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Month 01, 2017

EEXXEECCUUTTIIVVEE 
SSUUMMMMAARRYY 

New Services and Upgrades Feb - June 2018 

Hawaii State Public Library Award 

Transport Layer Security (TLS) Upgrade 

Department of Commerce and Consumer Affairs 

(DCCA) Payments 

Electronic Remittance to Partners 

Expanded Customer Service Statistics 

Contract Extension 
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EEXXEECCUUTTIIVVEE 
SSUUMMMMAARRYY 
CCOONNTTIINNUUEEDD 
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New Services* and Upgrades Feb - June 2018 

DCCA Hawaii Business Express forms (02/01/18 & 06/14/18) 

DCCA MyBusiness Notifications (02/06/18) 

Medical Marijuana Registry enhancements (02/21/18 & 

04/18/18) 

*FTZ9 Invoicing and Payments System (03/02/18) 

*ACA Automation Support (03/13/18) 

*Judge Evaluation (04/03/18) 

Professional Fundraiser Registration updates (04/26/18) 

Hawaii Awards & Notices Data System (HANDS) API update 

(05/1/18) 

Hunt Lottery Drawing System enhancements (6/1/18) 

Hunter Education System enhancements (6/15/18) 

*State Council on Mental Health website (06/20/18) 

State Calendar updates (06/27/18) 
3 
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Month 01, 2017

DCCA MYBUSINESS NOTIFICATION ENHANCEMENTSDCCA MYBUSINESS NOTIFICATION ENHANCEMENTS 

URL: hbe.ehawaii.gov/documents/notifyLogin 

Updated site launched on 2/16/18 

Purpose: Allow easy method for businesses to manage their 

notifications 

Benefits: 

Redesigned UI to match the look & feel of the Annual 

Reports application 

Improved search tool and layout of search results 

Ability to subscribe for reminders for trade names, 

trademarks, and service marks 
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DOH MEDICAL MARIJUANA REGISTRY ENHANCEMENTSDOH MEDICAL MARIJUANA REGISTRY ENHANCEMENTS 

URL: https://medmj.ehawaii.gov 
Updates launched on 02/21/18 & 04/18/18 
Purpose: Security improvements and increase search 
capabilities 
Benefits: 

User must verify their email address to register or 
renew 
Allows law enforcement to search for Grow Site 
addresses to verify legitimacy 
Law enforcement no longer need to call DOH to verify 
legitimacy of grow site 
Law enforcement has access to grow site information 
24/7 (previously only available during business hours) 
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DEPARTMENT OF BUSINESS, ECONOMIC DEVELOPMENT, AND TOURISM (DBEDT)DEPARTMENT OF BUSINESS, ECONOMIC DEVELOPMENT, AND TOURISM (DBEDT) 

FOREIGN TRADE ZONE (FTZ) NO. 9 INVOICING AND PAYMENTS SYSTEMFOREIGN TRADE ZONE (FTZ) NO. 9 INVOICING AND PAYMENTS SYSTEM 

HHIIGGHHLLIIGGHHTT 33 

Copyright © 2018, Hawaii Information Consortium 
6 . 1 



  

   

        

 

        

  

      

        

      

       

Month 01, 2017

DBEDT FTZ 9 INVOICING AND PAYMENTS SYSTEMDBEDT FTZ 9 INVOICING AND PAYMENTS SYSTEM 

URL: bill.ehawaii.gov/ftz9 

Site launched on 3/2/18 

Purpose: Implement an online invoicing and payment system 

Benefits: 

FTZ businesses can pay their invoices online via credit 

card or eCheck 

FTZ businesses receive invoices faster via email 

Agency saves on paper and decreases labor time not 

having to manually print and send invoices 

Agency can retrieve fiscal information via online reports 
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STATE PROCUREMENT OFFICESTATE PROCUREMENT OFFICE 

HAWAII AWARDS AND NOTICES DATA SYSTEM (HANDS) API UPDATEHAWAII AWARDS AND NOTICES DATA SYSTEM (HANDS) API UPDATE 
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Month 01, 2017

SPO HANDS API UPDATESPO HANDS API UPDATE 

URL: hands.ehawaii.gov/hands/ 

Service updated on 5/1/18 

Purpose: Allow integration with other procurement systems 

specifically Hawaii electronic Procurement System (HePS) 

Benefits: 

