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What makes a Government 
Open, Effective & Inclusive? 

Op-Ed Good Government Solutions and Earned Trust: 

https://www.sec.state.vt.us/media/755700/Od-Ed-2016-

04-04-Good-Government.pdf 
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• A Culture of Customer Service & Problem-Solving 

 

• Transparency 

 

• Timely Responses & Streamlined Processes 

 

• Breaking Down Silos 

 

• Cutting the Red Tape 

 

• Technology! 

 

• A Motivated, Supported & Accountable Workforce 



A Culture of Customer Service & 
Problem-Solving 



 

 

 

A Culture of Customer Service & Problem-Solving 

 

• How can we help? 
 

• Use a consumer 
focused approach 
 

• Government culture 
is too often inward 
facing and not 
outward 



 

 

 

 

A Culture of Customer Service & Problem-Solving 

 

 Consider: What is best for government vs. what is 
best for the people it serves 
 

 Government should be a helping hand, not a hammer 
 

 Set the tone at the top of the agency 
 
 

 



 

 

 

 

A Culture of Customer Service & Problem-Solving 

 

Measurements 
 

 Availability and response times 
across all forms of 
communication 
 Email, phone, mail, 

processing times, etc. 
 

 Customer experience 
 Percentage of calls answered,  

hold times, percent sent to 
voicemail or abandoned calls 

 
 Setting and following phone and 

email response time expectations 
 

 



Transparency 



 

 
 

 

Transparency 

Our Annual Transparency Tour 
 

 

 

 

 



 

 

 

 

Transparency 

Good Government is Transparent 
 

• Agencies are responsive to inquiries and record requests 
 

• Available in multiple forums 
• Meet the customer where they are - letters, calls, emails, online 

(web, Facebook, Twitter) 

 
 

 



 

 

 

 

Transparency 

• Work as though 600,000 Vermonters are looking over 
your shoulder 
 

• Online information and data is publically available and 
easily accessible 
 
 
 

 



 

 

 

 

Transparency 

Measurements 
 

• Website visits 
 

• Social media presence 
 

• Data sets available 
 

• Number of days to respond 
to record requests and 
requests for information 
 
 

 



Timely Responses & 
Streamlined Processes 



 

 

 

 

Timely Responses & Streamlined Processes 

Business processes should be streamlined and focused 
 
 
 
 
 
 
 
 
 
 
 
 
 

Example: Corporations and Business Services Online Migration 
 
 

 



 

 

 

 

Timely Responses & Streamlined Processes 

Focus: Providing a Quality and Timely Experience for Vermonters 
 

• Example: OPR online platform and licensing times 
 

 



 

 

 

 

Timely Responses & Streamlined Processes 

Focus: Providing a Quality and Timely Experience for Vermonters 
 



 

 

 

 

Timely Responses & Streamlined Processes 

Focus: Providing a Quality and Timely Experience for Vermonters 
 



 

 

 

 

Timely Responses & Streamlined Processes 

 

Measurements 
 

 License processing times 
 

 Number of licensing 
applications available online 
 
 

 



Breaking Down Silos 
(Collaboration!) 



 

 

 

 

Breaking Down Silos 

 
• Consolidate like services 

• (Ex: Online Business Portal, 
Professional Licensing, etc.) 

 
 

• Share best practices 
 
 

• Maine CIO: Build once, use 
many times 
 

 



 

 

 

 

Breaking Down Silos 

 
• Avoid duplication of services 

 
• Remove multi-layered inconsistent approaches 

 
• Utilize interagency work groups 

 
• External Focus: What does the  
    customer need?  

 
 



 

 

 

 

Breaking Down Silos 

 
 OPR Example – 50 professions, 60,000 licensees 



 

 

 

 

Breaking Down Silos 

 
 OPR Example - Unify, Streamline and Focus 

 



 

 

 

 

Breaking Down Silos 
 

Measurements 
 

 Number of Enterprise projects 
 

 Number of duplicated services 
 

 RFPs for similar products  
 



Cut the Red Tape! 



 

 

 

 

Cut the Red Tape! 

 
 

• Conduct regulatory review 
 

• Ask “how are we doing?” 
 

• Focus on the basics – know  
    your mission 

 
 
 
 

 



 

 

 

 

Cut the Red Tape! 

 
• Sunrise process 

 
• Regulatory review 

(sunset) 
 

• Risk-based regulation 
 

• Examples from the Office 
of Professional 
Regulation: 

• APRN regulation 
• Mental health regulation 
• PI & SG license types 
• ADAC Rules 

 
 



 

 

 

 

Cut the Red Tape! 

 

Measurements 
 
 

 How often rules are reviewed 
 
 

 Age of adopted rules 
 
 

 Number of pages of rules 
 
 

 LEAN events (expand) 
 



Technology! 



 

 

 

 

Technology! 

 
 

• Implicates all of the 
above - open, effective 
and inclusive 
 

• Processing, availability, 
transparency, timeliness, 
collaboration, customer 
service, and outreach 
 

• SOS examples: website, 
elections, corporations, 
OPR 
 
 
 
 

 



 

 

 

 

Technology! 

 

Measurements 
 
 

 Percentage of agency services available online 
 

 Mobile-friendly websites 
 

 Website age 
 

 Agencies on social media 
 



Motivated, Supported & 
Accountable Workforce 



 

 

 

 

Motivated, Supported & Accountable Workforce  

 
 

• Timely performance 
feedback – both positive 
and constructive 
 

• High (and clear) 
expectations 
 

• Let them know they are 
valued 
 
 
 
 
 

 



 

 

 

 

Motivated, Supported & Accountable Workforce  
 

 

Measurements 
 
 

 Timely performance evaluations 
 

 DHR survey, including metrics 
     on job satisfaction and  
     whether employer listens 

 
• Clear appeals process for  
      agency decisions (accountable) 
 
 



Questions? 

Thank you! 

 
 

Phone: 802-828-2363 

Email: secretary@sec.state.vt.us 

Facebook: www.facebook.com/SecretaryOfStateJimCondos 

Twitter: @VermontSOS 
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