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PHASE 3 FINAL DELIVERABLE SUMMARY

Summarizes the work threads and key activities from Phase 3 of the Gateway
Modernization Project

Phase 3 Activities

Released 4 specific, high impact BVAs to the business community in the form of

Business Value Accelerators . .
enhancements to the current system and user-facing guidance

Documented application flows, data dictionaries and user stories specifically for 2
selected transactions, preparing for build-out of the new platform

Technology

Design Readiness

Delivery of communications (internal and external) to keep parties informed and

Change & Communication L
g up-to-speed on the modernization

Integrated

Program Execution Readiness Creation of a standardized PMO program and onboarding plan for future
& Leadership Support development partners

Business and

Detailed documentation was produced to provide support for each of the Threads




PHASE 3 ACTIVITIES

KEY ACTIVITIES COMPLETED ACROSS PROJECT WORK THREADS

» Support build and development of ¢ Support internal change and » Support for the release of BVAs,
Business Value Accelerators communication activities related to including external communications
(BVAS) the BVAs

 Inventory application flows, data » Document application flows, data
dictionaries and user stories for dictionaries and user stories for
specific transactions specific transactions

Business and Integrated Activities
+ Provide RFP support + Establish high-level program plan + Establish vendor onboarding plan
* Prepare program communications < Deliver internal communications * Produce knowledge document

+ Develop PMO processes and tools < Deliver external communications + Identify change considerations

Phase 3 continued to build on key Sub-Threads from Phase 2 and to
prepare for implementation of the new platform



TECHNOLOGY




BUSINESS VALUE ACCELERATORS

WHILE RE-PLATFORMING IS A LONG-TERM COMMITMENT, BUSINESS
VALUE ACCELERATORS (BVAS) HELP TO SOLVE PRESSING NEEDS FOR
BUSINESSES IN THE NEAR-TERM ON THE CURRENT PLATFORM

KEY COMPONENTS

4 Y4 )
High Business Address Urgent
Impact User Needs
\. VAN J
4 Y4 )
Relatively Low Reusable
Hurdles to
Concepts
Implement

\. VAN J




ADDING VALUE TO THE GATEWAY

DELIVERING USER-FACING ENHANCEMENTS

BUSINESS VALUE ACCELERATOR

1@ PASSWORD MODERNIZATION

Requires users to have updated accounts (answers to
3 security questions and an updated email address),
and provides a new guide with the information users
need to be able to change and reset passwords

SELECT HELP DESK IMPROVEMENT

Reconstructed and re-ordered the call tree to more
readily direct users to the most appropriate help desk

REFRESHED DESIGN ON SELECT PAGES

New design on multiple Gateway pages, including
home, splash and access pages

USER ACCOUNT COMMUNICATIONS

New guide and messaging provides users with clear
advice on how to establish a Service Provider and
Client relationship

KEY “WIN"

Online self-service and password reset functionality
significantly increases user efficiencies, directly
address high-priority frustrations, and may decrease
reliance on the help desk in the long-run

Nov. 2015
Go-Live

Improvements to the call tree route users to answers in Nov. 2015
a more timely fashion Go-Live

Modern “look and feel” enhances the user experience  [Dec. 2015
and overall system ease-of-use, allowing users to Go-L]
navigate and find key information more efficiently o-Live

Users more easily understand the types of accounts Dec. 2015
available, and how to set up rights for accounts, T
particularly targeted for Service Providers (e.g., CPAs) GO-Live
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ENHANCING THE EXPERIENCE

BVAS DROVE ENHANCEMENTS ACROSS THE USER JOURNEY

O REFRESHED DESIGN

ON SELECT PAGES

USER ACCOUNT
COMMUNICATIONS
Comalgtetshke Help Transact
SELECT HELP DESK PASSWORD
IMPROVEMENT MODERNIZATION




VALUE ACCELERATORS

DELIVER VALUE TO USERS IN THE NEAR-TERM

Mockups, designs, support, communications and other materials were produced in order to guide the
successful deployment of Business Value Accelerators

New concepts for redesigning key Support for operational delivery of Collateral for disseminating
Gateway webpages and other the BVAs critical information on BVASs to
visuals internal and external users

Service Provider & Client Relationship Setup  User Account Communications To-Be Process Flow

Ohio Business Gateway

Important Account Information
Nov 5

Ohio Sales Tax - Changes Are Coming to Your Account
Atthe Ohio
provi

Ohio easy and efficient by

ay based on
inges to incorporate your feed:
What You Need to Know

Beginning Thursday, November 19" upon logging into the Gateway you will be prompted to
complete your profile by providing the following information:

- Anup ddress for
= Answers to three security questions, which will be used to verify your account for online
password reset

information on the changes and how to update your account, please access the User

i more about the Gateway and services that are available at business ohio.ov.

