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California In-Touch Objectives

Customer service that is more;
= Courteous

» Designed to serve our customers needs, regardless of disability, based on
customer-focused user testing.

= Trustworthy
 Fully protects user privacy and security.
= Responsive
* Provides complete access to relevant information and empowers the

consumer efficiently to complete all transactions online at the convenience
of the consumer.



California Portal Characteristics

To achieve California In-Touch Objectives, we need to:

= Develop flexible, extensible resources for use across state agencies and
offices that permit all agencies to be responsive to their customers.

= Embed a citizen-centered design focus and capability into resource design
and implementation.

= Collaborate across government to ensure both agency-level and
government-wide usability and cost-effectiveness.



Implement a Usable Visual Refresh

Make the visual system extensible. Leverage the identity marker and
system across California government sites. Let the imagery convey both

brand pillars and content.

Portal level

Agency level

Make it easy and
desirable for
Constitutional
and Legislative
Offices

to participate.
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Implement a Design System

Creating an Extensible Design System
Step 1: Develop an underlying grid
system that supports multiple page and

presentation types Visual System | Grid System

Step 2: Identify foundation page type and
page modules

Step 3: Layout modular (‘leggo block’)
designs based on user data and user-
centered design best principles

id for Portal Page 11x4 Column grid for
content page with task pane!

Step 4: Create a visual direction to brand ] ]

and refresh the look of the California
Portal

Step 5: Extend the brand direction to
create an identity system that 41
concurrently brands the portal but R
provides flexibility to allow agencies to

adopt and leverage Portal resources

Note: HFI scope includes only Step 4.



Usability Teams

Recognize that world-class web-design is a multi-disciplinary activity.

Recommendations
World Class design teams include

= Content Developers/
Communications Specialists

» Usability Specialists
» User-needs Researchers
» Information Architects
» |[nteraction Designers

= Evaluation & Analytics
Specialists

= Graphics Artists
= Accessibility Experts
= Security And Privacy Administrators

= Technical Implementers
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Usability Toolset

In-To
Citizens view the Government of California as one monolithic entity. d’--- , ¢
This view is reinforced by the Portal concept: Start here to access e

all of California Government. Details of design are not consistent
across sites and often do not reflect industry best standards.

= A% @ hi fucbeta umardastors.com/ v o KF o
Recommendations ' “4 Usability Central — Best Practices™
= Execute tactical improvements to the Portal —
based on the recommendations in this ety
document. e e eI
= Develop detailed-design templates and e
implementation guides that provide = R S
evidence-driven interaction standards as well i e i s
as visual identify layers. T, e toma e
= Provide implementers customized resources = e mEmmmeweeess
support good usability (e.g., Design decision o M S &
matrices, labeling guidelines, graphics —
libraries). |
= Provide implementers just-in-time tools that
facilitate implementation to encourage
adoption and make their job easier. This will PR P e S
reduce time lost to repeated ‘how-to’ debates
and and discourage reinvention of the wheel.
* Provide implementers training so they know N N SO
what is available to them, how to apply it and s L
how--when necessary--to extend it usably. T ————— e -



Spanish Sites

Take it one step at a time. This is an
opportunity.

Education and Traini

Recommendations — 6 steps - online Services
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California Climate Change Portal Governor's E-Bud
California State Fire

Information
California Service Corps -

~er and Cellular Notifications

To Wi s
Home Page

Government

How Do I...? Site Guide

2. Organize into intuitive groups within a
single page e

Sponsored by the California Climate Change Center to combine
information on the impacts of climate change on California and
the state’s policies relating to global warming.

»_more. Bear Responsibility for Your
State

California Business Portal California Taxpayer
This website provides a portal to a number of resources for Advocates' Pamphiet (pdf)
starting, growing, financing, expanding or relocating a business 2004 STAR Test Results
in California -

3. Post a Spanish Portal

Board of Governance -
Streamline Sales Tax Project
File your California income tax return online...FREE! West Nile Virus Information

Cdﬁ|& Check out the online fiing service buikt for you by the State of MNational Do Mot Call Reqgistry

4. Provide access from the (English) California e Catome o your i ©seer s rore comvrcs h + Yoo Fowe

You are invited to take part »more...
in the next California
ortal Page e e o e
celebrating California’s rich
cultural and geographic
diversity. The next entry
deadline is May 12, 2006.

R R California Opens New State Mental Hospital in Central
Valley

5. Add more Spanish content incrementally - s unnasens e e s T st e

»_more..

Governor Releases 2006 - 2007 State Budget
Wisit the Department of Finance's E-Budget to view the

ick Hit:
Governor's New 2008 - 2007 California State Budget. ERRCEAE
> more. ® State Agency Index

= State Phone Directory
State Lottery
Federal Government

® City Websttes
California in 50 years was dedicated on August 24. This state- _
of-the-art secured facility, which wil eventually house up to ® County Websites

'Flex " icwiniicuine 1,500 patients, is a leading example for mental heatth service ® FindaJob

delivery for challenging populations, as wel as an econemic T e,

6. Offer guidance via state level policies and Yi;‘(')WER; o i
recommendations e e or st e Govamore e o sty | & Sp St

Commuter Links
» California Office of the Secretary for Education

Licenses

E-mail the Governor



Governance

Portal Governance

State & Consumer Services Agency

~_ Portal Business

State E-Services Director owner
Provide Vision and Direction
i State Library &
DTS Board éh_@l’s California Research 1. Framework
Bureau - 2. Information
! “Chaits Architecture
e r== -
g | : , Guide development Accessibili Department Portals
g Portal Steering _ crire news IOUCA Working (5™ P
5 Committee portal  Input Group Findability myca Portal Users:
g " WWW.ca.gov StatePortal
sb | Guide portal www.calbar.ca.gov  CalBAR
§ £ ! Portal Review Board — technology Enterprise Architecture Sse(r)\ﬁ(;es gl:r?tzrrd& www.cglohi.ca.gov oo
g | ortal Review boar decisions ESA, e WWW.cio.ca.gov State CIO
5 | 9 ) www.commerce.ca.gov Commerce
] | www.film.ca.gov Film Cmssn
3 www.firstlady.ca.gov  First Lady
= | Portal Redesign Project www.gocalif.ca.gov  Tourism
A4 Transitionl__ www.governor.ca.gov  Governor
Planned Portal Efforts:
DMV Various DMV Services
DCA I- License
Support FTB,BOE EDD Tax Service Center
: _~ Infrastructure SPB, DPA HR Portal
Operations OES Emergency Services
i . DHS Health Portal
Implementation, Operations, and DTS New State Portal
Support EDD Business Portal
BOE Redesigned Q1 2006
FTB Redesigned Q1 2006
| Froleat g’*””“’va" Services: Application
Development

Procurement
Support
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