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Study Scope



 

Study scope included: Study scope included: 
•• Examination of organizational structure Examination of organizational structure 

in place to plan and implement ein place to plan and implement e-- 
government servicesgovernment services

•• Assessment of agency websites from Assessment of agency websites from 
citizen/business perspectivecitizen/business perspective

•• Comparison to leader statesComparison to leader states
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Methodologies



 

Website ExaminationWebsite Examination
•• Layout and contentLayout and content
•• Online services offeredOnline services offered



 

57 state agencies surveyed57 state agencies surveyed
•• 89% response rate89% response rate



 

4 leader states selected4 leader states selected
•• MA, ME, MI, UTMA, ME, MI, UT
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Key Factors


 

Strong leadershipStrong leadership



 

Strategic planningStrategic planning



 

Design of state portalDesign of state portal



 

Review web traffic statisticsReview web traffic statistics



 

Marketing the state portal Marketing the state portal –– CT.govCT.gov
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Report Presentation



 

CT web presence and best practicesCT web presence and best practices



 

EE--government decisiongovernment decision--making making 
structurestructure



 

Evaluating visitor satisfaction with Evaluating visitor satisfaction with 
online information and servicesonline information and services
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Connecticut’s Web Presence  
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CT Web Presence



 

CT.govCT.gov



 

Individual agency websitesIndividual agency websites



 

Online servicesOnline services



 

Web policiesWeb policies
•• User policiesUser policies
•• Employee policiesEmployee policies
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Best Practices: Websites

•• Similar visual layouts Similar visual layouts 

•• Easy navigation and searchEasy navigation and search

•• Strong website policiesStrong website policies
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Agency Websites



 

80% use DOIT80% use DOIT--created web templatecreated web template
•• establish a common look and feelestablish a common look and feel



 

92% include relevant links92% include relevant links
•• 89% link to other CT agencies89% link to other CT agencies
•• 23% link to municipalities23% link to municipalities



 

86% include downloadable forms86% include downloadable forms
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Agency Websites



 

55% have 55% have FAQsFAQs



 

26% have a site map26% have a site map



 

28% have foreign language access28% have foreign language access



 

5% have a 5% have a ““helphelp”” sectionsection
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Recommendations (#1 & 4)



 

Agency WebsitesAgency Websites

•• Amend the web template to include Amend the web template to include 
additional navigation and help featuresadditional navigation and help features

•• Require agencies to use CT.gov and web Require agencies to use CT.gov and web 
templatetemplate
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Website Policies



 

Privacy/security policyPrivacy/security policy
•• Last updated 2002Last updated 2002
•• 92% of agencies92% of agencies



 

Disability/accessibility policyDisability/accessibility policy
•• Not linked to privacy policyNot linked to privacy policy
•• 22% of agencies22% of agencies
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Agency Use of Social Media

Feature
% Considered 

Feature
% Using 

Feature

Facebook page
56.9%

13.8%

Twitter account 10.8%

Source: PRI analysis
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Recommendations (#5 - 7)



 

Web PolicyWeb Policy

•• Create a single policy page for all Create a single policy page for all 
website user policieswebsite user policies

•• Regularly review web policiesRegularly review web policies
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Best Practices: Web Portal 



 

CT.govCT.gov



 

Focus on user and activities Focus on user and activities 
•• Not on government structureNot on government structure



 

Create valueCreate value--added servicesadded services
•• CrossCross--agency and statewide servicesagency and statewide services
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Maine.gov



1717



1818
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Mass.gov
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Utah.gov
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Leader States Portal Features


 

User FocusedUser Focused



 

Easy to NavigateEasy to Navigate



 

Statewide ViewStatewide View



 

PersonalizationPersonalization



 

Large number of online servicesLarge number of online services
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Findings: Web Portal and Services



 

CT.gov serves as a directoryCT.gov serves as a directory
•• few crossfew cross--agency featuresagency features



 

Number of online services is lowNumber of online services is low
•• few informational services includedfew informational services included

Presenter
Presentation Notes
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Recommendations (#2 & 3)



 

Web PortalWeb Portal

•• Aggregate common features (#2):Aggregate common features (#2):


 

Online servicesOnline services


 

