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The public sector is our

LARGEST

industry and the
backbone of our business.



' Da’[aBz-,W|

A KYOCERA GROUP COMPANY

Delivering the Solutions You Deserve

Whether it’s serving local or state-wide enterprises, we recognize the
unique nature of the Public Sector and strive to provide industry-
leading service to our customers.

— Hyland 2019 PUBLICSECTOR —

PARTNER OF THE YEAR

—_— | —
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Delivering the Solutions You Deserve

DataBank has worked with over 65 state & local agencies within the State of Texas.
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Digital Transformation is...

l l Using digital technologies to remake processes and

services to become much more efficient or effective.

It is not replicating existing service in a digital form.
It is using technology to transform existing services and

processes into something significantly better. ,,




]
~ DataBank)

A KYOCERA GROUP COMPANY

ERAN
Z

Digital transformation is no longer a luxury. Across virtually all
sectors, digital transformation is becoming a competitive
imperative, crucial for each company’s survival.
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Primary Focus for Process Improvement

“What’s the primary focus of process improvement efforts for the time periods below?”

2 years ago Now 2 years from now

Cost Reduction 32%

49%

Improve Worker Productivity

Improve Customer Experience 16% 8%
Regulatory Compliance 14% 8%
Accelerate Digital
Business Transformation 13% 7% @

Source: Forrester’s Q1 2018 Digital Process Automation Survey
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START

Will it take too much of Will it cost Is it hard to Where do |
our time and focus? too much? get started? even begin?



Getting Started

Consolidating Across Shared Services

130 Record Categories 10 Record Categories

By using a unified model, record structures are created
once instead of multiple times. Classifying content with
robust metadata allows it to still be found in multiple ways.



Getting Started

Purpose Any internal or external document that can start a new case file, such
as an application, request for madification, notice of intent, or request
Initiate for termination.

Any internal or external document that impacts, justifies, or supports
an end record, but is not sufficient to serve as an end record as a
stand-alone document.
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Any internal or external document that summarizes, annotates, or
provides evidence of one or multiple end records, but does not impact
mthe end decision.

Recoed document that records an action or decision; this document is
Action/Dacision generally tied to a unique operational or transactional record.
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Any internal or external document that communicates information
regarding a case file, but does not impact or support the outcome, and
-a does not summarize or prove the action or decision.

A document created solely for the purpose of internally managing a

case file, such as a coversheet, routing slip, internal checklist, or
summary page.

appecon thiy documant T

e
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Administrative and supporting
documents created during a process
or case can often be indexed with the

same metadata as an end record. |

Higvoryone Canyou pled opsssss EE—

_ A document that guides the process of a case file, but does not change
S — between cases of similar characteristics, such as Federal guidelines or
J Reference technical standards.

A document that does not record or support an action or a decision,
but is a work product or deliverable, such as marketing materials,
Product Project materials, and digital assets.

Consider differentiating these within a record type by
listing them in a dropdown to be selected from, instead
of defining each one as a separate type of document.




1. Transform

Perception

Alter the way constituents perceive government and how they
view interacting with government.
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Current Perception of Government

of constituents rate
their perceptions of
using gov't digital
services as low.

of constituents
choose not to use
gov't digital services
due to lack of trust.

Source: Gartner | Survey Analysis: CIOs Must Help Close the Gap
Between CEOs’ Digital Ambitions and Consumers’ Digital
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Things can be different between
the private & public sectors




2. Transform

Processes

Redefine service from the customer’s perspective and
expectations.



Things that can be confusing




Making it intuitive and accessible

Form Design Key

Section | v. rotential Adjustmenis in Reni
Notes
T Is any member of your houschold who is 18 ycors of age or older, 8 foll Gme sludentT.........ciisirininne Yes ™o
Conditionat- IF yes, list name(s): .
2. Do you pay For child carc whilc s fomily member is employed or allending 3ehool7 ..., Yes Mo
Conditional I yes, list child care provider’s Nome:
Addresa, zip code i Phone:
Child carc cosl per week § per month 3 e
3. Do you receive Medicors BEmeliET ......couiivrimiiniss ssssmanssiormaims ssussnssrsesrasssm rus sus pes pra es prassassssmsssss st snas avesans Yes MNe
4. Do you receive medical assistance from any goOvEmMMENLT ..o rsisssansrn o sttt ns ssnan sermsressmsnemsns s e s Yes Mo
5. Do you pay for any medical or hospitalization insurance such a3 Blue Cross, ele )T e Yes MNo
Conditionald If yes, how much and how oflen: § per
Is this a p;_',rrul[ e L R A e R e e e e S Sl e D e e e e L e e Lk Yes Mo
6. Do you make paymeols on oulslanding medical e ot 4t g B i e g e Yes Nog

