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STATE OF HAWAI
ACCESS HAWAN COMMITTEE AND THE
DEPARTMENT QF ACCOUNTING AND GENERAL SERVICES
ANNUAL REPORT ON THE OFERATION OF THE INTERNET PURTAL
FOR, THE PERICD FROM JANUARY 1, 2007 THROUGH DECEMBER 21, 2007

Fursuant lo Act 172/3LH 2007, the Access Hawai Commitles submmits its annual report
to the 2008 Leqislalure. Thus year's report s comprised of a report by 1the porlal
matager, Hawsail informabion Consartium, LG (HIC), reflectng work 1l was authorized
te do by the Access Hawail Committes in conjunction with varigus State and Counby
dENCIEE.

The 2007 Annual Bepan crealed by Hawail Informatmn Consortiem. LLC (HIC) on the
qperations of tha portal for the 2007 calendar year with an ending repeding paridd of
Cotober 31, 2007, is provided as Exhikit 1.

The Access Hawai Commiltee exercised s aversighl of the portal manager through a
transilion enabied by the passage of Acl 172 of the 2007 Legislature, The ACCESS
Hawain Committes operated as an infomal committes baginning in July of 2005 Ac)
110, SLH 2003 {SB1334 HO1}, had sunscl the Access Hawaii Cammittes an July T,
2005, Because of the value of the oversight funclion provided by the Access Hawan
Commiltee, the Committes, during the 2007 Lagislalive Sess5ion. submitled draft
legislation which ihe Leqiglature passed as 5B 15315 302 HD1 €O, and which was
enacted inta law as Act 172 an June 13, 2007, Acl 172 re-enacted and codified
substanlive sections of Acl 292, SLH 2000 {36 2838 501 HD1 CD1), which was the
anginal law that establizshed the Access Hawaii Commiltee.

The HIC's exisling contract s due to expire on Januvary 3, 2008, I preparation for lhs
contract expication, the AHC estatlished a Request for Propoesal (BFF) Committea that
worked through 2006 and 2007 to develop RFP specifications to continue the
operations of the porlal. On August 27, 2007, the RFP was solbcited, and on
Decarnbar 13, 2007, 1the award was made to HIC, HIC and (ke Swate ane corrantly
working thraugh the contract smning process o exaecute the new contract,

The portal has succeeded in making govermment funclions and services available on-
line and has put Hawaii in the lorefront of e-govermment. The ponal's suscess has bean
achieved {hrough the work of HIC, in confunction with the Aceess Mawai Cammiltes
and the business and information techrology staffs of the State agencies. the Counties,
and the Judiciary.

Slate agencies, County agencies, and ther employees working with HIC have
expended time and energy o dentify new onling servces to be added 1o the State
partal, They have als0 worked hand-in-hand with HIC through the planning,
implementation, and operaiional phases for these senvces, As a result, government is
more accessible to the public, much to their benelit. The public is being provided with



added convenience, saving bme conducling governmeni business, and, Tor thase who
choose o go onbne, domng so from thesr hormes and ofices, dunng the State’s business
and non-Business hours,

i1 the mionths afler Juty 2007, the Access Hawaii Committee has spent some of its time
addressing its cparational procedures lo incorperate 1the needs of new members from
the State Senate, House of Represenlalives, and the Judiciary that were added o lhe
ariginal membership of Stale Execulive Branch and County agencies. The Access
Hawai Commiltee is conliden! that the valoe of the Slate Portal will be further enhanced
By Lthe inclusion of applications related 1o all branches of State government in addition 10
the County Adminstralions.
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PACKGAIN WIT AT AW ATES INEEEMNET FORTAL

Sine it meeptien w999 eHawain pov ho swecesstally pannered with mohiple stae
ey oy and agnoss jupsdicbions o previde more thim 30 online semeees and 1o bl spd
meaintiin the stete Pordal. I 2007, iwelve new applivatens wene relesol. O those, eight
were Jee hivietl and tour were Tree services. Uur services are mieeded for meany varviog
depreos of castenmers. A pplicirions saeh as Becim, e cesneebow ol sov, weoseacch B
erittinal Distorivs, or sex oftender seareh, Dip: serobtendens chbad @i ey, aim (o
ety public fafery ond kecp oae commddty ac large =ate. AL the same ime they cin
Juslal employers in hinag competent cmployecs, The prester par of Sur semices are
thimectedd af The bosiness community and wim W make Tives ewsier by elniminating coses ane
o cranp thoe tictes 6 ks fo cocoplere necessary ranysachions wills e Sage.

