D R A F T

North Texas Healthcare Network

Information Access Enhancement Project – Modeling Stage

Current Reports Profile


[image: image1.png]King County




Parks E-commerce
Electronic Payments 

Business Case Analysis

Template

NOTE TO USERS:   This template is intended as a guideline for your business case analysis.  It solicits answers that will be needed by decision makers to assess the feasibility of your project and to recommend next steps.  If you believe that one part of the template already answers a question in another part of the template, then simply cross reference your answers in the document.  You may also attach any information that you believe is relevant to your business case.
Agency/Division: DNRP/Parks
Version:

Date: January 21, 2009
Table of Contents

11.0
Executive Summary


11.1
Problem/Needs Statement


11.2
Recommendations


11.3
Cost-Benefit Analysis


11.4
Implementation Plan


22.0
Background and Needs Statement


22.1
Current Business Description


22.2
Needs Analysis


23.0
Project Recommendation


23.1
Project Goals and Objectives


23.2
Scope


23.2.1
Projects Requiring Major System Upgrades or Changes


23.2.2
Projects Requiring Minimal System Upgrades or Changes


33.3
Solution Description


33.3.1
Assumptions


33.3.2
Anticipated Benefits


33.3.3
Alignment with Agency Business Plan


33.3.4
Alignment with Strategic Technology Plan Guiding Principles


33.3.5
Alignment with King County Electronic Payment Policies and Procedures


33.4
Impact Assessment


43.5
Other Alternatives Considered


43.6
Arguments Opposing Recommended Solution and Responses


44.0
Project Approach


44.1
Approach Description


44.2
Risks


44.3
Critical Success Factors


44.4
Resource Requirements


54.5
Estimate Timeline


54.6
Criteria for Measuring Success


55.0
Financial Analysis


55.1
Cost-Benefit Analysis Worksheet


65.2
Financial Assumptions


65.2.1
Revenue Assumptions


65.2.2
Increased Cost Assumptions


65.2.3
Decreased Cost Assumptions


65.3
Proposed Funding Source


7Appendix A:   Questionnaire for Agencies with payment applications that are not part of the County’s eCommerce payment system.


9Appendix B:  Potential Cost-Benefit Considerations




1.0 Executive Summary

1.1 Problem/Needs Statement

This project will implement a hosted e-commerce solution for the Parks Division of the Department of Natural Resources & Parks, to be online in early 2011.  This e-commerce solution will allow the public to register for programs, book facilities, and purchase parking passes and other activities online via active.com.  This hosted solution is provided by the same vendor as Parks’ existing facilities scheduling system, thus providing the most straightforward application and data integration.  Parks Division believes that this is the most cost-effective approach to e-commerce, and compliments Parks’ existing software systems and administrative processes.
1.2 Recommendations

See 1.1 above.

1.3 Cost-Benefit Analysis

A 5% increase in parking pass sales and campsite rental revenue is anticipated after implementation.  We anticipate this to provide annual revenues of $20,000. Moreover, additional benefits will be provided when Parks eventually shifts more of its booking and sales activities to e-commerce.
1.4 Implementation Plan

The Project Manager will work with consultant to implement this project. 
January 30, 2009 – preliminary meeting with consultant to discuss technical issues, audit database, review existing policies, discuss customization features, browse reports and determine implementation schedule.

February 19, 2009 – Set up VPN

March 2 – 6, 2009 – onsite training with consultant

2.0 Background and Needs Statement

2.1 Current Business Description

The Class Software Solutions information system in use at Parks for program registration and facility booking is part of our core business.  Currently, program registration or facility booking can only be done in person or via a phone call. 

