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Access Washington and e-Government Services
The State seeks a Vendor to provide services that will assist the State of Washington in the development, implementation, delivery, and marketing of effective e-Government (e-Gov) applications and services. The State wants to make it easier for individuals and businesses to interact with state government. E-Gov services will provide consistency and efficiency for both businesses and government.

The State seeks solutions with seamless access to/from services across departments. For example, the small business community seeks consistent ways to interact with all the licensing, registration, and taxing agencies without having to go to each agency individually. Providing a single entry point for these businesses could reduce errors, and make the business owner’s experience easier.

A ‘one online place’ approach for the electronic delivery of government services and information will assist the public by providing more effective navigation and communication when interaction is required across multiple agencies and even different levels or branches of government.
The State is interested in providing more online services. The Vendor will help develop a roadmap for and implement and/or improve numerous on-line, transactional applications.  This may include developing applications that support mobile users, improving the user experience via a single sign-on, standard payment process, and a “shopping-cart” like experience for users.  
In addition to application work, the Vendor will help coordinate and improve multi-agency state processes, analyze business processes, identify and automate back office workflows, recommend more consistent and efficient ways to provide online services, and help manage projects. The State will be looking to the Vendor to work with various agencies, governance teams, focus groups, and also help market the services.   
Over time, multiple e-Gov applications will be developed by both the Vendor and by agencies and made accessible via the state’s web portal and websites. Some of these applications would provide services and information free of charge, while others will generate revenues. 
Example E-Gov applications and services may include but are not limited to: 

· Licensing and permitting (e.g. motor vehicles, professional, occupational, insurance, financial, sports, and others) 

· Filing (e.g. UCC registrations, taxes, insurance, Workers Compensation, environmental reports, permits, grant and loan management) 

· Applications (e.g. employment, corporate registrations, renewals) 

· Record Searches (e.g. motor vehicle, recreational vehicle, driving record, investigative, corporate standing, credit search) 

· Information Access and Automated Processes (e.g. “How do I start a business in Washington?”; “What government jobs are available?”; “How do I buy government surplus property?”)
· Purchasing & Contract Management (e.g. full business cycle from pre-bid to payment) 

· Payments (e.g. service fees, taxes, permits, etc.) 

· Integrated Applications (e.g. intergovernmental services such as business registration with multiple agencies, reporting to multiple agencies) 

General Design Requirements 
Successful Vendor will have the capacity to design, develop and maintain E-Gov websites and applications that meet the following standards and guidelines:

· Office of the Chief Information Officer (OCIO) - State Identity Management Standards http://ofm.wa.gov/ocio/policies/documents/183.20.10.pdf
· Office of the Chief Information Officer (OCIO) - State IT Security Standards
http://ofm.wa.gov/ocio/policies/documents/141.10.pdf

· Office of the Chief Information Officer (OCIO) - State Accessibility [Sec 508 and W3C] Guidelines
http://www.ofm.wa.gov/ocio/policies/documents/1000g.pdf
· Usability.gov Research Based Guidelines
http://usability.gov/guidelines/index.html
Success factors include:
· Outstanding e-Gov services presentation and user experience;

· Interface that is easy to use and navigate; 

· Consistent user experience for diverse, multi-agency processes;

· Single sign on for transactions and shopping cart like experience for payments;

· User security and privacy, and promote trust; 

· Role-based access to information and processes; 

· Solutions designed and usability tested with user participation;

· Collaboration with the state, agencies, business representatives, and staff; 

· Partner with agencies and staff experts that have existing and planned systems;
· Application security and reliability;

· Dynamic presentation, ability to incorporate new technologies and capabilities;

· Scalable, ability to support millions of users;

· Compliant with federal and state regulations and policies; and
· Support for various desktop and mobile devices, operating systems, and Internet browsers

Customer Service
The first contact point for Customer service shall be the Contractor. The Contractor shall resolve all issues related to usage, navigation, applications, or Customer problems regarding an e-Government application. Any issues regarding the back‐end processing of State applications or State maintained web pages would be forwarded to the help facility within the appropriate agency. 
At no cost to the Customer or the State, the Contractor shall provide for Customer service help to users of the State's e-Government services. 

I. General QUESTIONS (0-5 points each question)
Respond to the following questions. Describe your firm’s experience and approach. 

1. What best practices do you see nationally and internationally that are applicable to e-Government (e-Gov)? 

2. How could Washington’s e-Gov approach and services be improved? 

3. What does your company bring to the table? 

4. What relevant past experience does your company have? 

5. What tools or techniques could speed the rapid prototyping and deployment of new online services? 

6. What are the steps your company takes in understanding what multi-agency business and technical processes are in place today?