The distimeseshing wchicvement of 2007 was suceessiutly winmnge the £FF 10 continme:
arwr work winh the stete o Hawain, Phe new contpeet s pewwd for o perisal of feve yonrs
anntk wodess remrumzled, the conntract may ke edteoded by e stale Gor an indefince noreber
alb ther -5 mestch periods of poctions theeat, without co-biddioe. We sre eaweer 1o
Gontnue hssist the State n reselizing its viseon for onling govemimend 10 many ygars b
o FITHRE,

Ir Judw, omes ol e st peapulng scervices, the two-Time: sewind winning Mo
Coanphance Fxpress (HOEY, g senshsrcehpwain oo, anooal remstrdion See was
Iowwerod Trevnd 505000 10 512400 Uhis Fee decredse cometded with $he State Procacanent
e e s reduction i the maximum poocurement 1that does not requite a procurcment
eleararwe from 533 000 to S5 MR Corrently, Theee are over 37000 0sers of the TICE
shvsi e,

Irean edford o inerease ¢ aciency o oser navigabilily, m Apal ol 2007, we redesignaed
the [k gnned Feel B our weh pogtall b waow chosineon, Complene with the upersde,
wi hve implenentod g quarter]y newstetter inoerder o keep onr custoners ap o dae
with both new ol exstieg spplicatons. This provides ok an sy weay e keep i toach
willy and vk ut e services ab oo cost 1 aowin-w o sifaobion Toe all panivs imyvalved.

In they cermmge yoear, stade govermment wialb eontimae woowork with TR0 o develop new
apphicationg, soch as “Horeau of Comveyance [lings” and “T-bell notidcatims™ o many
v eur services, Thouehoutl BRese naives and othecs Tike e, wee wall conlmue b oee
the standacds establisied wml deliver the bigh qualdy prosducs our coastituents have conwe
I CX Pt



FidRIAL BEMPLOYELRS

Floweaiy Heiforrix
Aol December 2007 HIC bed pine bull-time gonplogees ceock oo por - Expresy
e empdoves i isted belive;

- Bosse | Ot pnaen, Presidenn & Ceoeral dlanager 0
- Jing X, Dircclor of SMackediog & Cjacradions .
- Ahing Fung, Dhirector of Developient PO et o
- Janet Mick, Mooject Maopet .
- WAL Deshresbonn, Lead Dwevelopur

- Ernest Criss, Bevelopoer P
- Schoastien Hevwaleveloper

- Jimestte Drosreg, W el desigroer

- Ao Colling, Svsteany Admunisirator: Socurity Enginecr

= Ly Mo, O ee Ming e ustemer Service Muanoper

- B Wooritebld, Pontner Refuions Sonager & PT Castoaner Serviee

- Parricia LaBae, Casbomee Service Bepnssentative (2717

Portal Security Enhancements

Ag A subsidry of o pubhicly tneled compaeny that progesses eradst card
treen o tivoees. THC & Dol noe thae Tl securiny standards coquired b
by 1 Barhanes-Ox ey Awt {5050 and 1he Paymend Cord Indusery'
Ihta Seennty Stencands (POT DES). Throughout 2007, 11 has been
panticipatiog m O yberiows s Seconity Managanent Frogram. This %
aa1 inlense, invasive and arduous proeess thit inclodes muleiple
compRLen s e s aur complianey with O vhertmast s casential
EECNIMT Y L e



