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Month 01, 2017

EEXXEECCUUTTIIVVEE 
SSUUMMMMAARRYY 

New Services and Upgrades July - Aug 2018 

Charity Registry updates 

Circuit Court Judge Evaluation 

Solar Water Heater Variance service 

Customer Service Summary 

Financial Summary 

RFI Q&A Postponed Until Sept 

Annual Report 

Other Updates 
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Month 01, 2017

DEPARTMENT OF ATTORNEY GENERAL (AG) TAX & CHARITIESDEPARTMENT OF ATTORNEY GENERAL (AG) TAX & CHARITIES 

CHARITY REGISTRY UPDATESCHARITY REGISTRY UPDATES 
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Month 01, 2017

CHARITY REGISTRY UPDATESCHARITY REGISTRY UPDATES 

URL: https://ag.ehawaii.gov/charity 

Updated site launched on 7/19/18 

Updates: 

Added a Commercial Co-venturer (CCV) module to allow 

CCVs to submit online consent forms that can be signed by 

the CCV and charity involved, then submitted to the 

agency for review. 

Invoicing module (launched 8/22/18) allows the charity to 

receive an invoice via email and make an online payment. 
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Month 01, 2017

DDEEPPAARRTTMMEENNTT OOFF BBUUSSIINNEESSSS,, EECCOONNOOMMIICC DDEEVVEELLOOPPMMEENNTT,, AANNDD TTOOUURRIISSMM ((DDBBEEDDTT)) 
EENNEERRGGYY OOFFFFIICCEE -- SSOOLLAARR WWAATTEERR HHEEAATTEERR VVAARRIIAANNCCEE 

HHIIGGHHLLIIGGHHTT 22 
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SOLAR WATER HEATER VARIANCESOLAR WATER HEATER VARIANCE 

URL: https://swhv.ehawaii.gov/ 
Launched: September 4, 2018 
Purpose: Allow online solar water heater submissions of a 
variance (exemption) from the Hawaii Revised Statutes 
law (HRS 196-6.5) 
Benefits: 

Eliminates manual submission process (paper form) 
Online payment processing 
Partner has access to reports on submissions 
Applicant can check status of variance request online 
Applicant can download approved variance request 
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Month 01, 2017

CUSTOMER SERVICE OVERVIEWCUSTOMER SERVICE OVERVIEW 

CCUUSSTTOOMMEERR 
SSEERRVVIICCEE 
MAY - JULY 2018MAY - JULY 2018 
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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 within 1-2 hours 
Spike in June 2017 due to HIC CS team being short staffed 
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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) 5 . 3 
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INCOME - UNAUDITED REPORTINCOME - UNAUDITED REPORT 

FFIINNAANNCCIIAALLSS 
MAY - JULY 2018MAY - JULY 2018 
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Month 01, 2017

CONSOLIDATED BALANCE - UNAUDITED REPORTCONSOLIDATED BALANCE - UNAUDITED REPORT 

Assets 

$9,367,035 

LiabilitiesFFIINNAANNCCIIAALLSS $8,002,803 
MAY - JULY 2018MAY - JULY 2018 Shareholder Equity 

$1,364,233 

Total Liabilities & Shareholder Equity 

$9,367,036 
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FINANCIALS - FISCAL YEAR (FY) 2018FINANCIALS - FISCAL YEAR (FY) 2018 

FINANCIALSFINANCIALS 

Total Revenue:  $9,105,035 

Total Expenses:  $9,036,941 
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Month 01, 2017

NEWS &NEWS & 
UPDATESUPDATES 

OTHER UPDATESOTHER UPDATES 

Portal Analytics 

Increased collaboration with Portal Program Manager 

NIC and HIC news 

Research 
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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 
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