in helping government serve the citizens and businesses of the State of Utah.  Over the past year, the focus of Utah’s eGovernment initiatives has been to efficiently serve the public by breaking down barriers between citizens and agencies.  Three key practices were adopted to make the vision of frictionless government a reality:

1.
Public/Private Partnership

Utah.gov is the result of a public/private partnership between the State of Utah and Utah Interactive Inc. (UII).  This partnership provides for the development and support of interactive applications and is based on a self-funding enterprise model.  In addition to application development, UII offers 24 X 7 customer support, web design, marketing and has built and maintains the Utah.gov portal at no additional cost to the state.

Initially launched in 1999, the Utah.gov portal provides a convenient one-stop-shop for both citizens and businesses to interact with government in Utah.  By aggregating content, users don’t have to understand the structure of state government; citizens are able to access services based on intentions rather than an inherent knowledge of which particular State agency provides a desired service.

2.
Standards Development

Over the past year, Utah.gov has emphasized standards development:

Continuity

Utah established the “Utah.gov standard” for state of Utah websites to unify all branches of government and create a true portal, “no wrong doors,” experience for users.  These standards include uniform color palette, font types, and formats (http://www.utah.gov/ugstandards.html).  The consistent Utah.gov portal header, footer and navigation orientation are now reiterated across 90% of the Utah government enterprise.  The purpose of this migration was to create a seamless navigational experience through all branches and agencies of the government.  

Utah.gov domain

Domain names represent more than just a technical mapping; they’ve come to serve as key branding and identity for doing online business.  To remove barriers to communication, a unified strategy for domains has been adopted to provide consistency to the public.  All communication is centralized around the Utah.gov domain – web, e-mail, etc.  The “.gov” extension is easy to remember, conveys a sense of trust, facilitates communication and focuses on brand identity.

Privacy Policy

The State of Utah is committed to protecting the privacy of those accessing its websites.  A Chief Privacy Officer (CPO) was appointed to ensure that the privacy of personal information collected over the Internet is protected and that legitimate access to government information is not impeded.  The CPO’s duties include:

· Educate government employees about privacy and access issues
· Develop privacy policies for the web services portal (http://www.utah.gov/privacypolicy.html)
· Propose rules and legislation on privacy and access
· Serve as a resource to state government executives

To that end, the privacy policy statement has been adopted across all State agency websites and is conveniently located in the persistent footer on all state pages. 

Accessibility

Utah.gov has adopted a policy to go above and beyond minimum accessibility standards.  The policy was formulated based upon input from citizens and federal government guidelines:

· Design standards are established based on those recommended by the W3C and The Federal Access Board.  

· Testing is continually conducted at the Division of Services for the Blind and Visually Impaired, to assure that the Utah.gov portal is accessible and useful to the visually impaired.

Instructions are provided for individuals with disabilities; visual disabilities and for those who are deaf or hard of hearing.  A link to the accessibility policy is available at the bottom of every page (http://www.utah.gov/accessibility.html).  


3.
Product Development/Project Management

As Utah began to aggressively pursue the use of the Internet to deliver state services online, we recognized the need for a new job function.  Product managers from each agency have been identified to coordinate online initiatives and serve as a training ground for injecting processes and ideas from the discipline of product management.  A Product Management Council was developed to coordinate the product development effort across agencies.  Additionally, the CIO’s office, has established a Director of Product Strategy for Utah.gov.

· Agency Product Managers (larger agencies have more than one)
· Participate on the Product Management Council
· Develop product roadmaps within their agency that are consistent with statewide eGovernment initiatives
· Set strategic direction based on citizen needs and agency goals
· Analyze business processes and create applications to improve or support those processes
· Product Management Council
· Coordinate online product development across agencies
· Director of Product Strategy
· Develop a core framework of services to provide to agencies, such as single sign-on, authentication, workflow management, forms processing and payment technologies 
· Lead the Product Management Council and serve as an advisor to agencies in their efforts to develop their online channel
To assist Product Managers in their role, the PATH tool was created (http://www.path.utah.gov).  PATH is a guidebook providing step-by-step instructions that lead Product Managers from conception of an online service to launch.  The tool includes the state of Utah’s strategies and priorities, agency self technology assessment, defining business rules, defining functional and technical requirements, identifying resources, utilizing external design, coordinating development and testing, general product release, conducting service marketing and training internal employees to support the application.  

Significance to the improvement of the operation of government

With the help of UII, the State of Utah has achieved innovation in the following categories:

A New Level of Customer Support:

Utah.gov was envisioned as a way to make government services and information accessible to citizens 24 hours a day, 7 days a week.  Utah.gov users continue to grow in numbers and have demanded true 24 x 7 government.  Utah.gov has taken this need seriously and is now delivering live customer support 24 hours a day, 7 days a week.   

Utah.gov’s branded “help” icon can be found in the applications.  The recognizable icon leads online users to the Utah.gov help desk, offering live phone support, email, and FAQs specific to the application.  

Integrated Service Delivery:

Applications that combine related but disconnected business processes across government agencies and private industry are a recent innovation in service delivery at Utah.gov.  This year, several applications launched that exemplify this integration: 

· Community Services Directory – (See “benefits” for detail)

· Impound Vehicle – (See “benefits section” for detail)

· Business and Professional License Renewal – (See “benefits” for detail)

Utah.gov will enable over 28 new online interactive services within 2002!

