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ExecuƟve Summary 
 

Early in Governor Mike Parson’s administraƟon as the 57th 

Governor for the State of Missouri, an emphasis was put on 
“Missouri BeƩer Government”.  The Governor challenged State 

employes to “meet Missouri ciƟzen’s expectaƟons so that we are 
good as any organizaƟon.”  There was an expectaƟon that that 
Missouri state government become more transparent, more ciƟzen 
friendly, more efficient, more focused, and more accountable.  In 

response to this direcƟve, the InformaƟon Technology Services 
Division at the State of Missouri put forth a proposal, and was appropriated $126 million dollars, to carry out 

Missouri’s Digital Government TransformaƟon.  A major pillar of that transformaƟon was to create a unified 
CiƟzen Portal.  This is where our my.mo.gov journey began. 

 

 

 
 

Project DescripƟon 

IDEA 

What problem or opportunity does the project address?   
 

One of Governor Mike Parson’s prioriƟes put an emphasis on “Missouri BeƩer Government”.  The pandemic 

made all of us very aware that our ciƟzens expected government to come to them, not them to have to go to 
government for services.  At that Ɵme, most ciƟzens had to go to offices for services.  CiƟzens had to use 

different department websites to access informaƟon.  CiƟzens had to submit the same informaƟon over and 
over.  CiƟzens had to wait for items to be mailed to them.  BUT - They expected to be able to interact with state 

government like they interact with places like Amazon or Domino’s Pizza.  They also told us that they did not 

care about our various Departments, Agencies and Offices.  They just wanted to do their business quickly and 
efficiently with as liƩle hassle as possible. 

https://my.mo.gov/gsp
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Why does it maƩer?  
 

Urgency for digital government services had increased exponenƟally due, in part, to the challenges wrought by 
the pandemic as technology became essenƟal to remote working, distance learning, maintaining economies, 
and keeping governments running.  CombaƟng the COVID-19 challenges accelerated our opportunity to 

transform government and to make it more customer centric.   

 

 

What makes it different? 

 

Missouri’s CiƟzen Portal is different than other portals because of the technology that is behind what appears 
to be a “simple” portal.  We are using single sign on with idenƟty verificaƟon in the background to make sure 
that the people accessing the services are who they say they are.  

 

 
 

What makes it universal?   
 

The NASCIO 2024 State CIO PrioriƟes lists DIGITAL GOVERNMENT / DIGITAL SERVICES as one of its top 

prioriƟes.  This same priority is true in Missouri.  Also making the top 10 was idenƟty and access management 
and accessibility.  These were all important factors when Missouri was designing the ciƟzen portal.  Those 
factors make this portal able to be copied by other states if desired.  Missouri is aware of at least one other 
State that is using the my.mo.gov portal as a roadmap for their own ciƟzen portal.  We do consider imitaƟon to 
be the best form of flaƩery.   

IMPLEMENTATION 

 
What was the Roadmap? 

 

When the InformaƟon Technology Services Division put forth a proposal and was appropriated $126 million to 
carry out Missouri’s Digital Government TransformaƟon, a major pillar of that transformaƟon was a CiƟzen 
Portal.  Missouri did not desire to move forward with a ciƟzen portal in the same way we had previously put 
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together our web pages, department by department.  We wanted to know what Missourians expected.  The 
approach to the project was to include: 

• all interacƟons with various departments to achieve their objecƟves.  Many processes involve 
interacƟons with mulƟple departments, divisions, agencies, etc. 

• idenƟficaƟon of departments, regions, and people responsible for the delivery of the ciƟzen experience 
at each touchpoint  

• linkages between touchpoints 

• emoƟons elicited and desired in the customer at each touchpoint 

• importance raƟngs for each touchpoint, this can include looking at the internal percepƟon of 
importance compared to ciƟzen measures 

• performance of the State/department at each touchpoint  

 

Below is the Mission and Values developed for our enƟre Digital TransformaƟon project. This was our roadmap 

to keep us on track to deliver what we promised.