SMEW 1L s EAYIUES

FIARF Errad Wecorely

Aonual Report Filing L pprade; hoip: ihechaw siigor snnualy

4l
A panicle [ am exising sysban W mive costomers fhe oppartunity 1o
prict angd nul @ copy ol e aoewal Gling, as well as still baving the D
aplion 1o pay edling via e-check, vradit vand, or subsveher aceount g

Losur interfee aod Jdesign wins also oploted to make: e system even dan g e

cusier W thavigale,

Hiwckund inteuration enbzncements e iopooved the DECA HEEG' s o
ability o process docwients sigubicant|y. S

Ecrion Upgrada: tp Y ecvinm, gl aii sy )
Lipnliteal ther senvive wr inclede o shapping cart feature tor ordening s
multiple reconls and making v payment for all. Customer will alsa e
vy reeseves sl cnid copy of e recond wdong with the recept.

Hawaii Rusiness Express Upprade: heeps! bbe.chsos aii oy

Filicg the fonn BB«1 with the Lhepartognt of Tacation s macde
possible in T Proveousby, cwstomens muost ave albso boeo fuiog a
aew buaseness foom with the DOCA BREG & the same o wmoonder o
wbrain the s nmber onling. Now gistomers Gin comue oe sl any i
and tile 2 siogele fomm to obtiin vioous tax wl uembees.

Back coel enihaneenients tie DOCA BREG sod the [Deparment of
Taxatien bave preatly deerensed 1he tione regquired o process a oo
and the veed for iwmean interyention m provess.

Yital Records {hrdering Upprade:

huprs:ion o chasw afipevidah’s itcesiveivitresoql

Extending an dhe existng public ordering system, state aeencies ke
Thepartmrent 4 uman Seevices may erder copaes ot birk and
marriages cortilleaies enline. With & spectal "ageney Lown,” they ary
able o expudite i ordenng process s s e fme by oot Tas e 1o
visit the atlice in person each b s ieal covond is oemled.

Vessel Repistration: hily/S estele hanyait o

Adlaw boat owners B renew thelr ves<el registrations anlime as well a8
prbchaees i deeads, repart astalen vessel, oe replace e resisteadoon
i,

Online Death Certilicates: htepeffedrs.chawan.gav
An iotegral past of the awand winowmg Hawsti Electronge Blesth
Ruegistration System. it enables registered funeel homes to securely



virgler aluthy verfifiendes on bebalf ol the decedent's el alber e cose
1 o luted,

Haw aii Elcciranic Tax Filing Syscen: Upgrade:

L R Lt AL [ LRy FARCh

XIS b upggrles as well s fonm N-S1T, statenoent By oogqualificd
high lechisloy Trosimess, made avanlable to file.

MEW EREL sIIRYIUES

Tawaii 51l Calendar L pprade:
Ionegss e alenedaraeliaw oo s cadendar

A preatly improned calveodar svsteom wis des cloped ovver Thee eaislimg
avstere Wi owae wser fecod]y, wihick allows povemment <iiwes we
et Fegen i eetung roteees with sumplieny amd desired formatting,
10pn M RS

Yolunteors in Poblic Serviee (VIPS): hippsivips e hane i,

This appheation provides the Judicisey o system for complete
manapement of the Yolunleers o Mublic Servce rececds. Applcans
are aly e we 101 oot applacitios omlioe, sud their completod recenlds
are stored] clectrooacally oo dmabase along with all of thewr volumteer
histeer, This new eloctteoie syt allows tor stnple reeornd
management by Judiciry seatl,

Cmline Jodicial Suneys

Adlowend the hudigiany oo sdminisaer s enal sumvess ol jedlies via
the Intermon.

Electronic Bench Warranis System

Mrevelopod @ sysiem for generating bench warrants trom the TEW1S
systeen for the Low enforceromt comncty. Cuerently i deta.



FROJEGLS CURRIYTLY 1T DEVELAIPMEMNT

Ooline Stale 1D ards
Albows apphcacss Jor o State of Hawaai 10 card bo apply online 1o
pary the poewguared b,

Chedivne K
Fregwersy fav
Feryomar
Chiline I'minged Docwment Ketrieval

This progpect will allow the pohle: te order and ey foe TKCA BRE
ducumeenis onlie aod recerve clectronic delivery of docamenis, SR T

Child Suppurt Enforcement Services
I additwn e the cxsting telophone syvabeni, vsors con log into 1he 2o g
swstem It sivw curment vase mbarmetion amd poymentdisbursenent
history.