2.2 Needs Analysis

This project will implement a hosted e-commerce solution for the Parks Division of the Department of Natural Resources & Parks, to be online in early 2011.  This e-commerce solution will allow the public to register for programs, book facilities, and purchase parking passes and other activities online via active.com.  This hosted solution is provided by the same vendor as Parks’ existing facilities scheduling system, thus providing the most straightforward application and data integration.  Parks Division believes that this is the most cost-effective approach to e-commerce, and compliments Parks’ existing software systems and administrative processes.
3.0 Project Recommendation

3.1 Project Goals and Objectives

Parks is currently using an information system from Class Software Solutions (now called Active Network) for a variety of program registration and facility booking activities. The system has been in operation since March of 2000 and it has been very successful.  In order to maintain a tight integration with the existing Class information system, the e-commerce solution preferred by Parks is to contract with Active Network to provide Hosted Class Internet service.  Parks needs a solution that will provide 24/7 access to purchasing and scheduling for the convenience of its customers without adding substantial costs for providing this service. This solution also needs to integrate with other forms of payment that the agency receives, including cash payments.  Hosted Class Internet will enable Parks to have increased hours of operation without additional staff costs. Hosted Class Internet will allow Parks to reach new markets and increase revenue. Parks can shift from task-focused service to value-added service delivery. Self-service options offer complete and automated updates to the database, which means that staff spends less time on manually processed registrations. By processing fewer manual registrations, the margin of error is also reduced, leaving customers and program coordinators happy. Hosted Class Internet provides a new solution to balance the risks and financial strain with the benefits of offering an internet solution.
3.2 Scope

3.2.1 Projects Requiring Major System Upgrades or Changes

N/A
3.2.2 Projects Requiring Minimal System Upgrades or Changes

Parks has set up the following schedule with Active Network to plan the implementation:

January 30, 2009 – preliminary meeting with consultant to discuss technical issues, audit database, review existing policies, discuss customization features, browse reports and determine implementation schedule.
February 19, 2009 – Set up VPN

March 2 – 6, 2009 – onsite training with consultant

3.3 Solution Description

3.3.1 Assumptions

This project will increase Park’s visibility and enable more accessibility to the public. 
3.3.2 Anticipated Benefits

The current program registration and facility booking system is part of Parks’ core business. Hosted Class Internet is a further enhancement to the current information system being used. Adding Hosted Class Internet will allow Parks to keep up with business needs and take the next step up in technology, while continuing to allow customers to pay in person and by phone. 

3.3.3 Alignment with Agency Business Plan

Implementation of Hosted Class Internet service will allow Parks to modernize the provision registration and booking services.  Providing these services as e-commerce applications effectively extends our business technology.  The end result will be an improvement in citizen access to county services.
3.3.4 Alignment with Strategic Technology Plan Guiding Principles

· Hosted Class Internet will adequately address Parks e-commerce needs and is a module of the software program Parks is currently using.
· Hosted Class Internet adheres to the best practices to ensure consistency, achieve efficiencies and maximize success.
· Hosted Class Internet adheres to the highest security standards. 

3.3.5 Alignment with King County Electronic Payment Policies and Procedures

Exception from County eCommerce payment system - The Hosted Class Internet payment server will process all transaction information and then transfer the appropriate registration/booking information and payment amounts to King County Parks.  All credit card information collected during transactions will be handled by the Hosted Class Internet payment engine.  No credit card information will be transferred to King County.  Also, Hosted Class Internet will not store customers’ names, email addresses, addresses or phone numbers.  Parks will work with OIRM staff to ensure that there is no data security or liability issues with this project. This hosted internet solution provides an e-commerce engine that is completely compatible with the existing Class information system used by Parks, which integrates both online payments and in person payments, including cash.  Without an integrated solution, Parks would have to use two separate systems for collecting and tracking user fee revenues.  This compatibility also simplifies the process of transferring registration and booking information from the Hosted Class Internet e-commerce engine to the Parks Class information system.  

3.4 Impact Assessment

The current program registration and facility booking system is part of Parks’ core business. Hosted Class Internet is a further enhancement to the current information system being used. Adding Hosted Class Internet will allow Parks to keep up with business needs and take the next step up in technology, while continuing to allow customers to pay in person and by phone. 

