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Digital Government: Government to Citizen (G to C)
Executive Summary

With the rapid rise of the World Wide Web, the general public has come to expect access to around-the-clock shopping, news and information. It comes as no surprise, then, that the public would expect access to around-the-clock government services. The Utah public demanded 24/7 service delivery accompanied by 24/7 customer service, and Utah.gov delivered.

Launched in July 2003, Utah.gov’s new 24/7 Live Help Initiative combines cutting-edge technology with around-the-clock customer service. Users with questions about the site or who are having technical difficulties can ask for help in a variety of ways: email, phone, or live chat. The “Live Help” link is on the header on every portal page and by clicking on it, users are taken to a Help page in which they can select their Help option of choice. All options are “live,” meaning there’s a live human on the end. Furthermore, all options—email, phone, or Live Chat—are available seven days a week, twenty-four hours a day.

Utah.gov’s enterprise customer service capability is critical to the portal’s success. E-government has been a long time priority with Utah’s executive leadership, so much so that the state’s goal is to have all government services online and to make the online avenue the first, if not only, option available to constituents. In order to accomplish this goal, the state must invest in enterprise development that will draw constituents to Utah.gov. Yet the state must also provide the necessary support. A true 24/7 portal doesn’t just offer constituents around-the-clock access to government services and information, it offers constituents access to around-the-clock customer service and support. Investing in the necessary infrastructure to create 24/7 Live Help enables constituents who go online to truly interact with the state enterprise anytime of the day or night. This degree of access makes the online experience worthwhile to constituents and, hopefully, encourages them to return to the portal as needed. 

Furthermore, this degree of access exemplifies the notion of partnership: a 24/7 portal doesn’t just provide citizens and businesses with access to one main support desk or one agency; rather, a true 24/7 portal provides access to multiple state agencies. Utah.gov’s 24/7 portal is bringing state agencies together in the name of service. Any state agency can participate in the Live Help Initiative by committing personnel resources to the project, and the participation of state entities is rapidly growing as Utah.gov continues to train and add new Live Help operators who specialize in specific government entity functions. This unfolding partnership is an exciting work-in-progress, designed to integrate customer service capabilities across the state government enterprise.

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

Utah.gov launched the 24/7 Live Help Initiative in July 2003 in response to constituent demand for around-the-clock technical and administrative support. The 24/7 Live Help Initiative involves phone, email, and “live chat” operators at every level of government. When a user has questions, comments, or difficulty with Utah.gov, then s/he can click on the “Live Help” link found on the header of every portal page and have immediate access to a live human being who will assist them. The 24/7 Live Help Initiative ensures that constituents who make use of the portal’s 24/7 capabilities experience the same degree of customer service as those who visit the portal during normal government business hours. 


But the 24/7 Live Help Initiative is about more than just around-the-clock support; the Initiative provides a fundamentally different breed of customer service, one in which state agencies work in concert with each other to serve constituents. In addition to offering live support at all hours of the day and night, the 24/7 Live Help Initiative also spans the state enterprise. Primary Help operators, if unable to assist with a question or issues pertaining to a specific government process can refer users to operators from different state agencies with diverse areas of governmental expertise; in this way, Live Help is user-centric, focusing on the best method for maximizing the user’s experience. Following a user-centric approach is not only cost-effective for governments but also creates the level of integration in data exchange necessary to draw constituents online.

“Live Chat,” the most innovative and user-centric “Live Help” option, has the following real time communication features:

· Real-time chats: Enable real-time, instant chat communication with Utah.gov users.

· Multiple chat requests: Provide support with multiple support chat requests at the same time.

· “Party is typing” notify: Each party (user and operator) knows when the other is typing a message. This is helpful to keep both sides alert for incoming messages.

· Auto save transcripts: Each transcript is automatically saved.

· Search transcripts: Search through the saved transcripts for reference and training.

· Share transcripts: Each department can share and view saved transcripts. 

· Email transcripts: After the chat support session, the user has an option to send a copy of the complete transcript to his/her email for future reference.

· Track visitor refer URL: Live Help will track the Utah.gov user’s refer URL so as to gain a better understanding of Utah.gov traffic.

· Push HTML pages: Utah.gov operators can automatically open up a browser on a user’s computer to show him/her services or a helpful page. 

B.) Significance to the improvement of the operation of government

Utah.gov’s 24/7 Live Help Initiative significantly improves government operations in two ways:

· Reduction in time spent waiting for response; users have immediate access to Live Help operators

· Consolidation of resources; instead of being shuffled to and fro, users are seamlessly connected to the information they need

For better or worse, government is famous for two things: being slow and giving constituents the runaround. Utah.gov’s 24/7 Live Help Initiative has greatly reduced, if not eliminated, these two issues in the customer service arena. The Live Help link is on the header of every portal page, meaning that access to immediate assistance is just one click away, a far cry from the usual maze of state government. Furthermore, Live Help operators are well trained and be to assist users with a myriad of issues; however, should they not know the answer to a specific question, they can quickly and effortlessly transfer users to an operator who is a “specialist” in that particular governmental area, thus curtailing the “runaround” phenomenon.  

C.) Benefits realized by service recipients, taxpayers, agency, or state

The primary benefit of Utah.gov’s 24/7 Live Help Initiative is the improvement of the end-user experience. Driving online adoption is about more than simply putting applications online; support and help for these applications must also be available quickly and effortlessly in order for online use to increase. Improving customer service by offering it in a variety of ways (phone, email, live chat) and around-the-clock greatly enhances the user’s experience of Utah.gov and all but guarantees their return.

D.) Return on investment, short-term/long-term payback (include summary calculations). Project must exhibit measurable operational benefit

The greatest return on investment for the 24/7 Live Help Initiative is the increase in the number of customers Utah.gov can now serve.

Prior to the 24/7 Live Help Initiative:

· Utah.gov customer service representatives handled 30-35 phone calls a day

After the implementation of Live Help:

· Utah.gov customer service representatives handle 60 phone calls a day

· Utah.gov customer service representatives handle 40-60 “Live Chats” a day

The 24/7 Live Help Initiative has enabled Utah.gov’s dedicated customer service team not only to serve more customers but to serve more customers more efficiently. 