Wastewaler Permils

This spplication sl allow pabdic engineers we $ike anck poy fir g
astewaler elischirpe penmit online, a5 well ok the abality W artach
AUpiportitie Afou Lmerieet .

Flectronic Tralfic Ahstracis
Electtom absbracts will e mawle gvaitalbe 1o the public e ponchose.

Mauwi Fropedy Tux Payments
Indfividlwids with propedy on Ao can complete theic proporty 1ax
pasieals onlioe using a ceedit canl o eleciranic check.

ilawvait Property Tax Fayments
Inelivicduals with property on Hawai s Jie Islaned can complete therr
[sreeprity e payiments anlme osing a credit card er clecironic check.

DCC A Azent Search
Adlow sreens toscarch bor husinesses that list thene s fhe agent of
forord.

PY L Continuing Edacation Real Estate Svstem

The comtinuime slucmtion system o will allow Neensees woview thetr
current CF credil slundings enline, arl be able g emder o copy of thy
eourse cormpletion cerliticate online. 1ts peeider modude will allow
catirse providurs o mamagee coorse and abendees, Syvstom alse will
meincke ot Beal Tiskite Braneh <tatt mealule to manage subjuests.
provcsdems and leensey data

Online Burraw of Canveyanee Form llings
Wil allow elevtranic flmes of vardous BCC Filings.

-4



Airport Surplus Auction

Anveline waction system that wall allers registoral padticipaens 1o bid
vt boses ol maeals frora the dirport division of the Depanmuent of
rnsportutove, el will adlewe regenal TulBlmenn of the Sraosactions,

Unline Mailur Yehicle Renewals: Mawd, Kaiead, and Hanafi Clornarrey
Allow registercd cwnees to renew mutor vehicle registeaiion anline.

Online Fisheries Heportiuge
Wil allow commergial fishers to dnput their seguired calch reports
vmilione.

Cominercial Marine Licensing System - Fuhlic Svstem
Will b conmmereial Nshers to reteew their fishing Beenses online,

fhercenid heiness
[ T



ARAKLTIS B0 EIY 1T L™ LT

Flervreals Basvinesss
Moay MU7 (IACAY Merit Award fapress
Havean Basiess onness

The Depatctmeit of Commeree and Corsomer A ars' (T30 A ) T
Business Regi=tranon Division (BREG) received wp bunoos Bar ils e
anlme rovemnment sordees. The Intersattonal Association of o feeree oyt
Commergsal Salsingsteators (TACA awarded the stale witl Grst ploee S e
toar thas 20007 Ment Awand for hiang the best pavigable business oL
tepisieitive woebsite, Howanl Business Eapress, g Whechiw i, S

[ WA 1
Phe aweard recogeiercs anline business megisteation websites in fauor e

vulegones: consitent navigahaldy, [ogeeal cacponzations. ADA
crrnpetnee o appearance. lawai receivol the highest comuknive
RN AT L D wlabs, rrovv ey, berritories ek counioies., .

2007 Meital Goveramen? Achicvement Awards: Gavernment-to- CoL
10 EFIMCTE Cbegory
Hawuin [lectronig Death Begistesion Svasiem (HDHE)

Tlewaeni Jdecdraniy et Begistrition s stent ops: ede el i me,
s a woh application that allows users to create, reber, assipm, reject,
sigme eeertily, gl pewicw a death case depending on the users role, I
fllowes clisely wish the notional standord remeed by Sarione
Asociation o Pultloc Health Seatistics aomd [nfsmonation Sysiems

o ATTESTS Y oaad che Jeath cepoating process m Hawaii. 10 is g user
frendly, intuitive applicaton, which has heen everwhelmangly
aveepted by e death reporting comwomumity o Howesni (Funeead Blomes,
Medical Cenlifiers:, Examinces aod Thwctors, T alse ingloles 1hird-
party beeratien with the Medical Examiner's of%ice medical
antermuation system. Hawait EDRS makes more cffcient use of
pariicipands” e, inprisees acouracey i depth reportane and resules m
@ savings of millwns o dollarcs dor the Secial Secority Addminisantion

Seplember 2007 - Best Fit Integratoes Awand Program - “The
[.ong Train Corporate Award.”