Conditionall To whom?
Amaunt per monthT 3
Cﬂndiﬁr:rnﬂl.i Ifycs, exphain:

Cﬂndfﬁﬂnﬂf'f If yes, list name and address of pharmoacy:

7. Do you have expenscs relaied o a disabilily that are necessary for your employment? ... Yes Mo

5. Do you lake prescriplion drugs on o regular basis? .o, e et e e P e Yes Neo

Data from Elite

Manual Entry Form Fields

Automated Form Fields

Manual Entry Keywords

Automated Keywords

Document Links

Signature Page

Conditional| ¢i: if yes, explain:

9. Do you anlicipale any heallh care relaled expenses in the next 12 monlhs Lhal arc nol covered by health insurance? Yes

Me
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How does cloud based architecture
support accessible, intuitive processes?

* Online forms can be responsive and guiding
* “l'know | haven’t missed any boxes.”

* Standardizes data and content captured and how it is routed
 Leads to new routine patterns of interaction
 “Ifit’s adigital process, it feels less likely to change based on the constituent
involved.”



10-seat economy
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Things that can be unfair




Making the process fair

Enforcements by Program and Enforcement Type
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How can cloud architecture ensure a
process is fair?

* Enables real-time data aggregation along
process lines and case types for evaluating
whether decisions are made evenly.

 Enhances services and processes with better (
analytics and forecasting - the right information,

to the right decision maker, at the right time.
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Things that can be unreliable

! CHII:K lll
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Individuals & Families Small Businesses All Topics «

The System is down at the moment.

We're working to resolve the issue as soon as possible. Please try again later.




Creating a familiar, stable framework
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County .

Forms

Galveston County launches new website

July 15,2013

The new website will provide a one-stop lecation for finding out any information on the entire range of
County services, hearing from County leadership, searching County databases, completing forms, and
ather local government activities.

“This has been a long time coming and we're very happy the day i1s finally here,” said County Judge Mark
Henry. “I hope users of our website find it easy to navigate and much more helpful ”

The website is built on a collaborative content management platform known as SharePoint that allows.
each County department to independently manage its own pages, while still displaying all of the events,
forms, and information in easily accessible central locations.

SharePoint lists across departments/offices
at the department level aggregated in one
place for a consistent user experience.




-~ DataBank?

How does cloud based architecture
support effective, stable interactions?

By investing in platforms instead of _

building ad-hoc applications:
* Experiences can be uniform & consistent
* Support and upgrades can be centrally

planned and coordinated
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Process & Perceptions...

Frustration leads to mistrust.
Intuition feels efficient and inclusive.

Vague or imbalanced outcomes feel malicious.
Clarity and awareness are perceived as honorable.

Inconsistency feels disjointed and ineffective.
Consistency feels reliable and inviting.



3. Transform

Behavior

Change how government employees work and shift to a more
efficient mindset.
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Transform Behavior

The most dangerous phrase is...

“We've always done it this way.”

Rear admiral Grace Hopper
1976 January 26, Computer World, Vol. 10, Num. 4, Page 9
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Transform Behavior

People don’t like change

A
N 7~

* The longer we’ve done something a certain way, _ —
the easier it is to do it that way - .