DatabasesDatabases


 

Downloadable FormsDownloadable Forms

•• Customization/Personalization (#3)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:Most important components:



 

Leadership Leadership 



 

BuyBuy--in from executive branch agenciesin from executive branch agencies



 

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



 

Leadership initiation and follow through has Leadership initiation and follow through has 
been sporadicbeen sporadic



 

Primary decisionPrimary decision--making responsibilities are making responsibilities are 
fragmented across agencies without focus or fragmented across agencies without focus or 
directiondirection
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E-Government in Leader States

Leader states have:Leader states have:



 

Formal or informal eFormal or informal e--government government 
definitiondefinition



 

Specific resources for eSpecific resources for e--governmentgovernment



 

Actively involved & diverse advisory Actively involved & diverse advisory 
boardsboards
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Connecticut Compared to Leader States



 

Lack of consensus about scope of eLack of consensus about scope of e-- 
governmentgovernment



 

Limited resources for eLimited resources for e--governmentgovernment



 

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



 

Establish an EEstablish an E--Government Advisory Government Advisory 
Board w/ 19 membersBoard w/ 19 members
•• 4 mandatory members4 mandatory members



 

CIOCIO


 

OPMOPM


 

Secretary of StateSecretary of State


 

State LibrarianState Librarian

•• 15 appointments15 appointments
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Recommendation Continued:



 

8 gubernatorial appointments:8 gubernatorial appointments:


 

Human ServicesHuman Services


 

HealthHealth


 

TransportationTransportation


 

Regulation and ProtectionRegulation and Protection


 

General Government AdministrationGeneral Government Administration


 

Conservation & DevelopmentConservation & Development


 

EducationEducation


 

JudicialJudicial
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Recommendation Continued:



 

6 legislative appointments:6 legislative appointments:
•• Municipal representativeMunicipal representative
•• Business representative (not IT vendor)Business representative (not IT vendor)
•• Public representativePublic representative



 

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



 

Board responsibilities:Board responsibilities:

•• EE--government definitiongovernment definition
•• Priorities for new online servicesPriorities for new online services
•• Recommend common functionsRecommend common functions
•• Consider convenience feesConsider convenience fees
•• Develop web traffic statsDevelop web traffic stats
•• Assist w/ strategic planAssist w/ strategic plan
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Board Benefits



 

Interagency forum to share Interagency forum to share 
experiences & discover opportunitiesexperiences & discover opportunities



 

Facilitate ongoing dialogue among Facilitate ongoing dialogue among 
different branch leadersdifferent branch leaders
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Recommendation (#11)



 

EE--Government should be a recognized Government should be a recognized 
function w/in DOITfunction w/in DOIT



 

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

•• Support expansion of online servicesSupport expansion of online services
•• Advise CIO on needed resourcesAdvise CIO on needed resources
•• Recommend necessary changesRecommend necessary changes
•• Promote cross collaborationPromote cross collaboration
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Recommendation Continued (#11)

EE--government director would also:government director would also:

•• Assist w/ policies, standards, & Assist w/ policies, standards, & 
common performance measurescommon performance measures

•• Review other states initiativesReview other states initiatives

•• Prepare annual ePrepare annual e--government government 
reportreport
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Connecticut’s Planning & Collaboration

ConnecticutConnecticut’’s strategic plan:s strategic plan:



 

BroadBroad



 

Provides limited guidanceProvides limited guidance



 

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

Existing planning process is weakened by: Existing planning process is weakened by: 



 

Inadequate agency IT plansInadequate agency IT plans



 

Limited involvement by the executive Limited involvement by the executive 
steering committeesteering committee



 

Minimal cross collaboration effortsMinimal cross collaboration efforts
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Recommendation (#12)



 

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



 