3.5 Other Alternatives Considered

Without an integrated solution, Parks would have to use two separate systems for collecting and tracking user fee revenues.  This compatibility also simplifies the process of transferring registration and booking information from the Hosted Class Internet e-commerce engine to the Parks Class information system.
3.6 Arguments Opposing Recommended Solution and Responses

The County payment engine would not integrate with the current information system currently in use by Parks. 
Without an integrated system, an ECommerce solution would significantly increase the staff time required to track revenue data on two systems.  Hosted Class Internet will integrate with the current information system while adhering to the guidelines of King County. The Division examined not using e-commerce, but that alternative would prevent the Division from realizing the financial and customer service benefits it is anticipated to provide. 

.
4.0 Project Approach

4.1 Approach Description

January 30, 2009 – preliminary meeting with consultant to discuss technical issues, audit database, review existing policies, discuss customization features, browse reports and determine implementation schedule.

February 19, 2009 – Set up VPN

March 2 – 6, 2009 – onsite training with consultant

May 1, 2011 – estimated go live date

4.2 Risks

None known.

4.3 Critical Success Factors

Adhering to the schedule for implementation is critical for success of this project. 
4.4 Resource Requirements

The consultant will be working with the Project Manager for the majority of this project. Minimal time will be needed with IT staff. Parks program staff will attend 2 – 3 days of training. This project is a hosted solution, so there are minimal hardware needs, which Parks already has in its inventory.
4.5 Estimate Timeline

Description







Expected Completion Date
Approval for project






December, 2008

Sign contract to get on implementation schedule



December, 2008-January 2009

Staff to clean up database in preparation



December, 2008

Vendor to start implementation





March, 2009

Testing








March, 2009

Project Completion






May, 2011
4.6 Criteria for Measuring Success

This e-commerce solution will allow the public to register for programs, book facilities, and purchase parking passes and other activities online via active.com. A 5% increase in parking pass sales and campsite rental revenue is anticipated after implementation.  We anticipate this to provide annual revenues of $20,000. It is also anticipated that interest in several of Parks’ facilities will increase.
5.0 Financial Analysis

5.1 Cost-Benefit Analysis Worksheet

Hosted Class Internet will increase Parks visibility and allow 24/7 access by the public to Parks. The ease of purchasing parking passes online will help increase compliance with the parking fee at Marymoor Park. Customers will be able to view all of our facilities with slide shows along with available open dates. A 5% increase in parking pass sales and campsite rental revenue is anticipated after implementation.  We anticipate this to provide annual revenues of $20,000, showing that there is a 2 year straight payback period.  Moreover, additional benefits will be provided when Parks eventually shifts more of its booking and sales activities to e-commerce.

	Parks E Commerce
	
	
	
	
	
	

	Year
	2009
	2010
	2011
	2012
	2013
	TOTAL 

	Project Costs - Current Request
	19,863 
	0 
	0 
	0 
	0 
	19,863 

	Contingency % 
	10%
	10%
	10%
	10%
	10%
	10.00%

	Contingency $
	1,986 
	0 
	0 
	0 
	0 
	1,986 

	Total Project Costs 
	0 
	0 
	0 
	0 
	0 
	0 

	Operating Costs
	21,849 
	0 
	0 
	0 
	0 
	21,849 

	Total Cost Outflows
	0 
	0 
	4,000 
	4,000 
	4,000 
	12,000 

	Benefits
	21,849 
	0 
	4,000 
	4,000 
	4,000 
	33,849 

	Net Annual Cash    Flow
	0 
	0 
	20,000 
	22,000 
	24,200 
	66,200 

	Cumulative Cash    Flow
	(21,849)
	0 
	16,000 
	18,000 
	20,200 
	 

	Net Present Value
	(21,849)
	(21,849)
	(5,849)
	12,151 
	32,351 
	 


 Reference Appendix B for a list of potential cost-benefit considerations. 

5.2 Financial Assumptions

Benefits will be measured by number of bookings and/or payments through this service, as well as observing overall use and revenue trends.
5.2.1 Revenue Assumptions

A 5% increase in parking pass sales and campsite rental revenue is to provide annual revenues of $20,000. 
5.2.2 Increased Cost Assumptions

Increased costs for this program will be minimal.
5.2.3 Decreased Cost Assumptions

N/A
5.3 Proposed Funding Source

Parks Operating Levy 000001451

Appendix A:   Questionnaire for Agencies with payment applications that are not part of the County’s eCommerce payment system.