Solicitation and award notices now displayed in HANDS 

for Department of Education (DOE) and the University of 

Hawaii (UH) 

Significant number of opportunities that users can now 

see within a single system 

Potential for other systems to be integrated via a similar 

API 
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STATE CALENDARSTATE CALENDAR 
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LG STATE CALENDARLG STATE CALENDAR 

URL: calendar.ehawaii.gov 
Updates launched on 6/27/18 
Purpose:  Comply with updated Sunshine Law effective 
July 1, 2018 - "The electronic calendar records when an 
agenda was posted and a printout of the time and date of 
posting will show when the filing took place." 
Benefits: 

Two dates and times are now visible to the public for 
any event added to the calendar: 

Date/time of when the event was posted to the 
online calendar 
Date/time of when the event was last updated 

Automatically tracked by the system; no user input 
needed 

8 . 2 
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HAWAII STATE PUBLIC LIBRARY SYSTEM AWARDHAWAII STATE PUBLIC LIBRARY SYSTEM AWARD 

Hawaii State Public Library Website received its third 
award, Communicator Award of Distinction 
Features: 

collaborative user-centered design 
re-organized to reflect how patrons ask questions 
patrons' personal stories 
promotes library's diverse services including passports, 
quilt patterns, free online classes, eBooks, events, and 
more 

Copyright © 2018, Hawaii Information Consortium 
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TRANSPORT LAYER SECURITY (TLS) UPGRADETRANSPORT LAYER SECURITY (TLS) UPGRADE 

Background: 

TLS provides a secure method to transfer information 
Discontinued support of TLS 1.0 as of June 2018 

Web browsers below Chrome 22+, Firefox 27+, 
IE11+, Opera 12.18+, Safari 7+ 
Java 6 
Operating systems running OpenSSL below 1.0 

Actions: 

Email notifications sent to partners beginning in August 
2017 and again in Nov 2017, Jan 2018, Feb 2018 
Upgrade all applications by 2/11/18 - well in advance of 
hard date of June 2018 
Work with partners and their vendors to complete 
upgrade 
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DDCCCCAA 
PPAAYYMMEENNTTSS 

Copyright © 2018, Hawaii Information Consortium 

Background 

DCCA contracted with Pacific Point to process all DCCA 

payments 

HIC will continue to develop/maintain DCCA applications but will 

cease processing payments and will integrate with Pacific Point's 

payment solution (Authorize.net) 

Impact to DCCA 

Additional labor hours needed to handle collections and 

customer support on payments going forward 

Impact to customers 

May get redirected from HIC to DCCA and vice versa based on 

issues with payment vs application process causing frustration 

Impact to HIC 

Development work to integrate with Authorize.net 

Development work to pass information to Salesforce 

No longer handle payment processing, collections, or customer 

support on payments 11 

http:Authorize.net
http:Authorize.net


Month 01, 2017

AACCHH 
RREEMMIITTTTAANNCCEE 

ELECTRONIC REMITTANCE TO PARTNERSELECTRONIC REMITTANCE TO PARTNERS 

Background 

Currently there are 23 services (13 DLNR) disbursing 
funds to partner via paper checks 

Goals 

Eliminate manual check distribution via automation 
Reduce risk of paper check loss/misplacement 
Reduce time that it takes to get funds into the agency 
accounts 
Move all remittance via ACH by the end of the year 

Copyright © 2018, Hawaii Information Consortium 
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CUSTOMER SERVICE OVERVIEWCUSTOMER SERVICE OVERVIEW 

CCUUSSTTOOMMEERR 
SSEERRVVIICCEE 
FEB - APR 2018FEB - APR 2018 

In May, HIC expanded Customer Service (CS) business hours 

from 7am - 5pm (previous hours were from 7:45am - 4:30pm) 

Copyright © 2018, Hawaii Information Consortium 
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CUSTOMER SERVICE INQUIRIES BY QUARTERCUSTOMER SERVICE INQUIRIES BY QUARTER 

Inquiries include emails, chat, and phone calls from the public and our partners 
Inquiries do not include emails/calls directly to our non-CS staff 
DCCA PVL Renewal cycle in Q2 led to a higher number of inquiries 

Copyright © 2018, Hawaii Information Consortium2016 and 2018 are comparable years due to PVL Renewal cycles 13 . 2 
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CUSTOMER SERVICE INQUIRIES BY TYPECUSTOMER SERVICE INQUIRIES BY TYPE 

