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Study Scope

s Study scope Iincluded:

e Examination of organizational structure
In place to plan and iImplement e-
government services

o Assessment of agency websites from
citizen/business perspective

e Comparison to leader states



Methodologies

s \Website Examination
e [ayout and content
e Online services offered

s 57 state agencies surveyed
e 89% response rate

s 4 leader states selected
e MA, ME, MI, UT



Key Factors

s Strong leadership

s Strategic planning
= Design of state portal
= Review web traffic statistics

s Marketing the state portal — CT.gov



Report Presentation

s CT web presence and best practices

s E-government decision-making
structure

= Evaluating visitor satisfaction with
online iInformation and services



Connecticut’'s Web Presence



CT Web Presence

x Cl.gov

s Individual agency websites

s Online services

= Web policies
e User policies
e Employee policies



Best Practices: Websites

o Similar visual layouts

e Easy navigation and search

e Strong website policies



Agency Websites

s 80% use DOIT-created web template
e establish a common look and feel

s 929% Include relevant links
e 89% link to other CT agencies
e 23% link to municipalities

s 869 Include downloadable forms



Agency Websites

s 5590 have FAQs

s 26% have a site map
s 28% have foreign language access

x 5% have a “help” section



Recommendations (#1 & 4)

» Agency Websites

o« Amend the web template to include
additional navigation and help features

e Require agencies to use CT.gov and web
template
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Website Policies

= Privacy/security policy
e | ast updated 2002
e 92906 of agencies

= Disability/accessibility policy
e Not linked to privacy policy
e 22% of agencies
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Agency Use of Social Media

% Considered | % Using
Feature Feature Feature
Facebook page 13.8%
56.9%
Twitter account 10.8%0

Source: PRI analysis




Recommendations (#5 - 7)

s \Web Policy

e Create a single policy page for all
website user policies

e Regularly review web policies
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Best Practices: Web Portal

s CT.gov

s FOCcUs on user and activities
o Not on government structure

s Create value-added services
e Cross-agency and statewide services
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Home = Online Senvices

Online Services

Maine gov online services make it possible to complete your transactions with state and local government online, saving
you time and hassle. Online services include interactive features such as payments, registrations, licensing and permit
applications, purchases, searches, email notifications, and more. Learn more about online senice fees privacy. security.
and help. Some online services are available only to InforME subscribers. If you are a frequent user of online business senices you may want to explore
becoming an |nforME subscriber.
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The Official Website of the Commonwealth of Massachusetts
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Official Commonwealth of Massachusetts Social
Media Accounts
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SUGGEST CONTENT
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| eader States Portal Features

s User Focused

s Easy to Navigate
s Statewide View
= Personalization

= Large number of online services
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The Official State of Connecticut Website

Executive Judicial Legislative Contact Us

Online Services

Ask. Apply. Register. Report. Reserve. Verify. Look Up. File. Speak Up.

These are just a few of the things you can do on State of Connecticut websites.

Online services and resources continue to be added to state agency websites, and the
purpose of this page is to highlight many of general/widespread interest. If you find
one we may have missed, let us know by sending an email to webmasterfct.gow.

MNew! Pay Your Traffic Ticket Online

Reference
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Look up COutstanding Arrest Warrants {(Violation of Probation)
Look up Criminal/Motor Wehicle Court Cases

Motor Vehicles and Transportation

Pay Your Traffic Ticket Online

Renew “Wehicle Registration COnling

Verify a License Plate Registration

Find Auto emissions test date and location
Find a Ride in Your Region

COn-Line "Wanity Plate" Lookup

Take an Online Driver's | icense Practice Tact




Findings: Web Portal and Services

s CT.gov serves as a directory
e few cross-agency features

x Number of online services Is low
e few iInformational services included
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Recommendations (#2 & 3)

s \Web Portal

e Aggregate common features (#2):
= Online services
= Databases
= Downloadable Forms

e Customization/Personalization (#3)
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E-Government Structure, Planning, &

Collaboration Efforts
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Best Practices: E-Government Structure

Most important components:

s Leadership
= Buy-in from executive branch agencies

s Governance structure that communicates
about, directs, and reviews all necessary
activities
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Connecticut’'s E-Government

s Leadership Iinitiation and follow through has
been sporadic

s Primary decision-making responsibilities are
fragmented across agencies without focus or
direction
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E-Government In Leader States

L eader states have:

= Formal or informal e-government
definition

s Specific resources for e-government

= Actively Involved & diverse advisory
boards
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Connecticut Compared to Leader States

s Lack of consensus about scope of e-
government

x Limited resources for e-government

= Minimally active steering committee
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Recommendations (#8 & 9)

s Establish an E-Government Advisory

Board w/ 19 members

e 4 mandatory members
= CIO
= OPM
= Secretary of State
= State Librarian

e 15 appointments
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Recommendation Continued:

s 8 gubernatorial appointments:
= Human Services
= Health
= [ransportation
= Regulation and Protection
= General Government Administration
= Conservation & Development
= Education
= Judicial
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Recommendation Continued:

s 6 legislative appointments:
e Municipal representative
e Business representative (not IT vendor)
e Public representative