1. Variable Transaction Costs and Fees

a) What costs are paid by your agency for an electronic payment transaction? – Parks is proposing to absorb all but $3.00 of the transaction fee. This is estimated to be about $4,000 per year.
b) What transactions costs are passed on to the customer in the form of a fee? – Parks is proposing to charge each customer a flat $3.00 per transaction fee.
c) Are there any other costs or fees associated with your electronic payments (e.g., additional fee for expedited processing)? – N/A
d) Please attach pricing structure from vendor contract(s) as applicable.

Ongoing Fees Transactions entered directly by participants through the Website will be assessed the customary service fee charged by Active to online participants (“Service Charge”), as described below. Each online participant will pay the event fee charged by Agency plus a Service Charge equal to 6.5% of the event fee plus $.50, with a minimum Service Charge of $2.00. If the event fee is between $150-$500, the Service Charge will be 3.5% plus $5.00, and for fees above $500, the Service Charge will be 2.5% plus $10.00. All credit card refunds processed will be assessed a $.10 fee charged by Active to you. Active may reimburse itself for any credit card charge backs and associated fees out of event fees collected by it. In the event such funds are not available, you agree to reimburse Active for any charge backs or refunds
This is the amendment to that language for the change that Parks proposed:

Each online participant will pay the event fee charged by Agency plus a flat $3.00 transaction fee.  The Agency will pay the remainder of the service charge.
2. Fixed Costs

a) What initial set up or registration costs did your agency incur? - $15,100
b) Do you have any set up or registration fees for new business applications (i.e., sometimes called new merchant accounts)? – N/A
c) Do you have any monthly or ongoing fees (i.e., for maintenance or hosting services)? – Included in the pricing structure above
d) Please attach pricing structure from vendor contract(s) as applicable. – same as 1.d above
3. Technical
a) What security measure or provisions are used in your electronic payment environment?  How secure is the Hosted solution? 

· Communication between the Hosted IIS Server and the Agency Database Server is through a site to site VPN tunnel 

· Communication between the Internet Client computer and the Hosted IIS Server AND the Hosted IIS Server and the local Class Database Server is encrypted using SSL or IPSec 

· All Credit Card information that is stored in the Payment Server and Class Databases is encrypted 

· The Hosted IIS servers with SMTP will have Relaying disabled to prevent forwarding of unsolicited email 

· IP forwarding will be disabled on the Hosted IIS servers. 

· All IIS servers will have a Secure Server Certificate which can be validated by the customer 

· All HTML is generated at runtime using ASP scripts. This allows the web technologies used in the application to remain hidden on the server.

b) Do you use standard SSL transport? – See above
· What is your protocol (i.e., SOAP v1.1, .NET based client, or other)? – See above
c) Is your vendor CISP certified? Not at this time
d) What technical support is available to your agency from the vendor?  By your own staff? The vendor provides 24/7 support for this application. The Class System Administrator is available when needed. Since this is a hosted program, staff support will be minimal.
4. Reporting

a) What standard reports are available for balancing payments with bank deposits?
Parks will continue running registration and revenue reports from the current database. An additional report will be available to Parks using Hosted Internet to report on user charges collected.
b) Do you have any customized reports (please explain)? – Reports can be customized by the Class System Administrator (Project Manager) or by the vendor.
c) How long are your archived payment records available from your vendor? – 90 days
d) Are you storing any portion of a customer’s bank account or credit card account in a County operated server or database? – Currently the credit card number is stored in the Class database, but it is masked. The vendor is working on a patch that will allow the credit card numbers to be purged upon entering. That will happen automatically when Parks goes to the Hosted Internet and Hosted Payment Server.
5. Other

a) What are the unique circumstances or business needs that would preclude your agency from migrating to the County’s eCommerce payment system? 