 
 

Who was involved?  
 

The concept was originally developed by InformaƟon Technology Services Division Leadership and then presented to the 
Office of AdministraƟon Commissioner’s Office.  Then together we started discussing the project with the Governor’s 
Office, Cabinet leaders, and several key legislators to gather support for the project.  We prepared numerous wriƩen and 
verbal communicaƟons to help key leaders understand the vision and what we wanted to accomplish.  We were 
appropriated the funding starƟng in July 2022.  We started obtaining the necessary soŌware and services needed to 
carry out the portal project and it went live with a soŌ launch in September 2024. 

 



P a g e  5 | 7 

 

How did you do it?   
 

The Ɵme involvement of State team members was extensive but not tracked in all areas.  ITSD hired a portal manager 

and team members to work along with contracted resources.  ITSD also hired a project manager for the single sign-on 

and idenƟty and access management porƟon of the project and we hired a project manager to oversee the ciƟzen 
journey mapping porƟon of the project.  All of these work streams were done in parallel so that the project could move 

faster to compleƟon.  Okta was used for authenƟcaƟon and single sign on.  Lexis Nexis was used for idenƟty verificaƟon.  
ServiceNow was used for the main portal infrastructure and Andrew Reise consulƟng was used for ciƟzen journey 
mapping.  Services were acquired from various consulƟng firms. 
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IMPACT 
 

What did the project make beƩer?   
 

The experience for state ciƟzens is so dynamic they have everything at their fingerƟps to “chart their own path.”  Our 
ciƟzens no longer must use staƟc web pages that are developed by each department with different designs and ways of 
organizing data.  A ciƟzen no longer needs to try to find the informaƟon on those web pages or call or visit a state office 
for help in compleƟng their task.  They can get to over 650 services by visiƟng my.mo.gov.  They can access these services 
by using a simple, yet powerful, search for the service they wish to access.  They don’t have to know the agency the 

service is issued from.  They don’t have to know the url.  They can just get to the services all in one spot.  If they chose to 

create an account and login, then they can customize their screen so that the services they want to use the most are on 

their personalized homepage. 
 

Many services now have single-sign-on, so the ciƟzen does not need to login again to access the service.  More single 
sign on opportuniƟes are being added all of the Ɵme as more applicaƟons are being modernized.  Usage of the portal is 
gaining momentum.  Missouri has not yet publicly adverƟsed the portal yet have over 275,000 registered ciƟzens with 
over 7000 visits a day.  We expect this number to increase exponenƟally once we begin adverƟsing the portal. 
 

 
 

How do you know?  
 

Perhaps the biggest impact the portal has created is the desire for our city and county governments to add their services 
to the portal.  Since we purchased enough licenses for every ciƟzen in Missouri, we are able to start bringing in services 
of local government.  We have our first city currently going live on the portal.  The ciƟzens of the City of Columbia, 
Missouri will now be able to access their city services on the same portal, using the same log in and have the same 
unified experience as they do with state services.  In our Digital Government Summit this year, we announced that we 
would work with any city or county government in Missouri to add their online services to the my.mo.gov portal if they 
wanted to parƟcipate.   This is very exciƟng for us in Missouri because why should the portal only allow state services, 
our ciƟzens have spoken, and they want all of GOVERNMENT in one place.  Just like they did not care about our various 

state agencies, they don’t really care if it is state, county or city government. 

 



P a g e  7 | 7 

 

 
What now?  

 

We have the phased roadmap, and we are in the process of carrying out the iniƟaƟves on the roadmap.  We are 
incorporaƟng single sign on for systems into the portal as defined on our roadmap. We have implanted a ciƟzen feedback 
mechanism so that we get conƟnued informaƟon about what our ciƟzens expect from their portal.   This project gave us 

a strong foundaƟon to build on and we could not be more excited to for what is to come for Missouri! 
 

 
 