= 1 judicial department appointment
by Chief Court Administrator
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Recommendation (#10)

= Board responsibilities:

e E-government definition

e Priorities for new online services
e Recommend common functions
e Consider convenience fees

e Develop web traffic stats

e Assist w/ strategic plan
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Board Benefits

s INnteragency forum to share
experiences & discover opportunities

s Facilitate ongoing dialogue among
different branch leaders



Recommendation (#11)

s E-Government should be a recognized
function w/in DOIT

= At minimum, there should be an e-
government director to:

e Support expansion of online services
e Advise CIO on needed resources

e Recommend necessary changes

e Promote cross collaboration
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Recommendation Continued (#11)

E-government director would also:

e Assist w/ policies, standards, &
common performance measures

e Review other states Initiatives

e Prepare annual e-government
report
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Connecticut’s Planning & Collaboration

Connecticut’s strategic plan:
= Broad
= Provides limited guidance

s Portions are not transparent for
public consumption
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Connecticut’s Planning & Collaboration

EXisting planning process Is weakened by:
s Inadequate agency IT plans

s Limited involvement by the executive
steering committee

s Minimal cross collaboration efforts
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Recommendation (#12)

s Separate strategic plan for e-government by
CIO w/ board

= Planning activities should include:

e Discussions w/ & survey of board, agency
officials, IT staff

e Review of web trends and leading research

e Feedback from citizens, businesses on
oreferences & needs
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Recommendation (#13)

e Statutorily require annual submission of
Individual agency I'T plans

e Plans must conform to DOIT template
(unless exempt by CIO) & include:
e Priority objectives
e Major IT initiatives
e Specific projects for public
e \Web statistics

e Coordination efforts w/ other state agencies,
municipalities, or others
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Recommendation (#14)

s Establish a cross boundary advisory group
to foster IT partnerships w/
e |nter-agency (other state agencies)
e Intergovernmental (municipal/federal)
e Public-private (e.g., CERC)

s Led by E-Gov director to:
e |dentify opportunities, incentives, barriers
e Facilitate collaborative agreements
e Communicate proposals or strategies to board

42



System Development Methodology (SDM)

s Continued feedback and evaluation at the

end of a project Is critical to identifying
Improvements

= No reported knowledge of what impact
new e-government services will have on
the current workforce
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System Development Methodology (SDM)

Several reasons:

= Difficult to calculate
e Adoption rates hard to predict

= Agencies hesitant to publicly report
e Already functioning at low staff capacity
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Recommendation (#15)

s Staff resource impact analysis should
be made part of SDM

= DOIT should assist agencies to
develop criteria & common
methodology to estimate resource
Impact of new projects
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Web Analytics, Online Surveys, and Feedback
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Measuring Web Satisfaction

s [00ls to measure website usefulness:
e \Web traffic statistics
e Online surveys

e Feedback links to webmaster

s Use of these tools considered best practice
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Web Analytics

s Examples of some web analytics

e Top pages — most viewed pages
e TIme on page

e Top search words or phrases
e Most downloaded files

e Bounce rate — visit with one page view
(visitor likely didn’t engage)
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Web Traffic Statistics

s No web traffic stats run on state

portal since 2005

s Each agency decides whether or not
to run them

s Survey shows 30 agencies did and
21 agencies did not



Online Survey/Feedback

= Maine and Michigan have links from
state portals and on web templates

s Massachusetts has a random pop-up
survey

s Utah has feedback link



Online Survey/Feedback

= No online survey found on CT.gov or
INn review of agency websites

s CT.gov and 45 of the 65 websites
reviewed did have feedback link to
emall address of webmaster



Recommendation (#16)

s New E-Gov Board adopt measurable
goals for main portal CT.gov

= DOIT develop an online user survey

s DOIT collect and report web traffic
statistics for the portal and online
survey results to the board



Recommendation (#16 & 17)

m DOIT:

o Annually report web traffic statistics for
state agencies and post on It’s website

e Recommend strategies to improve
location of website content

s Each agency should have a working
group to improve It’s website
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Marketing CT.gov



Marketing the State Portal

s Connecticut state agencies market

online services In many ways

= No overall strategy for state portal —
CT.gov

= Leader states focus on portal
e Single gateway into state government
e Easy to remember
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Recommendation (#18)

s [he E-Government Board adopt a
marketing strategy to brand CT.gov
as the state’s gateway to electronic

services

s DOIT shall implement the strategy
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