Parks considered using King County Ecommerce.  However, this approach would not integrate with the current information system in use by Parks. This is problematic because Parks needs to continue to collect fees in person and by phone, for everything from hourly parking fees to pool fees. Without an integrated system, an ECommerce solution would significantly increase the staff time required to track revenue data on two systems.  Hosted Class Internet will integrate with the current information system while adhering to the guidelines of King County. The Division examined not using e-commerce, but that alternative would prevent the Division from realizing the financial and customer service benefits it is anticipated to provide. 

b) What are the likely positive and negative consequences on your agency if you are required to migrate to the County’s eCommerce payment system? See 6a above
Appendix B:  Potential Cost-Benefit Considerations

This list of cost-benefit elements is meant to help agencies in preparing their business case analysis and cost benefit worksheets in Section 5.1.  It is by no means an exhaustive or all inclusive list of all possible revenue or cost items.  Instead, it is intended to serve as a starting point for your analysis.  Remember to consider the costs and benefits to other agencies within the county and to the public (the customer).  

 
Where costs and/or benefits can be expressed quantitatively, use the analytical worksheets.  The complexity of the analytical worksheets should correspond to the complexity of the project.  They should be completed only for the number of years (columns) needed for the project to become economically feasible. 

	Cost-Benefit Considerations
	Potential Cost or Benefit in Dollars

	
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	Considerations for REVENUE ELEMENTS
	
	
	
	
	

	1. What amount of new revenue amount is expected for the agency?

Project the number of  new transactions (customers) expected and the average dollar amount per new transaction (customer) for each year in the business case analysis to determine the corresponding increased revenue amounts.  
	20,000

	22,000
	24,200
	26,620
	29,282

	2. What amount of revenue stream is expected to be redirected, such as from a new payment methods, for an existing agency application?  

Project the number of redirected transactions (customers) expected and the average dollar amount per redirected transaction (customer) for each fiscal year of the economic feasibility study to determine the corresponding increased revenue amounts.  
	15%
	20%
	25%
	30%
	35%

	3. What decrease in revenue for the agency is expected? 

Project the number of lost transactions (customers) and the average dollar amount per lost transaction (customer) for each fiscal year of the economic feasibility study to determine the corresponding decreased revenue amounts.  
	0
	0
	0
	0
	0

	4. What increase or a decrease in revenue to another county agency or an outside entity (customers) is expected?
	0
	0
	0
	0
	0

	5. What increase in revenue will result from compliance with existing laws or regulations?
	n/a
	n/a
	n/a
	n/a
	n/a

	6. What increase in revenue will result from shortening the time to receive and increasing the time availability of funds?
	n/a
	n/a
	n/a
	n/a
	n/a

	Considerations for NEW OR INCREASED COSTS
	
	
	
	
	

	One Time Costs (new or increased costs)
	
	
	
	
	

	7. What will be the costs for new hardware purchases?
	0
	0
	0
	0
	0

	8. What will be the costs for other equipment purchases needed?
	0
	0
	0
	0
	0

	9. What will be the costs for other infrastructure needed such as local area networks, additional telephone lines, and additional storage facilities?
	n/a
	n/a
	n/a
	n/a
	n/a

	10. What will be the costs for consulting?
	14,426
	0
	0
	0
	0

	11. What will be other development costs, including personal service contracts, staff costs, and temporary staff?
	5,437
	0
	0
	0
	0

	12. What will be the costs for software purchases and licensing?
	n/a
	n/a
	n/a
	n/a
	n/a

	13. What will be the costs for digital signatures/certificates?
	n/a
	n/a
	n/a
	n/a
	n/a

	14. What will be the costs for required one-time modifications to existing systems?
	n/a
	n/a
	n/a
	n/a
	n/a

	15. What will be the one-time costs associated with a host Internet server, the fulfillment server, the mainframe lookups, mainframe updates, etc.
	n/a
	n/a
	n/a
	n/a
	n/a

