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SUBJECT

A briefing on the top five eGovernment Services King County Could Offer. 
SUMMARY

Attachment 1, a report titled “Top 5 eGovernment Priorities – Summary Report” provides recommendations by the Executive and the Chief Information Officer (CIO) for priority services King County could offer residents through electronic means. The recommended services are:
· Property assessment appeals;

· Redesign of the County website organized around services offered;

· Enhanced public alert capabilities;
· Online services directory identifying locations of available services;

· Online access to criminal case status.

These services are the result of a countywide assessment of services that identified 14 candidate functions that were prioritized and resulted in the five recommendations.
BACKGROUND
In December of last year, the King County Council approved Motion 13392, requesting the Executive to identify and develop a plan for implementing the five most important services King County could offer the public through electronic means. The motion provided criteria to the executive for identifying services that could be offered in the near term. Specifically, the motion stated: “…Cost and practicability of providing e-government services are reasonable criteria for prioritizing services as well as other criteria the executive may identify.  Initial e-government services should focus on county-to-citizen and county-to-business services, with county-to-other governments and county-to-employee services to follow later.”
ANALYSIS
Over the last four or five years King County has establishes a body of policy around Information Technology as a key tool to enhance customer service, reduce costs, reduce the use of paper and to reduce the County’s carbon footprint. The financial challenges faced by the County have made the use of technology even more important as a tool to reduce costs. Development of the Countywide Strategic Plan has also reinforced the role of technology in delivering services to the public and enhancing customer service.

As noted in the introduction to the report, the five services offered as candidate eGovernment services are consistent with the King County Strategic Plan 2010-2012. Priorities identified in the plan include citizen collaboration, customer service, government transparency, providing online services, and using social media. At this point, the projects should be considered conceptual in nature since they have not undergone the standard process of identifying sponsors, working with stakeholder agencies, developing business cases and undergoing analysis through the annual budget process and the IT governance process. This point will be expanded in the Next Steps section of this staff report. However, the projects have been selected because they could be implemented in the near term if there is sufficient interest by elected leadership and stakeholder agencies.
Need for eGovernment Services – Council staff did some preliminary research into the volume of individuals using or affected by the five services identified. The following information is provided for services where data was available.
Appeals of Property Valuations
An appeal of a property valuation requires substantial documentation. Commercial appeals are particularly complicated. Over the last three years the Board of Appeals has seen a very significant increase in the number of property owners who filed appeals of the valuation of their property. The Board received 13,200 appeals for the 2009 tax year, over 8,400 for the 2010 tax year, and over 7,600 for 2011. This is a significant workload and a rather large number of property owners that would potentially benefit from an eGovernment approach to appeals. Accommodations would always be necessary for those appellants that are not able or willing to use an online service.
Redesign of King County Website for Interactive Communication
A redesign of King County’s website could potentially benefit tens of thousands of individuals, both residents and non-residents. New web tools make it possible for residents to be more interactive with the County’s website as they search for services and information. This requires a significant redesign of the County’s website. As an example of how active King County’s website is, each day, the website has, on average:

· 42,550 homepage “sessions” (One session is a person spending time looking at several County’s web pages.)
· 228,000 “page views”

· 1.2 million web server “hits” (a search engine identifies King County as a possible match for information sought by a user.)
Online Services Directory
The King County website could be much more helpful to residents in the way it identifies the availability of services.  Many County services are offered only at specific locations, or types and levels of service are specific to certain neighborhoods.  An Online Services Directory would create an interactive tool that would allow citizens to enter a location such as a zip code at first, and perhaps GPS location for smart phone users later, and obtain service contact information specific to their location.  This service would also support non-emergency online communications as providing web-based or automated interactions, including social media (Twitter etc.) instead of requiring telephone interaction for services.  This latter function is sometimes considered an "Online 3-1-1 service". The number of individuals who could benefit from this redesign of service information would be similar to the statistics for the overall redesign of the website.
Enhanced Public Alert Capabilities

King County uses a number of systems that residents can sign up for to receive alerts regarding events such as potential floods and current information on bus service. For example, the Office of Emergency Management uses three systems for alerts: the Regional Public Information Network (RPIN); My State USA; and Flood Alert. The number of individuals signed up for each of these respectively is 15,400, 12,494, and 4,939 for a total of nearly 33,000 individuals. OIRM has assessed the ways that the County uses electronic alerts and has found that it could consolidate the systems and tools used to communicate in order to improve County’s cost structure, and expand the type of alert functions to which residents can subscribe.  Social media tools like Facebook, Twitter, etc., are already used by some county agencies and new content could include non-emergency events like town hall meetings, press releases, Council agendas, etc.
Criminal Case Status
Both Superior Court and District Court have criminal cases within their jurisdiction. King County is a populous jurisdiction and therefore has a significant number of criminal cases. For 2010, Superior Court adjudicated 6,691 adult criminal cases and 3,356 juvenile criminal cases. Last year District Court adjudicated 15,615 cases excluding traffic misdemeanors and infractions but including DUI and domestic violence charges. Clearly members of the public have an interest in individual cases as do persons charged with crimes and their family members. 
Next Steps - At this point, the recommended eGovernment services are conceptual in nature and have not undergone the rigorous process that is required for projects. Substantial work needs to be done with the agencies that would be involved in providing the services, as well as identifying project sponsors and developing business cases. For example, the King County Council is redesigning its business practices, looking for efficiencies and improved customer service. Agencies such as the Board of Appeals and the Department of Assessments are key stakeholders in any redesign of the appeals process and their support would be essential. The same is true for a criminal case online status system. The Department of Judicial Administration, District Court, Superior Court, the Prosecuting Attorney and public defender agencies are all stakeholders.

The eGovernment services also need to be prioritized in the larger context of the annual budget process and the IT Governance Process. Nevertheless, the report is responsive to the Council motion and is helpful as a discussion tool for how King County could move forward to meet its IT maturity goals, as well as how to better meet the needs of County residents and to gain efficiencies in the process.
Potential Benefit and Cost Estimates – As noted in the eGovernment Report, staff were only able to develop “VERY tentative” benefit and cost estimates for projects given the timeline for the report. The preliminary benefits and costs are:

· Total one-time costs of $2,242,500

· Future new annual operating costs of $102,000 beginning in 2013

· Annual cost reductions of $890,000 phasing in between 2012 and 2013

· Net seven year benefit of $1.3 million

The projects preliminary cost estimates are provided below. The website based projects are combined into one project for cost estimating purposes. 
Property Tax Appeals - $828,000;
Redesign of the County Website - $1,059,500;
Criminal Case Status - $435,000. 
Costs and benefits would be validated near the end of the Preliminary Design phase of any project. (The report also provides preliminary milestones and timelines which can be found on page 6 of the report while alignment of the projects with business strategies can be found on page 7.)
SUMMARY

The Top 5 eGovernment Services Report provides an intriguing look into a possible near term future for King County where important services are more readily available to residents, where customer service can be improved and where efficiencies can be gained for the benefit of taxpayers. While more analysis and coordination is needed, there is little doubt that these types of services and tools are consistent with established County policies and that such services are coming to King County sooner rather than later.
ATTACHMENTS
1. Top 5 eGovernment Priorities – Summary Report
2. Transmittal letter received June 21, 2011
3. Motion 13392
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