Planning activities should include:Planning activities should include:
•• Discussions w/ & survey of board, agency Discussions w/ & survey of board, agency 

officials, IT staff officials, IT staff 
•• Review of web trends and leading researchReview of web trends and leading research
•• Feedback from citizens, businesses on Feedback from citizens, businesses on 

preferences & needspreferences & needs
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Recommendation (#13)
•• Statutorily require annual submission of Statutorily require annual submission of 

individual agency IT plansindividual agency IT plans

•• Plans must conform to DOIT template Plans must conform to DOIT template 
(unless exempt by CIO) & include:(unless exempt by CIO) & include:
•• Priority objectivesPriority objectives
•• Major IT initiativesMajor IT initiatives
•• Specific projects for public Specific projects for public 
•• Web statisticsWeb statistics
•• Coordination efforts w/ other state agencies, Coordination efforts w/ other state agencies, 

municipalities, or othersmunicipalities, or others
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Recommendation (#14)



 

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



 

Led by ELed by E--Gov director to:Gov director to:
•• Identify opportunities, incentives, barriersIdentify opportunities, incentives, barriers
•• Facilitate collaborative agreementsFacilitate collaborative agreements
•• Communicate proposals or strategies to boardCommunicate proposals or strategies to board
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System Development Methodology (SDM)



 

Continued feedback and evaluation at the Continued feedback and evaluation at the 
end of a project is critical to identifying end of a project is critical to identifying 
improvementsimprovements



 

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

Several reasons:Several reasons:



 

Difficult to calculateDifficult to calculate
•• Adoption rates hard to predictAdoption rates hard to predict



 

Agencies hesitant to publicly reportAgencies hesitant to publicly report
•• Already functioning at low staff capacityAlready functioning at low staff capacity
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Recommendation (#15)



 

Staff resource impact analysis should Staff resource impact analysis should 
be made part of SDMbe made part of SDM



 

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



 

Tools to measure website usefulness:Tools to measure website usefulness:

•• Web traffic statisticsWeb traffic statistics

•• Online surveysOnline surveys

•• Feedback links to webmaster Feedback links to webmaster 



 

Use of these tools considered best practiceUse of these tools considered best practice



4848

Web Analytics



 

Examples of some web analyticsExamples of some web analytics

•• Top pages Top pages –– most viewed pagesmost viewed pages
•• Time on pageTime on page
•• Top search words or phrasesTop search words or phrases
•• Most downloaded filesMost downloaded files
•• Bounce rate Bounce rate –– visit with one page view visit with one page view 

(visitor likely didn(visitor likely didn’’t engage)t engage)
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Web Traffic Statistics



 

No web traffic stats run on state No web traffic stats run on state 
portal since 2005portal since 2005



 

Each agency decides whether or not Each agency decides whether or not 
to run themto run them



 

Survey shows 30 agencies did and Survey shows 30 agencies did and 
21 agencies did not21 agencies did not
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Online Survey/Feedback



 

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



 

Massachusetts has a random popMassachusetts has a random pop--up up 
surveysurvey



 

Utah has feedback linkUtah has feedback link
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Online Survey/Feedback



 

No online survey found on CT.gov or No online survey found on CT.gov or 
in review of agency websitesin review of agency websites



 

CT.gov and 45 of the 65 websites CT.gov and 45 of the 65 websites 
reviewed did have feedback link to reviewed did have feedback link to 
email address of webmasteremail address of webmaster
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Recommendation (#16)



 

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



 

DOIT develop an online user surveyDOIT develop an online user survey



 

DOIT collect and report web traffic DOIT collect and report web traffic 
statistics for the portal and online statistics for the portal and online 
survey results to the boardsurvey results to the board
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Recommendation (#16 & 17)



 

DOIT:DOIT:
•• Annually report web traffic statistics for Annually report web traffic statistics for 

state agencies and post on itstate agencies and post on it’’s websites website
•• Recommend strategies to improve Recommend strategies to improve 

location of website contentlocation of website content



 

Each agency should have a working Each agency should have a working 
group to improve itgroup to improve it’’s websites website
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Marketing CT.gov
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Marketing the State Portal



 

Connecticut state agencies market Connecticut state agencies market 
online services in many waysonline services in many ways



 

No overall strategy for state portal No overall strategy for state portal –– 
CT.govCT.gov



 

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



 

The EThe E--Government Board adopt a Government Board adopt a 
marketing strategy to brand CT.gov marketing strategy to brand CT.gov 
as the stateas the state’’s gateway to electronic s gateway to electronic 
servicesservices



 

DOIT shall implement the strategyDOIT shall implement the strategy
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