	16. What will be the set-up fees for merchant IDs or other required Internet processor accounts?

Contact FBOD Cash Management for fees.
	n/a
	n/a
	n/a
	n/a
	n/a

	17. What will be costs for testing the electronic payment service?
	n/a
	n/a
	n/a
	n/a
	n/a

	18. What will be costs for marketing the electronic payment service?
	n/a
	n/a
	n/a
	n/a
	n/a

	19. What will be the fees for initial lock box set-up?  

Contact FBOD Cash Management to determine if a lock-box is need and for fees.
	n/a
	n/a
	n/a
	n/a
	n/a

	20. What will be the cost for initial training?
	n/a
	n/a
	n/a
	n/a
	n/a

	21. What will be the costs for organizational restructuring?
	n/a
	n/a
	n/a
	n/a
	n/a

	22. Will there be both new retail and Internet options?  If so, what will be all the additional costs to set-up both options?
	n/a
	n/a
	n/a
	n/a
	n/a

	23. What other one-time costs will there be?
	n/a
	n/a
	n/a
	n/a
	n/a

	On-going Costs (new or increased costs)
	
	
	
	
	

	24. What will be the costs for hardware leasing and/or maintenance?
	n/a
	n/a
	n/a
	n/a
	n/a

	25. What will be the costs for other equipment leasing and/or maintenance?
	n/a
	n/a
	n/a
	n/a
	n/a

	26. What will be the on-going infrastructure costs?
	n/a
	n/a
	n/a
	n/a
	n/a

	27. What will be the on-gong consulting fees?
	n/a
	n/a
	n/a
	n/a
	n/a

	28. What will be the on-going development costs?
	n/a
	n/a
	n/a
	n/a
	n/a

	29. What will be the software maintenance, license renewal and update costs?
	n/a
	n/a
	n/a
	n/a
	n/a

	30. What will be the on-going digital signature/certificate fees?
	n/a
	n/a
	n/a
	n/a
	n/a

	31. What will be the on-going hosting service costs?

Contact FBOD Cash Management for monthly Financial Settlement hosting fees.
	4,000 min
	4,000 min
	4,000 min
	4,000 min
	4,000 min

	32. What will be other monthly fees from an internal and/or external service provider?
	n/a
	n/a
	n/a
	n/a
	n/a

	33. What will be the transaction fees, such as for credit card?  

Contact FBOD Cash Management to obtain current transaction fees for desired electronic payment methods.
	Included in 31
	Included in 31
	Included in 31
	Included in 31
	Included in 31

	34. What will be the monthly reporting, invoicing fees, and other electronic processor costs?  

Contact FBOD Cash Management to obtain applicable fees for desired electronic payment methods.
	Included in 31
	Included in 31
	Included in 31
	Included in 31
	Included in 31

	35. What will be the monthly lock box fees?

Contact FBOD Cash Management to obtain applicable fees.
	n/a
	n/a
	n/a
	n/a
	n/a

	36. What will be the continuing training costs?
	n/a
	n/a
	n/a
	n/a
	n/a

	37. What will be the additional help desk and other support costs?
	n/a
	n/a
	n/a
	n/a
	n/a

	38. What will be the other additional staff costs needed to maintain the electronic payment feature?
	n/a
	n/a
	n/a
	n/a
	n/a

	39. What will be other on-going costs to the agency?
	n/a
	n/a
	n/a
	n/a
	n/a

	40. What will be the costs to other county agencies?
	n/a
	n/a
	n/a
	n/a
	n/a

	Considerations for DECREASED COSTS (Cost Savings/Cost Avoidance)
	
	
	
	
	

	41. What will be the reduction in refunds needed to be processed by the agency due to more accurate payment calculations by automated systems?
	n/a
	n/a
	n/a
	n/a
	n/a

	42. What will be the additional cost reductions if fewer transactions occur in the field offices?
	None anticipated
	None anticipated
	None anticipated
	None anticipated
	None anticipated

	43. What will be the reduced infrastructure costs?
	n/a
	n/a
	n/a
	n/a
	n/a

	44. What will be the decrease in check/cash handling costs such as security, transit, storage, and theft or pilferage associated with a decrease in the number of checks processed?
	Not determined
	Not determined
	Not determined
	Not determined
	Not determined