* Challenge the status quo QQQ

* Think outside the box, one challenge at a time
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Case Study | Nebraska's Coordinating
Commission for Postsecondary Education

* Scholarship Applications for local high school students
* Available to any student with a financial hardship
 Multiple parties:

e Student ool

e Counselors

* College Financial Reps
e State Agency Administrators ~

i




Transform Behavior E:@]

“] just wanted to tell you | LOVE the online -t ,.{ . @
system.... It is so smooth!!” Boone Central HS " * ‘.. «* Q ’EII
- —_— -]
( ) ( ) \ ACE Admin works with
Counselors and College College Reps review new
Reps to verify applications and keep
Application submitted Applications are ready track of grades for future
ssses . sssee
for Counselor Review . togoand approved applications
. f Y .
. —{= %,I?:-' o~ A After 7 years, applications
. M High School Counselors e, . . e . - _‘:‘-j 1 =~ and related documents are
- : Receives and Reviews : purged through automated
Students Create . ) S Applications M Records Retention
=
Online Profile : ’ - v . “""\:'
| et . . -
. OnBase verifies all : .
. necessary data is present . . ]
. . : “Using OnBase to administer our ACE program has saved
1 : : an unbelievable amount of time” — ACE Administrator
B : ' ' ©
- L]
L]
.3, : I_: Once reviewed, Q:\ sessssesssaas FUNdssentelectronically
v = Counselors submit 0-..--0}0-.---009: - . to College
e : L]
Autofill populates data to ACE Administrator : :
Student starts a anto application . o~
new application = . &
. L]
[} L] L]
L]
H " : Once all approvals are in, T . ) )
:“““““r “.)“““": ACE Admin finalizes ".}." Telrgt::erates: . Schal_arshlp award is
application for scholarship scholarship awar emailed to student
o) ot |




Transform Behavior [g:@]
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“1 just wanted to tell you | LOVE the online
: : system.... It is so smooth!!” Boone Central HS .® .
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“Using OnBase to administer our ACE program has saved
an unbelievable amount of time” — ACE Administrator
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Electronic
Process

esssssessssss Can Finish in 6 Days




[ccpe] Benefits

Automated email notices
keep everyone notified

All paper, envelopes

Weekly timers remind
and stamps have been

individuals to complete
removed their work
O=
=[]
2

Anytime, anywhere access, with

Shared views allow for transparency
real-time status updates

of student data between counselors
or financial reps



4. Transform

Content

Turn documents, audio, video and legacy applications into
usable, decisional data sitting in a secure cloud.
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Transform Content

* How much paper do you have....
* In file cabinets?
e Onsomeone’s desk?

* Inabox?

In a storage room? —

* Who knows...
e What that data is?
*  Where exactly the data is at?

* How to easily get to it?



[ccpe] By The Numbers

$4,400.00 saved in
scholarship award
notifications over 5

years O@

NS

465 hr/annually recovered
by the ACE Admin not
having to sort and search
through paper

|

Redundant backup for
116,966 files, annually, that
formerly did not exist

14,776 pages saved
annually to start the
application (That’s
§7,378.00 in printing and
postage for Nebraska High
Schools)

e
©

Approx. $1,204 saved annually in
returned and re-submitted
incomplete applications



[ccpe] By The Numbers

(JAMEar |
THRONES

You could watch Game of Thrones,
. . :
Ol ;I start-to-finish 6 times!
N=

465 hr/annually|recovered
by the ACE Admin not
having to sort and search
through paper




[ccpe] By The Numbers

Or, that is 58 business days....

o

NS

465 hr/annually|recovered
by the ACE Admin not
having to sort and search
through paper
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Transform Content

 What content do you have?

e What formatisitin?

* Who has/needs access to it? / /

e Who shouldn’t have access but does?
Do you know?



5. Transform

Reputation

Convert the State of Texas into the standard for digital government.
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Historical View of Government

 Departmental silos
e Modernization efforts focused at
internal audiences

* Not citizen centric

* Lack of transparency
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Transform Reputation

Government as a Brand? C/\D
e Deeper engagement with both internal

& external constituents O

 Engagement via multiple channels O

 Personalization m %)E m

 Platform standardization

e C(Citizen self service I/W\\




DataBank

5 Steps to Revolutionize Government

 Transform Perception

* Transform Processes @
* Transform Behavior .
* Transform Content | A

 Transform Reputation



Questions
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Thank You

Caleb Wederquist: cwederquist@databankimx.com
Ryan Ellis: rellis@databankimx.com
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Come see us at our booth!

James “Cotton” Tolnay
Senior Solutions Consultant, DataBank

jtolnay@databankimx.com
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