Award was piven bo NCUSA L Ine (elawaie™s parent companylan
bichwl € o Elawan [nformadion Consonivm, lodiana [oreractive, 1tah
Tesmeragtivie, South Coroling Meteractive. and Mootdona Itecactive, T
(el ot candielites was drgwn from pomanatisns sebmitted by
povernmien T beaders and esabomed by o eam of experts sssemblod
by ther Cluanier.

)



FurRTAL REDNESLIGMN

Fhepaarseercret eof Feirnd cenacd

I erder to dnerase wsabi [ty amcd enhaoce the ook wnd Teed of the Hite, Murtaea! Rosimroes,
the HIC web poctal, s wowow e i g, was eedesigoed inApnl Feanned dithe Soarecde:
aof M07. The pse ol gging wos il emented. o onder for custanicrs

tor hetter search and receive nwee wsetu] seaneh resibts, The most e T ey
prpular services ure e seed prominendly et the “keatwred caee
servioes vatereey on he left hand side. in plain site For the customer, T AT TS
witl 1he st pepular seanchies towmd demect [y below. .

Fur the maey customers seeking anly general eontact infotmation R s
specific aprency, we have coeated 8 St of s Phone Digesctory™
tor commnonly dioled pmumbers melading, et not [anmed o Phe
Aloha Stwlivm, Adrcratt nowse complwams, atbole pornel, Stale Porks,
ship sl and the atlice of Tounsm, Foracomplete Tist, please
wisth: ki vowons chaeang uen dakioe dews dircetery |

Finally. wo e added ssome Bestunes thin are specife to the wdoha
Stabe, Uik ineloeles the surt repoct wid o link bo the Ko Geach
Charnera, whwere «isiters amd loeals ahike can he viewed [1ve on
atreanming video throgeh the Cuy ml County wehsite, Soc omage: 1 [or
ek wivwy ob the sew design.

[}



Image 1 Portal Redesign 2007
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MOORETAL WMARKELI™O AR ADDIFCIN s TalIs it - 2rad

I 2007 Lbees provial continubad 115 marketing effon b inbenn customoers
ol The apporiunntivy b conduct drnsactions onling throueh direct
mailinne ot posteands and cmail cominders. Inowbbson, the ponal
it @ guarterly eonied newsletter o pernal wsees s sutscrtbeers.
The mewsletter hishliphes moews s apeeming eodine sevices

Lis 2007, the portal alsee receis ed theee awards o3 mortiened n
earlior sectioms, The portal stbcmled 1the 2007 Best ob Wob Awanlds,
where we stocepted the [hgital Cvvemnmend Achicvernent Awanl,
Cioeurmmoent fo Covermment colerory Bor thee Blawan Blectmomc Dheath
Bupistration S ysicms.

Lirect Majling and Emai Reminder

Ire 20837, ther portal ordered oner 175000 posteands and nenling inserts
annd <enl thean b the torgetesd sers e usees, The poctal alss el avcer
E3 ) conal reminalees o e uses fo conduct 1her Trassagi o
vrling and belore the duadhme. 1Fapplwable, Belew e seme of Lhe
Fiehdights,

