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Web-based Applications

Automated Telephone

Intranets

Wireless devices

Extranets




Web-based Technology

 Foundation for other e-service platforms

 Makes possible
— One-to-one communication
— Information on demand
— 24/7 service
— Instant results




Contributing Factors for

success

e Shift in organizational culture
— Commitment starts at the top

— Filters down through the organization

 E-government Is outsourcing to the
customer

e Ensure confidence In e-business




Ensuring Confidence

Comprehensive review of all aspects of
computer privacy and security

Posting our privacy and security policy
Token-based authentication
MINE




DMV Web Presence

e 1996 - web site launched
— Primarily information

e 1999 - move to interactive applications

— Navigation
— Design and architecture standards

e 2000 - 2005

— Revisions to look and feel
— Additional transactions and content




The Endless Cycle
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Establish Standards

Interfaces to the legacy system for real-time
processing

Secure sockets layer technology
Firewalls
Server capacity




Establish Standards

o Style guidelines
— Screen design and navigation
— Graphic files sizes and types
—Page lengths/scrolling




Successful Staffing Structure

« Common problems
— Lack of coordination
— No executive buy-in
— Lack of resources
 Required
— Close alliances between business and
technical staff
— Teamwork




Successful Staffing Structure

e The “electronic” environment demands
new structures

e Structure operates horizontally and
vertically

* Development projects led by the
business side, not IT




Application Phases

dentify team and project scope
Requirements and graphics
Procedures

Review as development progresses
Programming

Training




Online Surveys

e Over 270,000 surveys completed

e 989% rate our site as excellent or
good

* Helps identify areas needing
Improvement




Site Promotion

e Address on letterhead and business
cards

 Promotions for transactions
— News releases
— Demo records




Web Awards

Computerworld Smithsonian Award
AAMVA Customer Service Excellence
MIT eCitizen Award

Best of the Web (Gov't. Technology)
Two eGov Pioneer Awards




Web Site Growth

e 1996 site consisted of 150 pages

e 2005 site consists of over 1800 pages,
an increase of 1100%

e Site Usage
— 2001 - 18% of citizens surveyed had used
our site
— 2002 - 59% of citizens surveyed had used
our site

— 2005 - 20,000 visitors per day




Vehicle Registration Renewals

e 7.2 million vehicles in Virginia

e 16% of renewals completed online
—62,000 per month
—2,100 per day




Driver’s License Renewals

e 5.8 million Virginia drivers
o 27% of those eligible renew online
e 12,000 renewals monthly




Customer Relationship
Management

Philosophy: Define the “ideal” customer
experience.

Strategy: Empower employees to create
the “ideal” customer experience every day,

for every customer.




Alternative Services Team

 Monitors and sets targets for service
option utilization

* Develops, implements and evaluates
Initiatives that promote alternative
service usage




Vehicle Renewals by Service Option
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Extranet Applications

e 17 applications for business partners

* Process for security
— Logon IDs
— Passwords
— Token Authentication




Guiding Principles

24/7 service delivery

Outsource data entry to the customer
Eliminate paper processes

Decrease “In-person” Visits

Reduce turn-around time

Reduce costs




Agency Intranet

Provides employees access to

— Agency policies and procedures
Relevant statutory references
~eature stories highlighting agency news
nformation relating to employee benefits
— Web-based training
— Timely broadcast messages




Automated Telephone
Services

Vehicle reqistration renewal
Driver license renewal

Address change

Handicapped placard renewal
Introduction of voice recognition



DMV Select

e License Agents throughout the
Commonwealth undertake work on
behalf of DMV
— Conduct vehicle-related DMV transactions

— Recelve a percentage of the revenues
collected

— Provide low-cost and effective service
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Where Do We Go From Here?

 Antiguated mainframe system

— Implemented in 1991; service to customers
determined by transaction type

— Design prohibits convenient features, such
as an online shopping cart

e | acks sufficient internal controls

 Need a redesigned system that Is
customer based