Relevant, Personalized, and Interactive:

Utah.gov has made strides in allowing online users to personalize their service delivery and interaction.  Several features illustrate this effort:

· Remind Me – Personal, convenient, and non-intrusive reminder of government-related or personal dates.  Citizens can now set up a reminder to renew their car registration online and on time!

· Zip Code Search – Search, from the home page, for services relevant to your area and link to local websites and services, such as election results, or event ticket sales.  

· Map It – In 7 easy steps, agencies can use this tool to create maps to their location (http://mapit.utah.gov).

· Maps – Find simple web-based maps to important locations (http://maps.utah.gov).

· Olympic Memories – During the Olympics, an Olympic FYI allowed citizens daily updates from the governor regarding local traffic, parking or event concerns.  Currently, an interactive Olympic Memories feature allows citizens to post stories related to the games.  Additionally, a photo collection allows people to search and download photographs from the collection of professional photographs taken during the Olympics. 

Benefits realized by service recipients, taxpayers, agency or state

Utah.gov has sought not only to enable online government services but also to facilitate coordination and development across the government enterprise.  Services that integrate related but disconnected government processes result in immeasurable efficiencies.  The following are three new examples of enterprise applications and their resulting benefits, launched by Utah.gov this year:  

· Online Community Services Directory – This directory represents a multi agency effort to combine information about thousands of community services available in Utah in one easy search (http://www.utah.gov/communityservices).  The directory was a collaborative effort between the Governor’s Office, CIO’s Office, Department of Health, Department of Human Services, Department of Workforce Services and Information and Referral Centers across the state.  Since its launch, citizens and government have benefited from the streamlined process:
Citizen Benefits
· One search handles inquiries across multiple agencies
· Up-to-date volunteer opportunities
· Allows service providers to update their own information 
In fact, 80% of all organizations offering health and human services in the state are provided in the application database, including statewide programs.  The site received 66,049 hits from interested citizens within the first month.  It is consistently the third or fourth most accessed online service at Utah.gov.
Government Benefits
· Sharp decrease in call volume
· Up-to-date service provider information
· No more paper directories  
The Online Community Services Directory is a brilliant demonstration of efficiency through information integration.  

· Impound Vehicle System – The Impound Vehicle System (IVS) provides a centralized, web-accessible database of impounded vehicles in the state (http://www.utah.gov/ivs).  This system integrates impound information and business processes from the Governor’s Office, State Tax Commission, Department of Motor Vehicles, Department of Transportation, Department of Public Safety (Law Enforcement and Dispatch) and over 400 tow companies across the state.  

Citizen Benefits
· Tow companies realize impound fees sooner
· Real time vehicle and owner verification 
· Access to information on the location and release of their vehicle

Government Benefits  
· No deciphering of a handwritten fax for data entry
· A simple look up on an impound record
· Easy method for auditing and de-certifying tow companies
The Impound Vehicle System promises to simplify the tracking and releasing of state impounds.  At the same time, making more information available to more agencies.  

· Business and Professional License Renewal – Over 400,000 businesses and 150,000 professionals (with 130 distinct professional license types) are now able to renew their state licenses online.  

Citizen Benefits
· Renew a license any time, any day

· Control when your license is renewed

· Immediate confirmation of renewal

Government Benefits  
· Better use of processing staff resources

· Decrease in renewal complaints
· Reduction in processing and production costs

The Online Community Services Directory, the Impound Vehicle System, and Business and Professional License Renewal are just three examples of the efficiencies that can be gained when several agencies and private businesses, or organizations integrate to create efficient services.  Utah.gov believes that this is the future standard of efficiencies gained through online citizen services.

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

The Utah.gov portal facilitates cost savings for the State of Utah in two distinct ways – a unique public/ private partnership and by creating a self-funded mechanism for government entities to manage growing service demands while spending the same or less for service delivery.  

Public/Private Partnership
The public/private partnership with UII has offered various cost savings to the state.  UII offers several services to the state at no additional cost:

24 X 7 Customer Support: UII offers 24 X 7 live customer support to all users of the Utah.gov portal at no cost to the state.  
Web Design:  UII has completed approximately 40 web designs for various agencies and local governments at no cost to the state.  At current market value, this represents approximately $200,000 dollars of savings to the state.

Marketing:  Over the past 3 years, UII has spent upwards of $100,000 on various traditional marketing initiatives such as bus-boards, billboards, radio advertising and direct mailers.

Utah.gov Portal:  The Utah.gov portal was built and is maintained by UII at no cost to the state.

Internet Applications Manage Increased Service Demand

Utah experiences approximately 2.2% to 2.5% annual growth.  This reality has been particularly painful in the face of budget cuts.  Online service channels are increasingly seen in Utah as a means to manage growth without spending more to meet the service demands.  Utah.gov is consequently positioned to be the first channel, not the alternative to face-to-face government interactions.  

In the long term, we expect to continue to see the same costs savings as mentioned above.  We anticipate that those savings will increase as adoption rates steadily increase.
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