In general, there are more calls than emails or chats 
The percentages by type remain consistent year over year 

Copyright © 2018, Hawaii Information Consortium 
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CUSTOMER SERVICE INQUIRIES BY TIMECUSTOMER SERVICE INQUIRIES BY TIME 

Number of inquiries is for time period of January - June 2018 

Copyright © 2018, Hawaii Information Consortium 
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Month 01, 2017

CUSTOMER SERVICE AVERAGE RESPONSE TIMECUSTOMER SERVICE AVERAGE RESPONSE TIME 

Goal: Respond to emailed inquiries within 24 hours (1440 min) 
HIC has remained well below the goal 
In 2018, the average first response time is 1 hour and 27 minutes 
Spike in June 2017 due to HIC CS team being short staffed 

Copyright © 2018, Hawaii Information Consortium 
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CUSTOMER SERVICE AVERAGE RESOLUTION TIMECUSTOMER SERVICE AVERAGE RESOLUTION TIME 

Goal: Resolve emailed inquiries within 2 days (2880 min) 
Spikes in September 2016 and June 2017 were due to HIC CS team being short staffed 
Resolution time is skewed due to 5-7 day window awaiting response from customer 
Nine out of every 10 inquiries are resolved on the first contact (91% First Contact Resolution 
in 2018) 13 . 6 
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INCOME - UNAUDITED REPORTINCOME - UNAUDITED REPORT 

FFIINNAANNCCIIAALLSS 
FEB - APR 2018FEB - APR 2018 
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Month 01, 2017

CONSOLIDATED BALANCE - UNAUDITED REPORTCONSOLIDATED BALANCE - UNAUDITED REPORT 

Assets 

$6,475,415 

LiabilitiesFFIINNAANNCCIIAALLSS $5,335,467 
FEB - APR 2018FEB - APR 2018 Shareholder Equity 

$1,139,949 

Total Liabilities & Shareholder Equity 

$6,475,416 

Copyright © 2018, Hawaii Information Consortium 
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FINANCIALSFINANCIALS

FINANCIALS - FISCAL YEAR (FY) 2018FINANCIALS - FISCAL YEAR (FY) 2018 

Total Revenue:  $8,363,204 

Total Expenses:  $8,311,930 
Copyright © 2018, Hawaii Information Consortium 
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CONTRACT EXTENSIONCONTRACT EXTENSION 

HIC contract extended one year through Jan 2020 

Thank you for continuing the partnership 

Updating partners 

Numerous ideas regarding potential projects 

RFI Response Q&A on August 28, 2018 

What does AHC want HIC to focus on? 

Copyright © 2018, Hawaii Information Consortium 
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Month 01, 2017

CCOONNTTAACCTT UUSS 
Customer & Technical Support 
(808) 695-4620 
info@ehawaii.gov 

Burt Ramos, General Manager 

burt@ehawaii.gov 

(808) 695-4615 

Janet Pick, Director of Portal Operations 

janet@ehawaii.gov 

(808) 695-4625 

Zheng Fang, Director of Development 

zheng@ehawaii.gov 

(808) 695-4617 

Copyright © 2018, Hawaii Information Consortium 
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	 include emails, chat, and phone calls from the public and our partners 
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	 do not include emails/calls directly to our non-CS staff 
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	 has remained well below the goal 

	LI
	Figure
	In
	 2018, the average ﬁrst response time is 1 hour and 27 minutes 
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	Figure
	Goal: Resolve emailed inquiries within 2 days (2880 min) 
	Figure
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	Figure
	Spikes
	 in September 2016 and June 2017 were due to HIC CS team being short staffed 
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	Figure
	Resolution
	 time is skewed due to 5-7 day window awaiting response from customer 
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	Figure
	Nine
	 out of every 10 inquiries are resolved on the ﬁrst contact (91% First Contact Resolution in 2018) 
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	Customer & Technical Support (808) 695-4620 
	info@ehawaii.gov 

	Burt Ramos, General Manager (808) 695-4615 
	burt@ehawaii.gov 

	Janet Pick, Director of Portal Operations (808) 695-4625 
	janet@ehawaii.gov 

	Zheng Fang, Director of Development (808) 695-4617 
	zheng@ehawaii.gov 








