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Il. ProjectDetails

A. Project Dates

Proposed Start Date

Expected Completion Date

Project Duration (months)

06/01/2021

12/31/2022

18

B. Project Description - Provide a brief high level summary of the project in plain English without technical jargon

that also includes the purpose and importance of the project. This information will be used for reporting the

projectto the Governor, General Assembly and Connecticut Open Data website.

Making the State of Connecticut the first all-digital state will require a significant shift in how government provides services.
Today's services are short-term siloed transactions, even though citizens expect a personalized long-term relationship when
interacting with government. A new digital platform will move CT away from our traditional ecosystem of portals, content
management systems, search/info discovery and analytic tools into a single front-end experience built with standardized,
out-of-the-box capabilities. The traditional ecosystem is often duplicated by agencies, making it increasingly difficult and costly to
provide a set of holistic services across the enterprise.

The initial service-category project (Business.CT.gov) provides business owners a digital framework with full-service
personalized guidance on planning a business in Connecticut. The next iteration of the platform will continue to support
expanded opportunities for individuals to register and manage their businesses online. We intend on growing the system's
capabilities to include more functionality for business owners, additional service categories, and enterprise usability for agencies.
All projects within Phase 2 will improve the user's interaction with government services, increasing the One Stop's value for a
wider array of residents interested in digital services and helping agencies efficiently provide valuable omni-channel experiences.




C. Summary

Summary - Describe the high level summary of what needs to be implemented to complete the project

The installation of Business.CT.gov solutions will require multi-year programs, with an iterative approach to acquisition and
technology delivery bringing value at each phase. The CT Digital Services team is looking for continuing project development
investment to execute the next phase of One Stop solutions by the end of 2022. Expense elements of Phase 2 will include
professional services such as project management, technical configuration, research, agency training, and change management.

D. Business Goals - List up to 5 key business goals you have for this project, when (FY) the goal is
expected to be achieved, and how you will measure achievement, Must have at least one.

Please use action phrases beginning with a verb to state each goal. Example: "Reduce the

Permitting process by 50%". In the Expected Result column, please explain what data you will use to

demonstrate the goal is being achieved and any current metrics.

Business Goal (Action Phase) Target FY for Goal Current Condition Expected Result
Initialize My.CT.gov by expanding EY22 Business.CT.gov and ID linking | Expanding Business.CT.gov will
the Business.CT.gov dashboard to solutions have been initialized, | reduce agency costs, simplify
resident services and implementing provide value for users, and support, and build new business
substantial ID management service. could be expanded to provide intelligence. Implementing ID

additional value. management solutions will allow
users to decrease time spent on
government interactions.
Provide several enterprise-wide FY22 The system is duplicative and The enterprise-wide tools will
solutions to agencies, including a siloed, as each agency has its initialize cost savings associated
rapid forms architecture, document own process to serve grants, with non-standard and
management platform, and payment documents, and payment duplicative State solutions,
processing platform. solutions to end users resulting in a substantial
revenue lift and cost savings.
Redesign the existing CT.gov portal | pyoo Users must know where to find | Intuitively architected services
to channel users to their intended services, or dig through are proactively connected to
destination; define and map affinity disparate online catacombs to users, driving higher user
services to build holistic and find agencies' content and satisfaction and support digital
proactive user journeys; and bucket services tied to insular business | and language efficiencies driving
agency content and services by rules and outcomes. greater equity.
user-centered service categories.
Expand the One Stop initiative from | pyo3 Users must know where to find | Intuitively architected services
one service category (business) to services, or dig through are proactively connected to
five (driving, education, health, disparate online catacombs to users, driving higher user
education, taxes). find agencies' content and satisfaction and support digital
services tied to insular business | and language efficiencies driving
rules and outcomes. greater equity.
Connect affinity CT.gov content and | py22 Customers struggle to find De-siloed content connects

services across and between
agencies through expanding content
and usage of CT.gov chatbot.

forms, online apps, and updated
information. Agency help desks
are impacted by repetitive
issues and requests.

agency services, improving the
agency and end-user's
experience accessing content
and services. Self-service
assists users satisfy needs, and
reduces burden on help desks.




E. Technology Goals - From a technical perspective, following the above example, list up to 3 key technology goals
you have for this project and in which Fiscal Year (FY) the goal is expected to be achieved. Please use action
phrases beginning with a verb to state each goal. Example: “Improve transaction response time by 10%".

