THE CITIZEN PORTAL

THE NEXT GENERATION OF
UTAH.GOV

PRESENTED BY UTAH INTERACTIVE




AGENDA

WHAT IS THE CITIZEN PORTAL?

WHAT POWERS THE CITIZEN PORTAL? — THE DXF

COMPONENTS BEHIND THE CITIZEN PORTAL

PROTOTYPES

MARKETING

NEW EXPERIENCES
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components: customer engagement

payments notifications credentials




PAYMENTS

0 STORED PAYMENT PROFILES
e SUBSCRIBER ACCOUNTS
e SHOPPING CART




CREDENTIAL VALIDATION

MOBILE DRIVER LICENSE

Stored in the user’'s mobile device. User can share their mDL with banks,
Add Driver License " DriverLicense bars, bailors and more.

PLUMBERS, TEACHERS, REAL ESTATE AGENTS

E— The license holder could easily share their up to date, proof of state
SUCCESS! v oo s credentials to potential clients and employers via the utah.gov mobile app.

HUNTING AND FISHING

Add the already popular digital hunting and fishing licenses into a single
utah.gov mobile app.



http://utah.gov
http://utah.gov

CUSTOMER ENGAGEMENT

TRANSACTION MANAGER

Agency Agency Agency Stores a user’s step by step progress

Service Service Service

B c N through services (online or offline)

Upcoming, In Progress,
Completed Actions by User

HELP DESK SERVICES

A
E Transaction Manager Service Agency Service Shows live operator (chat, email, phone)

Registration

where user stopped during an
application, connects to Knowledgebase

=] {&} 2 A

. Notification - -
Chat Service Transaction Help Desk Service Knowledgebase

(natural language) Recorg:;?::ation Service (Human) K N O W I_ E D G E B A S E

Agencies record helpful information on
each step of an application which can be
used by chatbots & live customer support




elcome,

cOU THE CITIZEN DASHBOARD

Notifications

UTAH.GOV MOBILE APPLICATION
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Driver License
Last Synced - 10/31/2019 - 8:23pm

OVER 21

DL#:  19158203543644
ISS:  01/01/2018
EXP:  01/01/2022

UTAH.GOV DIGITAL WALLET
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ax Jay Samson
2: 01/01/1991

NOTIFICATION ADMINISTRATION

New Campaign: Review

Rich Text Preview:

¥a)  [Agency or Logo]

Important Contractors Law Change

PROTOTYPES

elcome,

e ELEMENTS FOR UTAH.GOV

Notifications

2 \
You have two messages Lo review
-

Reminders

Your property taxes are due in 35 days
N y
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20% POSITIVE

Nearly 90% of residents surveyed have a
neutral to very positive view of online
government services.

/‘
-

ENGAGEMENT IS DIFFICULT

67% of users of online government
services report accessing those services
only annually or semi-annually.

KEY FINDINGS

83% SEE A NEED

Nearly 83% recognize that online
government services are something they
need.

Q‘O
(1]
18 PAGES = 70%

Of all the pages on www.utah.gov, 18
pages account for 70% of the visited
pages. The first three pages are by far the

most visited by at least 10 times.

POSITIVE SENTIMENT

Respondents describe online government
services as: easy, convenient, no waiting in
line.

o9

/7% UNAWARE
A majority of respondents at ULCT to the

question of are you aware of SB 137
answered: no or kind of.


http://www.utah.gov/

TOP 5 GOVERNMENT SERVICES

DRIVER LICENSE OR STATE ID CARD RENEWAL

%% Citizen Portal My Dashboard My Official Records My Property Transaction History Services

Continue where you left off

VEHICLE REGISTRATION

Welcome,

John

Register to Vote
[—]

Lt. Governor's Office

Step 2: Add Driver License

Job Application

Department of Workforce Services

Step 3: Complete Application

Notifications
@ Need Help? @ Need Help? Continue

2 3
‘ You have two messages to review.