Business Annual Filings

Ax of Sovember 28, 2007, 30328 bosiness enbilics Tave Bled thear
anoua] repork anline. Compared b the oamber of Blings 10 the same
permad i 2006 there g oo 23% meee. This s s diree resude ot the
i preveerments made thet seers moale W siraplibye the ooline sestee.
Anther comtributien Do e higher fiig code wias @ new mavketing
Lenber That 1T Pertil sent oud boonenity filers that staring froam (4 206008;
L0C A Business Reemstrtion Divesson (BRECY wall no longer send
patprer based snnoal Niling s o cwstomers. Filers who chose w Dile
b paper oy divwenlooed thie e ondioe inslead oF peek O in person
al e DO AL Ty 2007, the poreal also coabled online pavmoent by
choevk Bor 1he bosiness annwal Bling. The totsl number of prayjected
2007 nuad filmes 1% e poeted 0 he clise to 45,004

Areerpatd Fidfngs
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Insurance License Renewal
Sancy KR the o] his been adionmy anlime services for Insurines [bensous o enew
omline. 1 has been o gradual mersase an the oolioe adoptoom until fhe poctal sarted »
comeeried markering crion ineludiog seoding oot ety cemiober grosteards amd cenarl
wiinders. Sinee Sceprember ol 2006, we hove realized o continual increase o the inling
sloptacen pericrt. as i the Seprereboer 2007 renoes al cecle, we aclies ed on d49* anlime
sdnpiaom Tk,
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* Awimber o0 Loenses tenewad anlme divadesd by e tetal moonher of heense ceocsal

Onling Hunting License

In W37, the proetzl pocrk e imdtiative 0 aemnd Buaters o puarchiase rueting licenses
snline Tuc the upeaaiing 28 season. A weck poor fo e ofliciad start of U 2005
seaesernt { July |, 2007 bea Juoe 3 20088 the il nunaled aver TA00 oew Ty desi pracl
posteareds we iotinn hoaters tha e 20088 lcense was available onlioe for puechose. Asa
elireet eesult. ever 3725 ot ull leenses e been cosoed clectrenically as of Movemnbae 75,
207, coompaited do 3% 40 isea] yeae 2007

Online Hunting Licenses Trand
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Professional and Yocational License Renewal

Durines the Pan remesval cicloes gy 28007, 1he poctal Buel 32 oepess ol Beense holders renew
thetr bovases wline, The Poectal pros ided maaling nsers to the FY T davisien, which
woere aneladod woth the stoandand ronewsal fooem muiding. Fhe Portd also seen ol over
STAHMY posdcands aned 27300 conaal reminders 1o ecaaoes 1 enceurape Lher o zenes
alune. Expeeially for the Decomber eyvele, weth onoce 25 diflerome license By poes, the poclal
empbastoed the monetary sasings ech leenses would suve 1Fdeing he renewal enline.
P the portal workesd dircciby wirh the medieal and osteopith hagerds o ensiere all
pivystcins and licensees were aware of the amlme dscoums, As ol SNeveamber FE 3007,
war B acTieved oo tall adepiien rite of 8005, Dhuriog the 20005 cycle, tee wlipian
Figle wets approxintately 5% A vl wan see el chord Below, e 2007 crcle sluews o
sy Rcant ineree m o the online adepion.
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Portal Quarterly Newslatter

[ Seprember I, the Portgl cneeeed and sent oel s first guarterly newsbeiter, The
e sleifer was senl ue all portal wicrs and subscobees, ojahing aver e AREcmaits. The
e slenter mboemed 1o cecipemmls aboud the galine avaibadibiny o the new hanting
Hewrbse. vmphasisod our poetal appreciatien o ihe T3L000 PYL Lecnsees T reneasing
online durimg the June 2007 vyele, dhe new amP lowered pracing of the awaed winniness
HOE, s weell s the o nm upgeades and wpeomine services, After the newsletter, 1he
Tl received mony inguicies on the new senoices, as well as the existng ones. Fot
example, wlhen the enline vessel repestraion resewal spplication was Dseched, osers
were alecaly using the sysoerm w ot any press releases. W have alse seen o <bym
inerease 1L e number ot hunhing leenses sold enline toe e 2000 teacal year.
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FPress Releases

Che Portad worked closely with cach of the pcmers far the Ealluw it
e releases;

Haweain Complianee Lopress (ipevendors, chawadipay )
= Bl s e comm Bem] e anedi celeases 200

W= HI_ A vamplivmer xpress bomi Gluly 260, 2007

Hawain Business Express ¢hitpe bheachyw i moy

7

Awezn LAWY wnnd JKET peld g hlay 24, 30T

Phawais S=lecironic Deah Registranicn
bibipas thee harneuyaals ertiseraem arricle 2007 €300 11 by
b TN DGR ] (Octerhee 1], 20007)

Frofussional and Vocaoml Licease Reneanl

(g pybclaioes rewesl<)

v It wea s hacponanalsoom pewedic i T 11 06

il 2oheml o Seveenber 3, 2007



'SER LEEDREACEK M JI?