Technology Goal Target FY for Goal Current Condition Expected Result
Continue facilitating the use of shared | £yo Business data is stored and Better business data will
business data through via data managed in silos by agencies. increase transparency across
integration technology and new all agency interactions and
business workflows. eliminate redundant data

capture and related storage
costs.
Continue reducing the number EY22 Existing online services require a | Decreasing service
identity and access credentials separate ID and password to interactions for the resident
needed for businesses and residents conduct initial business and entrepeneur will allow a
to perform online transactions. transactions to manage a single identity to be used
business' disparate interactions | across all agency transactions.
with the State.
Continue consolidating technologies | py22 Individual agencies managing Providing enterprise-wide tools

to manage the user experience

business functions also manage
the online experience for those
functions, resulting in an
inconsistent user experience and
unnecessary costs.

will consolidate tool
management, decrease
overhead, improve
interactions, and realize
significant cost savings.




F. Priority Alignment - The criteria in this table, in concert with other factors, will be used to determine project
priorities in the capital funding approval process. Briefly describe how the proposed projects will align with each

criterion.

Priority Criterion

Y/N

Explanation

Is this project aligned with business

Yes These efforts supports the Governor's

and IT goals of your agency? "Digital Front Door" initiative to transfer
in-line services to online. Business.CT.gov
was initialized by June 2018 legislation for
the State to study the potential of a system
to enable individuals to register and pay for
the formation of a new business.

Does this project reduce or prevent Yes The new solutions will reduce overhead for

future increases to the agency’s agencies through the elimination of paper

operating budget? filings, in-person visits, and help-desk
volume. Enterprise-wide solutions (rapid
forms, payment gateway, document
management) will bring significant cost
savings to agencies.

Will this project result in shared Yes Enterprise-wide solutions (rapid forms,

capabilities? payment gateway, document management)
will bring significant cost savings to
agencies. The One Stop platform will need
agency support to properly scale and get
the anticipated benefits.

Has the agency performed due Yes Several state governments are also growing

diligence to determine if a similar platforms. Solution providers of

solution that is currently being these solutions vary, however, the digital

. team has been getting information on best

used by other state agencies or practices

other states can be leveraged?

Is this project being Co-developed Yes Several state agencies are already

through participation of multiple
agencies?

participating on the project, including OTG,
DAS, SOTS, DOL, DRS, AdvanceCT, DPH,
DCP, DEEP, OEC, CTPL, and DECD. Other
agencies have expressed interest in adding
their content and services to the growing
platform.




G. Organizational Preparedness - The criteria in this table will be used to determine project implementation capabilities,

governance and commitment.

Preparedness Criterion

Explanation

How will your agency be
compliant with the Management
of State Information Technology

Projects policy? Provide any
compliance details to date.

The digital team has executive support from the DAS Commissioner and the Governor's
office, and have introduced new standards and disciplines for a digital workforce. Previous
and future outcomes-based proposals for Business.CT.gov were and will be developed in
conjunction with DAS Procurement.

Explain the key milestones or
activities that need to be
completed as part of the project.

DAS worked with cooperating agencies to develop an outcomes-based proposal, which
was awarded in January of 2020. This project will be progressed through several additional
outcomes-based proposals to the same pool of vendors.

Describe the level of
commitment that senior
management will provide to the
project.

The DAS Commissioner is the executive sponsor of the project and the digital leader
reports directly into the state CIO. Both the Commissioner and the CIO have active
participation in guiding the team and strategy. Implementation committee includes active
participation by OPM, SOTS, DECD, DOL, DRS, DCP, AdvanceCT, and other agency
leadership.

Will, or has, the agency
gone through a LEAN
process improvement
initiative related to this
project? Provide a summary
of the LEAN activities.

The digital team has been utilizing human centered design principles, end user research,
and analytics to identify process improvements that promote customer satisfaction and
greater use of digital assets. Human centered design augments existing LEAN practices
which have a greater emphasis on back end agency operations.

How is the agency prepared for
and experienced in Vendor
Management?

DAS and the BEST organization collectively manages engagements for statewide
platforms and enterprise technology. Agency leadership also holds a great deal of
experience procuring and managing technical vendors.

Please indicate if the agency has
provided up to date information on
the Information Technology Project
Portfolio and the Information
Technology Application Portfolio
SharePoint sites?

The project has been updated on the Information Technology Project Portfolio and the
Information Technology Application Portfolio SharePoint sites.

