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County of Hawaii, Liquor License RenewalsNEW/UPGRADED 
Department of Accounting and General Services, State 

Procurement Office, HANDS Small Business Phase IISERVICES 
Department of Health, Medical Cannabis Registry 

May - July 2019 Enhancement 
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MEDICAL CANNABIS REGISTRY RELEASE 3.3 

SERVICE 
HIGHLIGHT 1 
Department of Health 
Medical Cannabis 
Registry Release 3.3 
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MEDICAL CANNABIS REGISTRY RELEASE 3.3

SERVICE
HIGHLIGHT 1
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MEDICAL CANNABIS REGISTRY RELEASE 3.3MEDICAL CANNABIS REGISTRY RELEASE 3.3 
URL: medmj.ehawaii.gov/medmj 

Launched on 07/18/2019 

Features: 

Allows patients to apply for the desired registration 

period, based on doctor approval and meeting the 

conditions stated by DOH with the capacity for in-state 

patients to apply for either 1 or 2 year registrations 
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https://medmj.ehawaii.gov/medmj/welcome


SMALL BUSINESS PHASE II 

SERVICE 
HIGHLIGHT 2 
State Procurement 
Office 
Small Business Phase II 
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SMALL BUSINESS PHASE II

SERVICE
HIGHLIGHT 2
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STATE PROCUREMENT OFFICE - SMALL BUSINESS PHASE II

Copyright © 2019, Hawaii Information Consortium 

STATE PROCUREMENT OFFICE - SMALL BUSINESS PHASE II 
URL: hands.ehawaii.gov/hands/smallbusiness 

Launch date: 07/15/2019 

Features: 

Small Business Landing Page - more informative 

Added pie chart on the search that breaks down the 

percentage of registered small businesses by designation 

Enhanced search including ability to filter search results 

by multiple criteria - category, island, commodity code, etc. 

New Small Business Dashboard for vendors 

New Small Business System Admin Dashboard - ability to 

manage registered small businesses and edit terms and 

conditions. 

Added Small Business Renewal Process - implemented a 

three-year renewal process for small businesses 
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https://hands.ehawaii.gov/hands/smallbusiness


PAYMENT PLATFORM 

SERVICE 
HIGHLIGHT 3 
Portal Innovation 
Payment Platform 
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PAYMENT PLATFORM

SERVICE
HIGHLIGHT 3
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PAYMENT PLATFORMPAYMENT PLATFORM 
Informative URL: https://nichawaii.egov.com/pay 

Launch date: TBD 

Features: 

Centralized payments 

Configurable - low development effort, if any 

Rapid implementation 

Collect invoice payments 

Process accounts receivable more efficiently 

Customize online bill payment gateway for citizens 

Credit card chip reader integration for in-person 

transactions 

Generate reports for convenient auditing 
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https://nichawaii.egov.com/pay


CUSTOMER SERVICE TRACKING TOOL 

SERVICE 
HIGHLIGHT 4 
Portal Innovation 
Customer Service 
Tracking Tool 
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CUSTOMER SERVICE TRACKING TOOL

SERVICE
HIGHLIGHT 4
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CUSTOMER SERVICE TRACKING TOOLCUSTOMER SERVICE TRACKING TOOL 
Features: 

Configurable modules - low development effort, if any 

Call center and ticketing module 

Voice-to-text functionality 

Feedback capture module 

Dashboard 

Real time 

Association with any service statewide 

Hear what your customers are saying about you 
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CUSTOMER SERVICE OVERVIEW

CUSTOMER
SERVICE
MAY - JULY 2019

CUSTOMER SERVICE OVERVIEW 

CUSTOMER 
SERVICE 
MAY - JULY 2019 
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Month 01, 2017

CUSTOMER SERVICE AVERAGE RESPONSE TIMECUSTOMER SERVICE AVERAGE RESPONSE TIME 

Requirement: Respond to emailed inquiries within 24 hours (1440 min) 
HIC has remained well below the requirement 
In 2019, CS was short staffed in Q1, new hire training impacts response time 
In 2018, the average first response time is within 1-2 hours 
Spike in June 2017 (grey line) due to HIC CS team being short staffed 
Spike in June 2019 (orange line) due to Camping inquiries doubling 
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CUSTOMER SERVICE AVERAGE RESOLUTION TIMECUSTOMER SERVICE AVERAGE RESOLUTION TIME 

Goal: Resolve emailed inquiries within 2 days (2880 min) 

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) 

Slower resolution time in May/June 2019 due to increase in inquiries specifically in regards to Camping 

(Kalalau Trail reopening) 
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INCOME - UNAUDITED REPORT 

FINANCIALS 
MAY - JUL 2019 

Rolling 3-Month (May–July 2019) Financials 

Total Revenue:  $2,574,875 

Total Expenses:  $2,183,468 

Net Income:  $289,422 
9 . 1

Month 01, 2017

INCOME - UNAUDITED REPORT 

FINANCIALS
MAY - JUL 2019
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Month 01, 2017UNAUDITED FINANCIALS - FISCAL YEAR (FY) 2019

FINANCIALS

FY2019 REVENUE & EXPENSES

UNAUDITED FINANCIALS - FISCAL YEAR (FY) 2019 

FINANCIALS 

FY2019 REVENUE & EXPENSES
 Total Revenue:  $9,692,779 

Total Expenses:  $9,284,361Copyright © 2019, Hawaii Information Consortium 
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CONSOLIDATED BALANCE - UNAUDITED REPORT 

Assets 

$10,516,038 

LiabilitiesFINANCIALS $8,876,786 
MAY - JUL 2019 

Members Equity 

$1,639,251 

Copyright © 2019, Hawaii Information Consortium 
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CONSOLIDATED BALANCE - UNAUDITED REPORT

FINANCIALS
MAY - JUL 2019

$10,516,037 
Total Liabilities & Shareholder Equity 
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OTHER UPDATES 

Contract Extension 

Portal Strategic Plan 

Annual Report 

portal.ehawaii.gov moved to AWS in July 2019 

Staff Updates 

Quality Assurance Internship - Summer 2019 

Fall 2019 Internship Program 

July 2019 Project Manager hired to fill a departure 

August 2019 Jr Sys Admin departed 
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NEWS & UPDATES 

OTHER UPDATES
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CONTACT USCONTACT US 
Customer & Technical Support 
(808) 695-4620
info@ehawaii.gov

Burt Ramos, General Manager 

bramos@egov.com 

(808) 695-4616

Janet Pick, Director of Portal 

Operations jpick@egov.com 

(808) 695-4625

Zheng Fang, Director of Development 

zfang@egov.com 

(808) 695-4617
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