Coastoaner teelbek s essential e ordee for G D seeeesstully desapm
sery pccs Bt are st Friemdly and casy for oae custamums fo use. To
assist ns i iracking these suceeslions. we have creabe] o feedback
form which 15 lcated on ahe Toaer of cach serice cldawaigoy
provades. 190 sy time e customer es perienees ditbically oot hey
Just wish 1o make 2 presitve comment, the link is cosaly aceessible for
them gt sr The foedback fom wos created e copture data aml
populile an internid Jarabase, fren which we are ahle e summan o
aard construgt repiirs. Chere eoe nioe Dasie questuoms and a blank area
Peserensl e amy commnens (e customer may have. Tar views o sample
of the Teedback fisem, pleiss visit;

etz s aclia ann g ke commentinnd of seeimage: 3 an the
suTrECL LG o,

In Appuendix Ao an averal] summiiry of all Redback fenos s presented
As ol November 22" 2017, the portal hay received aser 2300
licctlbanck fmmas,

ln Appuencit A pane griaphs ane o preseoted bt repeesent and
corripare all Feedback duriog the years 2002- 2007, Each prapsh
carrespeils L o ek iual guestion foem the Teedback fono. Asa
SO AT M=, wo comprule o siber campesiie seome bigsed o user
rarnpes orF edsnienl, L[ HAramICL, |'|:L'-'I.g;|.tiun. are) woise o s,

[ the wornne year, HIE wall conlinoe o widuegs cXensne revisions
L mmerease The awmount o casbomer Beodback. W sem tooinckude a
cdircet bink o the tealback after voch rnssction is complete il @l
athl tor eacly il reesipt 1hit o costomeT receives. Thy placing it in
e Tecolions we hope Lo receve o cesfuonses, [ U, W o8n use
tha sdeditional data o hetter erihance oue setvives ingormglaiiom w il
aur A poctal olijective of actively comtacting cosirmens ke alsain
tecdback e improve existing applcations,

Araicad il



fmage J: HIC Feedback Form
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Appendix A: HIC Feedback Summary 2007

Feedback af all Applicalonsg
Cud yaw hnd what you wera [eoking for?
g 21NN Ha AZ3 HotAnsaeree 375
W Ha,what wara you lgahking fory
e e
Frequency - How oMaen do you ure sHx sl oy ?
Dalky 6 Wweekty 153 Monldy 211 Sarelmes 120000 ke Firsl Time "614

Category 1 rd 3 a 5! Total ' Ausrage rating
Exie af Use R Bh1 339 114 113 Far 125
MHawvigatin b 1400 Sl dLy 151 1a5 Sl 1!
Lpperance g1 1113 490 L3 dd SR 177

Centent =N Tl =00 nr M3 EEa 181

Heaw did yoau find aut aBaut us¥

Yewaipapar arbcie 7
LB TMMPT T AGENCY 127
TeiEwISinn T
Al 1aF
YmAck el T4
CerierEni e nr o iae shies 1
o, o=
LR R il
Referred oy TGP T G C IR A0 LGR LR
AtAm1seTer -
| -k fram anodr erweosta 30
R 113

Would you use this online seryece again?
Wes deE My (33 Mul Angeere 33T

What ether Hawd [l goverhmMant tarvicas wald you e to ses online?
S IEr T

Yotsld you [Iks to ba nottfiad wia amail about new enlind services oo sHawall ov?
Tes 1045 Ma 1545 Mat Arawered 175 (1233 B audeesses eers Grtea2d)
Fleasa add any dddHonal commenis or suggesdsns balow,