Describe what procurement
vehicles are expected for this
project such as RFP, use of existing
state contract, ITB, etc.

Innovative, problem-based RFPs. 15+ interested parties

How is the agency prepared to
support this system once
implemented (post-production
support)? Who will host the
solution?

DAS BEST will host the hub-and-spoke model One Stop solution, with governance and
ownership shared across agencies. DAS BEST will continue to host Sitecore-based web
solutions through vendor support (NIC CT).



http://www.ct.gov/opm/lib/opm/finance/itim/policies/management_of_state_information_technology_projects.pdf

H. Project Ramp Up - If capital funds are awarded for this project, how long will it take to ramp up? What are the
key ramp-up requirements and have any of these already been started? For example, has a project manager

been identified? Has an RFI been issued? Is a major procurement required such as an RFP?

Ramp up immediately in 2Q 2021. The Digital Team will continue to drive the project and a product owner and project manager have
been identified.

I.  Post Production Support - Do you have the experienced staff with the proper training to sustain this initiative
once it’s a production system? Do you anticipate having to hire additional staff to sustain this? What training

efforts are expected to be needed to maintain this system?

The digital team has approval and is staffed with support disciplines such as user experience, design, content management, product
management, analytics, and software engineering. The team will be supported by vendor engagement supplying technical development
and strategic guidance.




J.  Financial Estimates - From IT Capital Investment Fund Financial Spreadsheet

Estimated Total
Development Cost

Estimated total
Capital Funding
Request

Estimated Annual
Operating Cost

One Time Financial
Benefit

Recurring Annual
Financial Benefit

$ 60,724,451

$ 60,724,451

$ 5,856,100

$ 3,560,000

$ 8,500,000

Explanation of Estimates

$61m for the entire One Stop / MyCT Phase 2 project period. $47m for FY22; $11m for FY23; $2m for FY24. $5m of advance funding
for this phase (project) has already been funded in Fy21.

Regarding benefits, we also expect a large benefit for the end user (resident, entrepreneur, etc). Expanding the One Stop initiative to
new services categories will extend the value to new and larger communities (‘taxes' to all taxpayers; '‘education’ to educators and
learners; 'health’ to all residents; 'driving' to those with transportation needs) at a conservative estimate of +11,000,000 hours saved.

Assumptions: Please list key assumptions you are using to estimate project development and implementation costs

Ongoing software costs are not variable downward. Additional personnel will be needed to support new solutions. IT Optimization will
not assist supply personnel before 2022.




lIl.LExpanded Business Case

A. Statutory/Regulatory Mandates - 1) Cite and describe federal and state mandates that this project in intended
to address. 2) What would be the impact of non-compliance?

Statutory / Regulatory Mandates:

No federal or state mandates apply to this request.

Impact of non-compliance:

B. Primary Beneficiaries - Who will benefit from this project (citizens, businesses, municipalities, other
state agencies, staff in your agency, other stakeholders) and in what way? Please be specific.

We have found the business community significantly benefits from consolidated services in Business.CT.gov (estimated $875,000 in 6
months). Expanding the One Stop initiative to new services categories will extend the value to new and larger communities (‘taxes' to all
taxpayers; 'education’ to educators and learners; 'health’ to all residents; 'driving' to those with transportation needs) at a conservative
estimate of +11,000,000 hours saved. Building enterprise-wide solutions such as rapid forms, document management, and a payment
processing portal will assist state agencies and their staff provide less expensive and easier managed solutions. Expanding the CT.gov
chatbot and improving the CT.gov 'front door' will provide value to all users of CT.gov. All projects in One Stop Phase 2 will improve
end-user accessibility, increasing the One Stop initiative's value for a wider array of residents interested in digital services and helping
agencies efficiently provide valuable omni-channel services to residents not interested in the digital experience.

Important:

- If you have any questions or need assistance completing the form please contact Jim Hadfield or John Vittner
- Once you have completed the form and the IT Capital Investment Fund Financial Spreadsheet please e-mail
them to John Vittner and Jim Hadfield.

John Vittner, (860) 418-6432; John.Vittner@ct.gov
Jim Hadfield, (860) 418-6438; Jim.Hadfield@ct.gov



mailto:John.Vittner@ct.gov
mailto:Jim.Hadfield@ct.gov
https://portal.ct.gov/-/media/OPM/Finance/itim/brief_templates/Investment-Brief-Financial-Spreadsheets-Template-FY--2020.xlsx?la=en
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