Thank you,
“The Ohio Business Gateway Team




BVA COMMUNICATIONS

RELAYING CRITICAL UPDATES TO INTERNAL AND EXTERNAL USERS

Internal Communications

Providing Service Partners (i.e., agencies), help desk representatives and
internal stakeholders with key information prior to release drives a communal
understanding of updates on a need-to-know basis

NEW: SPLASH PAGE INPUT

Password
Modernization

Emails: Awareness of Upcoming Changes
*  Shares nature of upcoming release
functionality and relays any requests

©
Summary Updates: Talking Points
* Includes talking points for addressing user

guestions on Gateway updates and provides
guidance on solving potential users inquiries

&) %0 % %

Guides: Contextual Updates

»  Provides screenshots of new pages and
need-to-know instruction on new
functionality and how behaviors / processes
may have changed

@) %0

Select Help Desk
Improvement

Legend

External Communications

Relaying critical information to business users prior to release and supporting
new features post-release helps keep users up-to-date

Refreshed Design on
Select Pages

Emails and/or Newsletters: Critical Updates

Informs users of critical upcoming account
changes and recommended actions

Website Updates: Announcements

Announces key updates to the Gateway and
promote enhancements made as part of the
modernization effort

Guides: Step-by-Step Instruction

Updates users on how to utilize new and
pre-existing functionality via guides and
tutorials

O

User Account
Communications

Not Part of
BVA
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PASSWORD MODERNIZATION

SUPPORTING USERS THROUGH THE ACCOUNT UPDATE PROCESS

MARKETING COLLATERAL

Ohio Business Gateway

Tmportant Aceount Information

Ohio Business Gateway
Changes Are Coming to Your Account

ote he Gaterway you will be rompted 10 compiete

+ An updated ensall address for futuee acco s
« Answers to thrse security question verify your account for online
passord reset

catioms

Far more infan

'

the changes and horw 1o updane your azcoumt, pieast

s the User Accoum

verlpoareGuste ot | BFie serinees erete

€ bOUL 108 GaLeway 0 servoes 1Bt e VaLI0LE o Dus

jsiness Gateway Team

Mass Email Communication

Business

Ohio Business Gateway Ohio Business o LA
HelpFAQs

Online Help and Support

FAQ Page Link

USER ACCOUNT UPDATE GUIDE

Ohio Business Gateway
HelpiFAQs

Managing Your Gateway Account

Your User Profile

Change usemame

Change password

OHIO BUSINESS GATEWAY

USER ACCOUNT UPDATE GUIDE
FOR PASSWORD RESET AND ACCOUNT SECURITY FUNCTIONALITY

Source: http://business.ohio.gov/, https://ohiobusinessgateway.ohio.gov/OBG/Membership; http://business.ohio.gov/efiling/help/manage/OhioBusinessGateway UserAccountUpdateGuide.pdf

Online guide detailing how to update
accounts, as well as manually reset a
password without calling the help desk



http://business.ohio.gov/
https://ohiobusinessgateway.ohio.gov/OBG/Membership/Security.mvc/Login#MainContainer
http://business.ohio.gov/efiling/help/manage/OhioBusinessGateway_UserAccountUpdateGuide.pdf

HELP DESK IMPROVEMENT

MORE EFFICIENTLY DIRECT USERS TO THE MOST APPROPRIATE STATE

HELP DESK

ORIGINAL CALL TREE

Users were often frustrated
with their experience before
they even talked to a
representative:

Users often entered a
call loop of automated
messages

Significant number of
decision points and
steps were required
before reaching a help
desk representative

NEW CALL TREE

Directly addressed user
complaints to make it more
efficient to reach an
appropriate representative:

Removed call loop for
automated messages

Re-ordered and retired
select options based on
frequent calls

Slimmed down number
of pre-recorded
messages that were not
beneficial to users

Updated tone of pre-
recorded messages
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DEEP DIVE: LANDING PAGE

SHOWCASING WHAT USERS SEE AFTER LOGGING INTO THE GATEWAY

ORIGINAL LANDING PAGE NEW LANDING PAGE

Home

ling for empioyer premiums. Due to this transitic tr:
e Ohio Business Gateway as of April 15, 2015

ports aiready in a pending status you will be able to complete those pending reports, but plezbut
Il no longer be avaiiable after May 2 For detalled information on Prospective billinive £
to report and pay your premium please visit our website www.bwc.ohio.gov.