	45. What will be the paper and/or mailroom cost reductions as a result of fewer checks processed?
	n/a
	n/a
	n/a
	n/a
	n/a

	46. What will be the decrease in banking and NSF fees associated with a decrease in the number of checks processed?
	Negligible
	Negligible
	Negligible
	Negligible
	Negligible

	47. What will be the training, maintenance or software cost reductions?
	n/a
	n/a
	n/a
	n/a
	n/a

	48. What will be the decrease in staff costs associated with a decrease in the number of checks processed?

Also consider benefits resulting from redistributing current staff in qualitative analysis.
	None anticipated
	None anticipated
	None anticipated
	None anticipated
	None anticipated

	49. What will be the decrease in accounts receivable processing costs associated with a decrease in the number of checks processed?
	None anticipated
	None anticipated
	None anticipated
	None anticipated
	None anticipated

	50. What will be other cost reductions for the agency?
	Minimal
	Minimal
	Minimal
	Minimal
	Minimal

	51. What will be the cost savings for other county agencies?
	n/a
	n/a
	n/a
	n/a
	n/a

	52. What will be the cost savings to the customer in decreased penalties from incorrect amounts paid by check?
	n/a
	n/a
	n/a
	n/a
	n/a

	53. What will be the cost saving to the customer in decreased check writing and mailing costs?
	Unknown
	Unknown
	Unknown
	Unknown
	Unknown

	54. What will be the cost savings to the customer in decreased wait time at the agency’s or subagent’s counter, decreased travel time to the agency or subagent and decreased time spent in filling out forms? 

In calculating the customer’s decreased time costs, the agency should use a standard wage for the customer times the number of customers times the amount of time saved per fiscal year.
	Not determined
	Not determined
	Not determined
	Not determined
	Not determined

	55. What will be the cost savings to the customer in decreased vehicle costs and parking fees at the agency or subagent?
	Not determined
	Not determined
	Not determined
	Not determined
	Not determined

	56. What will be other cost reductions for the customer?
	Not determined
	Not determined
	Not determined
	Not determined
	Not determined

	Considerations for PUBLIC BENEFITS (quantitative and qualitative)
	
	
	
	
	

	57. What will be the improved quality of life for the general public? (Qualitative)
	Accessibility
	Accessibility
	Accessibility
	Accessibility
	Accessibility

	58. What will be the reduction in road traffic and highway congestion?
	Not determined
	Not determined
	Not determined
	Not determined
	Not determined

	59. What will be the overall increase in customer satisfaction and in the image of the county? (Qualitative)
	Accessibility
	Accessibility
	Accessibility
	Accessibility
	Accessibility

	60. What will be the overall increase in economic activity for the county resulting from this new electronic payment service?
	Not determined
	Not determined
	Not determined
	Not determined
	Not determined

	61. What help will be result for other agencies or improvements in inter-agency coordination of services?
	N/A
	N/A
	N/A
	N/A
	N/A

	62. What will be the improvement in the public’s knowledge of the agency and of its services? (Qualitative)
	Increased awareness
	Increased awareness
	Increased awareness
	Increased awareness
	Increased awareness

	63. What will be the improvement to intra-agency coordination of services?
	n/a
	n/a
	n/a
	n/a
	n/a

	64. What will be the increase in agency efficiencies and data accuracy?
	10%
	15%
	15%
	20%
	20%

	65. How will this help the agency to achieve its business plan? (Qualitative)
	Increase accessibility & awareness to the public
	Increase accessibility & awareness to the public
	Increase accessibility & awareness to the public
	Increase accessibility & awareness to the public
	Increase accessibility & awareness to the public

	66. How does this project align to the county’s strategic technology initiatives? (Qualitative)
	Increases accessibility
	Increases accessibility
	Increases accessibility
	Increases accessibility
	Increases accessibility

	67. What are other public benefits?
	Convenience
	Convenience
	Convenience
	Convenience
	Convenience


Source:  EFS Analytical Worksheets, Office of Financial Management,  State of Washington, http://www.ofm.wa.gov/policy/ecomm.htm
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