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§  I know what we are gonna do 
today.. 
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Me! 



Personal Background 

§  Java since 1996 
§  eGov since 1999 



2003 – Started with HIC 
2008 – Became developmentally 

useless 



Overview 

§  Philosophy 
§  eGov Applications Basics 
§  Self-Funding eGov 
§  Obstacles 
§  Formula for Success 
§  My Favorites 



§  Create eGovernment applications 
§  Enable automation 
§  Promote transparency 
§  Increase efficiency 
§  Reduce costs 
§  Solve problems for lots and lots of 

people! 



We focus on collecting information, enabling efficient 
processing and letting the agency do what it deems to be the 
right thing. 
 
BUT..  What we do enables many transparency and open data 
feeds.  





§  Expensive, proprietary systems are 
the rule. 

§  Interesting place for developers. 
§  Ideal solutions lie here somewhere.. 

SAP Drupal 
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eGov: Wrong 
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§  The applications we enable are 
usually the business enabling kind… 

§  Typically we do not charge! 

§  It’s a partnership 

§  90 – 120 days of work per project 



We get a transaction fee in return for: 
§  Development 
§  Hosting 
§  Payment Processing 
§  Maintenance 
§  Marketing 



!

This could be something simple like paying a 
parking citation .. 



!

Or confirming that contractor working 
on your house is licensed.. 



Or filing your taxes and making your 
payment. 

!



Enable eGov 

Or start a business, get married or 
record the sale of your home…. 





§  Updates 
§  Rewrites 
§  Upgrades 
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Temptations 

Staff will sometimes become drunk 
with power…. 



I’m not kidding… 

!



Temptations 

§  The big temptation is to require so 
much.. 

§  That the user decides its too hard 
and files manually instead. 



Still,  its not that hard! 

§  Applying some discretion and good 
coding techniques you could create 
lots of solutions. 



Not so fast.. 

!



Polymorphism 

Many agencies give different answers 
to the same question! 
§  And they are right and wrong.. 
§  Its like quantum government theory. 



Polymorphism 

Q:  How do I start my business? 
A1: Fill out the BB1 form. 
A2: Fill out the UC-10 form. 
A3: Fill out the DC-1 form online. 
A4: Write us a letter. 
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Awareness 

eGov applications should 
§  Never assume they know anything 

about government hierarchies. 
§  Answer the question they meant to 

ask. 
§  Recognize the context of request. 
§  Inform the user of the workflow, status 

and action items. 



Assumptions 

Q: I want to start a business 
Assumption: 

§  Whoever you are and whatever agency 
you are with, you know exactly what I 
need.   



Questions 

Q: I want to start a business 
Real question: 

§  I want to start my business and fill out 
all the forms I need. 



Context 

Q: I have this charge on my 
account for €98.55 



Status Updates 

Avoid the black hole effect 
§  Keep them in the loop. 
§  Judicious use of messages. 



Strategies 

§  Single Sign On 
§  Centralized payment processing 
§  Enterprise dashboard 
§  Consistent Messaging 
§  Integrated Customer Support 
§  RWD 



Single Sign On 

§  Leverage Spring Security for most 
of our applications. 

§  Standard rules across enterprise. 
§  Support is greatly simplified. 
§  One account to rule them all! 



Payment Processing 

§  All transactions handled one way 
§  Credit/ Debit Card 
§  eCheck/ ACH 
§  Monthly Sweep 

§  Common checkout process 
§  Minimizes support 
§  Optimizes security (PCI DSS/ NACHA) 
§  Simpler interface to agency BO 



Payment Processing 

§  Standard Receipts 
§  Super Simple Customer Service 

§  Easy look up 
§  No Surprises for payers 



Dashboard 

http://my.hi.gov 



Dashboard 

http://my.hi.gov 



Messaging 

Email/ sms communication: 
§  A standard format 
§  Opt-out language 
§  Let them know why they are getting 

the message. 
§  Call to action? 



Customer Support 

Leverage online chat, email, phone 
and walk-up customer support 
§  Support all agencies 
§  Answer the phone 24hrs / day 
§  Handle all requests within 2 

business days 





What has worked 

§  Payment processing 
§  Form intake and workflow 
§  Enabling Industry 

§  Healthcare 
§  Insurance 

§  Licensing 
§  Permitting 
§  Services with a legislative mandate 



DCCA Annuals 



Harder to Implement 

§  BPR 
§  “Public Benefit” applications 
§  Back office replacement 
§  “Disruptive” services 
§  Response to outrage.. 



Even Harder 

§  Soup-to-nuts back-end system 
§  Enterprise wide back-office 

solutions 
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HIePro 







eGov Conclusion 

§  enable the business of eGovernment 
§  better and quality data more available. 
§  Self-Funded Government works well in 

the US. 



Mahalo! 

Russell Castagnaro 