T L

2



Oid youw find whal you wese loa'king for'¥
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Gimph L2 G the oser Bod what they weee scarchenp For al the pomal: 2002, 20031, 20604,
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How did you find out aboul ua?
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FORTAL ol EsU LY s

fleewirise Decerne
Aclveely voentacting customwers Dy athtain feadbaock to improve existing
apppel il
Lobieing surseys amd Jireet connumicalion wilbe sar custamers, wie
will b asking for their panticipanios in epdaliog exisling services. We
Yoper ko B oot alipevtly Erom che vnd osers The Best eclhods of
mretsing wser nabveprhilivy, decteising vonfusion, aad roeducing [ling
LITTE.

Clver e cvnirse o TR comimg elb, W are g fo be revising
ettt servicys oo b b a staodind Look and fecl. This will
enhaney cenvsuneer condedence, ime e nvgstlivy, and case

et axnon s Toow hiether or oot o pape reatly belonps to the stane.
Varving ek s simd fiels Boiteeen sgencies Corl Canse Consimer
mistrustimd the customee may ned feel comtortohle usang o website
That ehires nast Tk prolexssonal or contorm 1oon high professionad
abanlaad.

[bupsimess Lontiguily Man

IR conently s carmentdy ire the provess of creatiog Haosengs
ontiosnty Plans for o] ehlivseani ey applucations. 1 a oo
toeldenl- disaster occus, the Business Contineny Blae Tesm will he
o il the siaie asaesed. 1w il be the cesponsibiling of
ts Ttk B eleciele whether o not ooeplenent e ndevidual
tlepurloment usiness wnit Business Centinwity Plans,

EILE i ire thee renidd st of o svsieam-woines upeminle: 100 mdd redundareics to
al] snsterns as opract of oot cemamitment to impeovimg the pertal ansd
averall busmess vantauity approsech. Over he last vear the penal hos
bl Buborer b ies bocid bakianewrs and web servers, HIC s alsa
proersing bt vver the next six months o implement new darabase
servers wilhe [ilover aced all applications to be pared 3e the pew
SRS,

HIC s current portal intrastructiiee and dand center desion praside o
platfonm thot coan hamdle v from mawor bardware failanes
calosgrephic taciliny dlamaege. This g lodes aetwark redendaney for
e compectivity froon THC o the Intemes enal o the Portal Jrtners
sl




Anleding lachly regueied seriogs

Fiwe mesit proenineatt deaturgs a alevelapment tor the conrsing year

e luwbes Bureyu ol Conveyanees (O Daguments e hading LCC
filinps and o warmants svstom ler poliey ofbgers, Tl BOC Tapaes 1460
hieve maoy of thetr tomns mode available oronliog BRnas wiichowill
herte 1t buseh the aperc v aesd the costomer. The wearmants sysiem wall
oot polive ellicers e abality wealeteomeine whether or rwet an

ind ividoad Bas o warrracl, aery tine nevessary direatly froa wure website,
This will et e public Fetere ot el Wild T aoseccal ol B ghe paokive
ibbiesets Do oy skitbe and a key tool i enhareing pubdic satiay.

To il e Teas twer muore partners in, 200%

Fhasvaii oy 15 cenninueiesly ookings fae resy ways o B s ital

e CEmIe Tt Sorviews o Dot hosinesses nd colieens abike. [oan efTot
bev ol e i e ab ihe e scrawes o our senstiecnis, we ane
abneys rescarchinge news e o are open toocomnwpiestion Fesm
any agency with any edea they wishe to possibly see onbine.

Satioral comperiums

T Msctanl will vontinue W submit eonimes b Best of the Weln from the Center of Digaral
Lroveramnent, = AS0CHE aod oalier conmpuonitions inerdee ke cain Furdhor business
Mo e T30,

Respectloily Sahmioned,

Pl b Castenare
Laeneral Afunaer
Elasvait Tealveenation Casresaertiwm, [T
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