be unable to report and pay premiui

Sales and Use Tax, Severance Tax, Horseracing Tax, International Fuel Tax, Gross Casino Revenue Taxnue
Kilowatt Hour Self Assessing Purchaser, tt Hour Tax, Natural Gas Distribution Tax compliance areas ¢ an
be unavailable for approximately 1 hour starting at 5:00 pm on September 30 for scheduled maintenancetena

Changs Agency Company

Go My > User ot edt your
Olo Taxation - Sales and Use Tax

Select Flesay Saies Tax Reten (UST.1) *Most Posutar Choice
0o Taxation - Employer Withhokding
Sebect 10 IT-501 Employsrs Paymentotincome Tax Witheld

Transacton Name Creatod Date.

Delate
eraficals of Compliance Applikab 19312015 | Resume Delete

\
i

Toa heckout (Ready 10 File and Pay) I
pechout

transactions, cick “Logout” at e 10p of the page.

Cluttered announcements and text formatting

Confusing sections for transactions with different
statuses

Difficulty in finding desired transactions upon Gateway
log-in

Ohio Business Gateway Home

Testor

Starta Transaction inProgress (o) Ready for Checkaut(0)

@ Oppartuniies for B ome.
BsvisEP

19 Onio Taxation - Employer Withholding
8 Onio Taxation - Wireless 811 Charges

3 Ohio Taxation - Sales and Use Tax

8 Ohio Taxation - Commercial Activity Tox
8 Onlo Taxation - Financial Insitutions Tax
G Ohlo Taxation - Severance Tax
9 Onio Job & Family Services - UC Tax
8 Ohlo Taxation - Petrolaum Activity Tax

8 OnioMaans.iobs r—
8 Municipal Taxation - Net Profit Tax
e 8 Onio Bureau of Worker's Comp
cipai Taxation - Withholding Tax
- gl 8 Onio Dept.of Commerce - Unclaimed Funds Fovoriis Smenstions
8 Ohio Deferred Compensation
O lnvestotio
@ Equal Opportunity Division
9 Onio Taxation - Horse Racing Tax
8 Ohio Development Services Agency

8 Onio Taxation - Gross Casino Revenve Tax
8 Ohio Taxation = Internationsl Fuel Tax Agreement
18 Onlo Taxation - Kilowstt Hour Tax
18 Ohlo Taxation - Kilowstt Mour Tax - SelfAzsessing
renazer 13 Onie Taxation - Ofo Moter Fusl Tax PYIr—
8 Ohio Taxation - Natural Gas Distribution Tax
Helptul Links

o424 Gegef wecut ety ramaActuen Ik~ QR ot b o h e RS
[SerE—
Inasacun tasney
S0 08 T

e Enhanced ability to select desired transactions

e Straightforward display of transaction status without scrolling
e Streamlined announcements section

* Availability of favorite transaction section

e Addition of helpful links
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DEEP DIVE: SPLASH PAGE

SHOWCASING THE PAGE SHOWN AFTER SELECTING A TRANSACTION

ORIGINAL SPLASH PAGE

. WELCON TH
m OSTATE OF OHIO

Universal Sales Tax Return Instructions - Form UST-1

Company Name: onlo Office of Information Technalogy
Company 10:

** Attentio

The Sales & Use Tax rate wil increase frc

**Attention: PLEASE READ**

The Sales & Use Tax rate will increas: ffective July 1. 2013 for Richland County

**Attention: PLEASE READ

Taxrate 1.7.0

* |Inconsistent look and feel of announcements

— Multiple colors
— Varying font styles
— Differing font sizes

e Issues with display may lead users to intuitively
disregard important messages

NEW SPLASH PAGE

ATE OF OHIO

Ohio Sales Tax
Company Wame: Tester
Company 1D: *+++3232

Richland County Rate Increase July 2015
70
Portage County Rate Increase January 2016
You must acknowledge the announcements above to proceed.

Please check to add to favorite transactions

Back Nest
I you e asistance with tis page, pease view our el

e Streamlined announcements with more professional and
consistent look and feel

e Up-to-date announcements for users

e Digestible content to more effectively deliver key
compliance-related messages

13



USER ACCOUNT COMMS

SUPPORTING SERVICE PROVIDERS

MARKETING COLLATERAL ~ ——— ——  SERVICE PROVIDER HELP PAGE

Ohio Business Gateway

) Sy Modkizsson Project

Business

Starting a Business
Existing Users New Users

Ohio Business Gateway

Help/FAQs
Hiting & Training Employees

Utilizing Service Provider Accounts for Client Management [ A]

Filings & Payments -0

T — E g a Service Proy is the Ohio Business Gateway's built

Licenses & Permits In functionality to allow CPA and third party Service Providers to prepare and submit
transactions on behalf of businesses.