7.  How do you build a roadmap, bring together various organizations that provide services to businesses, identify potential solutions, and engage end users to ensure the best and consistent experience?

8.  Do you have in-house capability to provide these services?

9. Do you have the ability to partner or subcontract to provide these services?

10. What states have you already implemented these services for, and what applications built for other governments or larger multi-organizations could be adapted for the State of Washington?

11. Describe how your e-Gov solutions are accessible and comply with Section 508 standards.
II. CAPABILITIES, approach, and Experience (10 points each question)
Vendor must describe and explain how they will meet or exceed the State’s requirements, and must include specific examples of similar approaches delivered in other states or large multi-organizational companies.
Please explain your experience, capabilities, and approach to the objectives listed in the following areas. 

Responses for each of the sections below can be summarized for each objective where applicable or as needed.

1. Governance 
· Integrating with the state governance structure;

· Aspects of governance critical to success;

· Aspects of governance that may pose risks to success; 
· Alternative approaches that would address and mitigate risks; and

· Alternative approaches that would contribute to success.

2. Business Management 
· Strategy Development (including communications and roadmaps) 

· Multi-agency/organization Collaboration

· Project & Program Management 

· Consumer Marketing & Outreach 

· Financial Analysis & Accounting 

· Call Center Management, Customer Service, and Citizen Support 

· Transition strategies and Training

3. Product Management 

· Market Analysis 

· Requirements Gathering 

· Information Architecture & Usability Analysis 

· Product & Service Design 

· Customer Surveys & Data Gathering 

4. Application & Service Development 

· Cross-organization business and technical analysis, workflow analysis, and designs
· Technical Design & Architecture 
· Programming Services 
· Usability and Multi-Language delivery and support
· Solutions designed and tested with business owners and other end-user participation
· Accessibility (Sect. 508) Compliance 

· Process for developing new templates and future versions to keep the site fresh
· Issues management
· Performance & Scalability Testing 

· Functional (“Bug”) Testing 

· Mobile device testing

· Web Services Implementations
· Technical Documentation 

5. Systems Integration 

· Integration Services to Other Systems (planning and implementation)

· System Design 

· Product Selection 

· Implementation 

· Legacy System 

· System Testing 

· System Documentation 

6. General Technical Capabilities 

· Network Security 

· Application Security 

· System Monitoring & Reporting 

· Mobile Technologies 

· Document Management 

· Web Content Management 
· Message Bus / Enterprise Application Integration (EAI) 

· Identity Management, Single Sign On

· Common Electronic Payment System/s 

· Integrated Voice Response Systems (IVR) 

7. General Operational Capabilities 

· State Portal Implementation(s) 

· Business licensing, professional licensing, permits, taxes, online payments, etc.

· Include workflow identification, mapping, and levels of system integration to provide a “shopping cart” like experience.

· Business and individual One Stops such as “Start a business,” “Run a business,” “Renew my driver’s license and boat tabs,” etc.

· Contract Service Level Monitoring & Reporting 
· Change management, including notifying the State and users

8. Next Generation Technologies 

· User-Driven Content and/or Blogging 

· Internet Search 

· Tagging 

· Podcasting / Online Video 

· Participatory Government / Online Democracy 

· Website Personalization 

· Social Networking 

· Other Applications 

III. 
Software Products and Hardware Products (10 Points per question)
1. What software products would you likely propose to provide or partner with the state’s capabilities? 

· Name of product/s 

· Short description 

· Approximate number of installed systems 

· Delivery / hosting model (cloud, software as a service, on-site, etc.) 

· Implementations on similar scale 

2. What hardware products or devices would likely propose to provide or partner with the state’s capabilities? 

· Name of the product/s

· Short description 

· Approximate number of installed systems 

· Implementations on similar scale 

IV. VENDOR QUOTATION 
Funding Strategy for e-Government
The State is interested in using this procurement to identify new funding models to support and expand e-Gov transactions and back office state business operations.  The State will consider various funding models for the E-Government program.  This will include but is not limited to a financially self-supporting model that may be based on transaction fees or other fees. The State will also consider other sources of revenue for funding activities such as assessments to agencies.  When proposing funding models for e-Government services Vendors should take under consideration the objectives discussed in this solicitation and how their proposed funding model will best position the department to meet its goals.

· Vendors shall submit recommended funding models that will more closely tie e-GOV costs to value delivered.   Regardless of the  proposed funding strategy for future e-Gov applications and services, Vendors must describe and explain the following:

a. Procedures for billing, collections and issuance of payments, and 

b. How they will carry out all other fiscal activities necessary to operate a financially sound program, self-funded or otherwise.
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