Open, Effective & Inclusive Government
through Results-Based Accountability
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What makes a Government
Open, Effective & Inclusive?
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Op-Ed Good Government Solutions and Earned Trust:
https://www.sec.state.vt.us/media/755700/0d-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

Safe at Home = Civics Education | Temporary Officiants = APA/Rules = Contacts & Locations

VERMONT Secretary of State Bt G i r T’
* How can we help?

A (ORPORATIONS/BUSINESS SERVICES ~ PROFESSIONAL REGULATION  ARCHIVES & RECORDS  ELECTIONS ~ MUNICIPAL  SECRETARY'S DESK

* Use a consumer AONLINE BUSINESS [ e o o e
focused approach

Service Center >

A

SEARCH RECORDS, FILE YOUR ANNUAL REPORT,
START A VERMONT BUSINESS, FILE A UCC, AND MORE.

e Government culture HOW CAN WE HELP?
is too often inward
facing and not
outward

CALENDAR
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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, i

processing times, etc. ¥//) //7/;\
W / /)
N

Customer experience |
Percentage of calls answered, (//

hold times, percent sent to

o $ I Y
voicemail or abandoned calls //é/ // WV

Setting and following phone and
email response time expectations



Transparency
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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)

) secretary of State Jim Condos
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Transparency

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

Online information and data is publically available and
easily accessible

HOW CAN WE HELP?

HOW DO I... SEARCH OUR DATABASES

» Find govemnor records?

» Find records retention requirements?
» Get a copy of a birth certificate?

» Start or register a business?

» File an annual/biennial report?

» Search for an existing business?

» File or search for a UCC lien?

» Perform a marriage in Vermont?

» Obtain a license for my business?

» Get appointed as a Motary Public?

» Register to vote?

» File a professional complaint?

» Learn about municipal government?
» Sign up for the Safe at Home program?

» Business Search

» UCC Debtor Search

» Online Professional Licensing

» Election Results

» Lobbying Information — Current Biennium
» Lobbying Information — Prior Biennium

» Campaign Finance Information — 2015-2016
» Archival Records

» MNotary Public Names

» Index to Vermont State Papers

» Secretary's Opinions Mewsletters




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

‘I' ONLINE LICENSING

VERMONT Secretary of State



Timely Responses & Streamlined Processes

Focus: Providing a Quality and Timely Experience for Vermonters

Average Annual Initial License Application Duration Data: 2010-2016
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Figure 2: Trend in mean initial license application duration, across all professions.
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Timely Responses & Streamlined Processes

Focus: Providing a Quality and Timely Experience for Vermonters

Complaint Processing Duration Data: 2011-2016
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Out) ~
. T
350 Days e
—— » Linear (Closed T St
After _ .
Investigation) 300 Days T e
i, T
» Linear { Dismissed T— S T~
bv Pro t "‘n_.___ Bt .
v secutor) 250 Days h“‘"--._ = __“_:"-H
Linear (Dismissed e~ .. T o —
by Hearing 200 Days .. — —~%
Authority) T el
— - # Linear (Dscipline 150 Days ‘h"‘ —
by Default) ST
. . 100 Days - T
— - Linear (Discipline
by Stip. and —_— ..
Consent) 50 Days T
— - % Linear (Discipline I >
by Contested 0 Davs
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Screened Out 63.9 78.3 40.1 45.6 30.2 228
Closed After Investigation 257.2 247.1 176.2 169.6 167 126.2
Dismissed by Prosecutor 366.2 2438 2419 2833 2193 0
Dismissed by Hearing Authonity 346.6 301 3061 255 351 0
Discipline by Default 2345 260.17 2874 264.2 2305 1427
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Figure 7: Trends in average complaint case duration (days) by resolution outcome.




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

o
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VERMONT Secretary of State
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< 4 ONLINE BUSINESS  [i
iftha Service Center

SEARCH RECORDS, FILE YOUR ANNUAL REPORT,
START A VERMONT BUSINESS, FILE A UCC, AND MORE.




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

5 I i ‘ | T4 1 14
g2 = R ' S AGENCY OF AGRICULTURE, FOOD AND MARKETS
- AGENCY OF NATURAL RESOURCES : ,/,// . 2 |
“‘0( i [ :-v: I =7 ; :
| l‘a DEPARTMENT OF HEALTH [ /;
| R = ’P & B | <
N OFFICE OF PROFESSIOI\AL REGULATION . g P‘ ‘ L (
gt | 1) i e #i gl
T P R 2 MRS gy RO DEPARTMENT OF LIQUOR CONTROL Aﬁ
o (TG | AGENCY OF HUMAN SERVICES 1 R rggg
| N A &
O l 3 SR
R ; | PV S, T
s . WL : ( Whereis ) ‘
N e (o THAT N ) DEPARTMENT OF PUBLIC SAFETY
K“‘ L u (. licensed? |
M ne £\ S
Wy e e ,
1

s S g i
b gﬂ p‘ "f




Breaking Down Silos

. OPR Example - Unify, Streamline and Focus

OPR — unify, streamline, and focus




Breaking Down Silos

Measurements

Number of Enterprise projects
Number of duplicated services

RFPs for similar product




Cut the Red Tape!




Cut the Red Tape!

. Conduct regulatory review I @
. 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

Pl & SG license types
ADAC Rules



Cut the Red Tape!

Measurements

How often rules are reviewed

Age of adopted rules

/
‘(/1

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

,(V/’//,
/I/ ///,é///



Motivated, Supported &
Accountable Workforce




Motivated, Supported & Accountable Workforce

. Timely performance
feedback — both positive

L GeschvinlB

and constructive
High (and clear) | EM;BgYEE

expectations € OF THE

MONTH

Let them know they are —

valued




Motivated, Supported & Accountable Workforce

Measurements

Timely performance evaluations

DHR survey, including metrics /1]

7
: : . W'’ &
on job satisfaction and A, 1/’/,'\
whether employer listens % /
(//// /\% /
g 'l il
Clear appeals process for “> %
/ %,

agency decisions (accountable)
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Thank you!
S~
VERMONT Secretary of State

Phone: 802-828-2363
Email: secretary@sec.state.vt.us

Facebook: www.facebook.com/SecretaryOfStatelJimCondos
Twitter: @VermontSOS
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