Laws & Regulations

) A Service Provider is an individual of business that provides fiing or transaction service:
For mareinformation sbout the serviees

for a Client (a separate business) via the Gateway. Examples of Service Providers include
Gavewey. auizhie Trough ihe Ohi Business Gatesay. Environment
Siease vist our home pag

CPAs and attorneys.

Financial Assistance Clients include all Ingnviduals or businesses that benefit from the services provided by

Service Providers.
l Do Business with the State
I Benefits to establishing a Service Provider-Client Retationship include
1 Help Center
Gateway Link v Service rovicers cansecurely Ik o an Uit pumber of Clent businesses

0 efficiently support transactions under a single username and password
A home

Ohio Society of CPAs
(OSCPA) Newsletter

« Separate accounts allow Service Providers and Clients to access the Gateway
individuall

. . - Client-designated access levels and filing permissions for finked Service
Ohio Business Gateway Providers
Melpful Service Provider Functonality

= Traceabiity of filings to user-specific accounts

Establish your organization as a Service Provider

“SUSpeCted SerVice Involve your Client to obtain access to their account
Provider” Mass Email

o the Gaeng
Cleean Gateway sccoiets

Guide clearly illustrates how a user can
o i v . establish a Service Provider account to
Lol e e more effectively manage Clients
Source: http://www.ohiocpa.com/utilities/displaynewsitem/2015/12/17/; https://ohiobusinessgateway.ohio.gov; http://business.ohio.gov/efiling/help/serviceproviders/

14


http://www.ohiocpa.com/utilities/displaynewsitem/2015/12/17/ohio-business-gateway-clarifies-service-provider-and-client-relationships
https://ohiobusinessgateway.ohio.gov/
http://business.ohio.gov/efiling/help/serviceproviders/

BVA SUCCESS (I OF 2)

EACH BVA RESULTED IN TANGIBLE IMPACT FOR USERS AND THE STATE

ACCELERATOR

1 PASSWORD
MODERNIZATION

2 SELECT HELP .
DESK [>

IMPROVEMENT .

TANGIBLE IMPACT

First time there has been a communication delivered to every user via email
(promoting the Gateway, guiding them on required updates, and pointing towards
availability of manual password reset feature)

Over 290,000 users have successfully updated their account with 3 security
questions and their email address, deeming them “complete” and now capable of self-
serve password resets

There have been over 6,000 views of the account update guide since its November
introduction (not including downloads from the mass communication email, which is
expected to place the number even higher)

Number of steps typically required to reach a representative decreased from 3-4 to 1-2
Time savings to proceed through the call tree is estimated to be 50%

Help desk call volume related to password resets did increase year-over-year for
January, but this was expected in the short-term (if a user was unable to remember the
password after this upgrade, the user had to call the help desk to reset the password
initially due to security requirements)
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BVA SUCCESS (2 OF 2)

EACH BVA RESULTED IN TANGIBLE IMPACT FOR USERS AND THE STATE

ACCELERATOR

3 REFRESHED
DESIGN ON SELECT

PAGES

TANGIBLE IMPACT

New page desigh makes it easier for users to navigate the Gateway, review
announcements, and take advantage of provided functionality (e.g., favorites), resulting
in time-saving efficiencies for users

Anecdotal feedback on new design has been very positive (from both users and
internal stakeholders)

4 USER ACCOUNT
COMMUNICATIONS

Users now have the resources available to them to establish a Service Provider-Client
relationship in the current system, which previously was difficult discover

Engagement with Ohio Society of CPAs (OSCPA) shows a dedication to enhancing the
platform

Over 16,000 pageviews of the service provider help page since the December update

Views average over 150 views/day in 2016 compared to only 6 views/day for the same
time period from 2014 and 2015, representing a 25x increase in pageviews

Data suggests the guide has been extremely helpful to Service Providers looking for
efficiencies

16



DESIGN READINESS

PREPARING FOR REDESIGNED PROCESSES IN A MODERN PLATFORM

Application Flows, Data Dictionaries and User Stories were captured for 2 transaction types (Severance Tax and

Unclaimed Funds) from 3 user perspectives (Businesses, Gateway Team Member and Service Partner)

Step-by-step process for
proceeding through a relevant
transaction within the Gateway

Definitions for each data element

/ field name included in the
relevant transactions

Descriptions of the required
software features in relevant
transactions from the perspective
of users

Design Readiness - Site Wide Navigation|

5

Helpful Links for Organization Account on the Ohio Business Gateway

Service Area

User [-]

Company Administrator

Function [l

Create Organization
Account

Description 2
As a Company Administrator, | want to create a Gateway account
on behalf of a business so that | can file transactions on behalf of a
business.