Reminders . .
Favorite Services

STATE INCOME TAX FILING

/ﬁ‘ Your property taxes are due in 35 days.
G
Driver License Renewal Renewal Express Voter Registration

Division of Motor Vehicles Division of Motor Vehicles Lt. Governor's Office

Your driver license will expire in 15 days.

Search Services

Browse Services

PREVIOUS YEARS TAX FILINGS

Your recent transactions

$125.00 7/30/2019 $22.00 6/21/2019

A
ﬁ Vehicle Registration E Food Handler’s Permit

Division of Motor Vehicles Utah County

* Account Settings

MEDICAL ASSISTANCE PROGRAM /7 MEDICAID




TOP S REQUESTED CHANNELS

CHAT

%% Citizen Portal My Dashboard My Official Records My Property Transaction History Services

Welcome, FACE-TO-FACE VIDEO CHAT

J Oh n Register to Vote Job Application
[—]

Lt. Governor's Office Department of Workforce Services

Step 2: Add Driver License Step 3: Complete Application

Notifications
® Need Help? Continue ® Need Help? Continue

2 3
‘ You have two messages to review.

Reminders
min Favorite Services O N I_l N E

A\, Yourproperty taxes are due in 35 days.
G

Driver License Renewal Renewal Express Voter Registration
Division of Motor Vehicles Division of Motor Vehicles Lt. Governor’s Office

Your driver license will expire in 15 days.

Search Services

SMS

Your recent transactions

$125.00 $22.00 6/21/2019
ﬁ Vehicle Registration Food Handler’s Permit

Division of Motor Vehicles Utah County

* Account Settings

VIRTUAL CUSTOMER ASSISTANT




USER PERSONAS

Citizen Portal User Profile

Sal Iy SMith Wasatch Suburbanite

AGE 38 MOTIVATIONS PERSONALITY

ROLE/ TITLE Domestic Warrior . . — Extrovert
FAMILY STATUS Married with 2 children e s e
EDUCATION Undergraduate Degree . J 10 pan. Patient Demanding

Aside from running the house and volunteer- -

INg she needs to know when important
items need to be renewed and does not
want to mess around with processed that
get hung up or simply don't work. She is
aways looking for ways to optimize her life
and Work.

GOALS TECHNOLOGY

Feeling

LOCATION Bountiful

Sympathetic

T e
Online

Making strong connections in her community - o0%

—nsuring the quality of education for her children  wobike
Maximizing her time

Apps

Social Media

Clnr lnaa amA e maacaa - 70% |

FRUSTRATIONS



USE CASE SCENARIOS

Pat is graduating and from a state school and is applying for a teaching job in Price. The e Transcript
school requires an official transcript with the application.

Pat has not yet acquired her Educator License and will need to complete this process while e Educator License
applying for a job as a teacher.

Pat is going to relocate to Price from her college home. In order to be able to participate in e Driver License
the community and get around a few items will need to be updated with a current address. e Vehicle Registration
e \oter Registration

While Pat is applying for a teaching position Pat plans to work part-time waiting tables ata e Food Handlers Permit
local restaurant.

Pat is into the outdoors and plans to take advantage of the many fishing holes around e Fishing License
Price.



NEW EXPERIENCES

i © $

PROXIMITY TEXTS TIMELY TEXTS SMART SPEAKERS
Receive text message when driving past an Receive a Text alert the night before an Renew their vehicle via Alexa by simply
On The Spot Location reminding of their election telling user WHEN and WHERE saying “Yes”

pending vehicle renewal they can VOTE

o " -,

MOBILE TRANSACTIONS PROVE IDENTITY AUTOMATED CHAT HELP

Apply for their Fishing License from their Plumbers and other trades can bump After partially completing an online

speech enabled car via Siri, Alexa, Google phones to send their DOPL, Education or application, a chatbot asks the user if they
or Tesla while they are driving to the lake other state license to prospective clients need help with step 4 of the application



FRICTIONLESS GOVERNMENT

%go Citizen Portal My Dashboard My Official Records My Property

Welcome,
onn V) Deee o i
Step 2: Add Driver License

@ Need Melp?

Notifications

You have two messag

applications