Company Administrator

Create Organization
Account

[As a Company Administrator, | want to Create a Gateway Account
s an individual so that | can file transactions on behalf of a
business.

Company Administrator

Company Information

As a Company Administrator, | want to edit Company Information
so that | can make changes to my organization's basic information.

Company Administrator

Company Information

As a Company Administrator, | want to edit Company Information
50 that | can generate a Service Provider / Representative ID for
filing on behalf of other businesses.

Company Administrator

Create User

As a Company Administrator, | want to create a user with
Administrator access so that another user can manage my
's Gateway account.

Company Administrator

Create User

As a Company Administrator, | want to create a user with Al Access
50 that another user can submit transactions and payments on my
Gateway account.

Company Administrator

Create User

As a Company Administrator, | want to create a user with Limited
Access so that another user can submit transactions on my
's Gateway account.

o acon_|inktocmandtre ramacios withnthsevce s | s
T
Created On |transactionin Date Date on which the transaction was created by user No
=
AT
s
R e e v
s
o
o st it ecieon
At least one
O el [ R el
|been completed
o
roioue omac o o
s e P !
e e
R S —
s [oomtntes | acton
eon ot i e crei o o
e campied
At least one
Checkout (File and |transaction has Action |Action button to check out the desired transactions and make Yes
Pay) payments.
fencecares v oo e S35y el ek oy 7
Title Alphanumeric Vel play No

exists to display

the Home Page

Company User

Create User

As a Company User, | want to receive an email when | am added to
an Organization account so that | can complete the account setup
process.
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BUSINESS AND
INTEGRATED ACTIVITIES




CHANGE & COMMUNICATION

Materials were developed to help structure the State’s approach to managing change throughout the
modernization effort, as well as execute and deliver communications to internal and external stakeholders

Plan for managing key change
activities as part of the Gateway
modernization effort

Deliver numerous
communications to both internal
and external stakeholders

Organize plans for engaging and
informing stakeholders

THE OHIO BUSINESS GATEWAY

ACRITICAL TOUCHPOINT FOR STATE-BUSINESS INTERACTIONS

The existing Gateway has served Ohio for 10+ years, but a rigorous discovery process

identified key needs for a modernized Gateway, including a technology re-platiorming

COMMUNICATIONS PLANNING

TRACKING AND EXECUTING COMMUNICATIONS
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DELIVERING COMMUNICATIONS

SELECT DOCUMENTS PLANNED AND DELIVERED

OHIO BUSINESS GATEWAY
re————

THE OHIO BUSINESS GATEWAY BRAND TERMINOLOGY

LOOKING |
Internal i = GT-FHE |
Communications is = == JMAMLM
) : - U pladl
&5 = ; T
Inform | p——— —
Stakeholders EH o :
Briefing Talking Points Gateway Branding Webpage Analysis
Overview of the Modernization high- Alignment on key Insights from webpage
Gateway modernization level key information Gateway terms viewership

OHIO BUSINESS GATEWAY
ot

External

[rmwnmrioimn |
Communications
I

Promote
Awareness

Video Monologue OSCPA Interview Website Update Primer
Feature Lt. Governor Interview of the Lt. Governor by the Highlight progress and key Handout for business
in an annual update Ohio Society of CPAs activities community meetings




PROGRAM READINESS

Engaging executive stakeholders, planning for the onboarding of the System Integrator, and defining PMO
processes and tools help to prepare the State and vendors for executing the build-out of the new platform

Create documents and facilitate
executive-level governance
meetings

Develop materials to support the
eventual onboarding of a System
Integrator

Establish project management
processes and provide tools for
managing the program

90 DAY PLAN

THE ONBOARDING PLAN IS DIVIDED ACROSS FIVE MAJOR TIME
SEGMENTS

PRE- FIRST FIRST FIRST 90
ARRIVAL } e } WEEK } MONTH } DAYS

Week 2 - Week 4 Week 5 - Week 12

PMO PROCESSES REQUIRED TO EFFECTIVELY MANAGE AND CONTROL THE
GATEWAY MODERNIZATION PROJECT BUILD EFFORT
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