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Solution Requirements
Defines a clear set of requirements that will serve as the foundation for 

developing the new solution
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Validates the technical readiness of a selected backend agency system 
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Re-Platforming Benefits
Establishes the benefits of the modernized Gateway for both the State and 

business community
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Outlines a leadership structure and decision rights processes for running the 

future state Gateway
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Provides a high level approach towards solution delivery through a detailed 

project plan based on solution requirements, agency readiness and 

activities detailed in RFP
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• Align business owners for 

requirements gathering

• Assess feasibility of the 

potential solution

• Select Business Value 

Accelerators (BVAs)

• Define high-level business 

requirements

• Identify technology standards 

for integration

• Document implementation 

requirements for BVAs

• Document detailed solution 

requirements

• Determine potential risks and 

mitigation strategies

• Define plan for implementation 

of BVAs

• Identify implementation 

activities

• Establish RFP plan

• Conduct Competitive Dialogue

• Create RFP

• Develop execution plan

• Define vendor roles

• Submit RFP to procurement

• Design leadership structure 

• Define governance roles 

and responsibilities

• Identify potential benefits

• Define decision rights 

processes

• Create communication plan

• Articulate benefits of re-
platforming

• Initiate governance 
processes

• Support internal and 
external communications 

Technology Thread

Integrated Activities

Business Thread

• In Phase 1 a digital strategy for 

the future state Ohio Business 

Gateway was defined

• Phase 2 focused on key 

Technology, Business and 

Integrated Activities (detailed on 

the right)

• Phase 3 will continue to build on 

key work threads and initiate 

others to prepare for Day 1 of 

implementation





Documented needs of the future state Gateway 

to guide modernization efforts during 

implementation

Confirmed the validity of the future state 

solution’s compatibility with back-end systems 

through a successful proof of concept

Detailed four enhancements to the current 

system to provide immediate value to the 

business community and State



Agency Name

Ohio Business Gateway (Gateway)

Ohio Department of Taxation (ODT)

Municipal Taxation and Help Desk

Bureau of Workers’ Compensation (BWC)

Ohio Department of Job and Family Services (ODJFS)

Opportunities for Ohioans with Disabilities (OOD)

Ohio Deferred Compensation

Department of Administrative Services (DAS)

Ohio Department of Commerce

Sample Desired Capabilities

• Streamlined and simplified account registration 

process

• Leverage shared service offerings planned for the 

future Gateway solution

• Save banking information to increase usability 

• Business process management to support complex 

interactions between the Gateway and agency 

applications

• Streamlined, user-facing, bulk upload capability for 

registrations and transactional filings

• Paperless correspondences

Agency input provided clarity on the specific functional needs of the future state 

Gateway and served as inputs for the solution requirements



Authorization 

Management 

Customer Service 

Management

Operational 

Analytics

Administration 

Management 

Transaction 

Management
System 

Dependability

Payment 

Management

Authentication 

Management

Data 

Architecture

Integration 

Architecture

Application 

Architecture

Transactional 
Capabilities

Supporting
Capabilities

Required solution capabilities were determined through agency outreach, identified user needs, 

and technical expertise, and detailed solution requirements were captured for each



Front End Enterprise Service Bus Ohio Department of Taxation

STARS Services

CRM Middleware

ESB
HTTPS HTTPS

• Created a test solution architecture with the Ohio Department of Taxation STARS system

• Leveraged on-cloud CRM for front end application and on-premise middleware as the key solution components

• Replicated as-is Severance Tax filing to validate connectivity, data exchange and the ability to complete the filing process

• Conducted live demos of the proof of concept for both project leadership and technical teams



* Additional technology consideration and evaluation may be required during the Pilot phase to address architectural needs

Agency systems, specifically the STARS system, are 

likely to be compatible with the proposed future Gateway 

architecture

The proposed future architecture can support the 

majority of back-end agency integrations, without making 

significant changes* to respective agency systems 

Greater reusability can be achieved by defining common 

frameworks across application, integration and 

middleware solution components



Enhancing 

the user 

experience 

through 

simplified 

processes

Empowers users through 

self-service functionality

Enhances design and 

ease-of-use

Focuses on improving 

the filing experience, 

starting in January 2016

Improves service 

provider and business 

relationships



1

Navigate and find key information more efficiently on 

updated home, splash and access pages 

3

Change and reset passwords more simply, all 

within the Gateway

4

Clearly be directed to the information you need when 

accessing the help desk 

2

More easily understand the type of account you need, 

and how to set up rights for that account

Modern “look and feel” enhances the user experience 

and ease-of-use

Online self-service and password reset functionality 

significantly increases user efficiencies and decreases 

reliance on the help desk

Improvements to the call tree, routing users to 

answers in a more timely fashion

Users will receive clear guidance on how to establish 

a Service Provider and Client relationship, resulting in 

greater efficiencies for both parties



Agile CycleSession Implementation

Thread Sub-Thread

September October November December

9/07 9/14 9/21 9/28 10/05 10/12 10/19 10/26 11/02 11/09 11/16 11/23 11/30 12/07 12/14 12/21 12/28

IV
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Password 

Modernization

Refresh Design On 

Select Pages
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n User Account 

Communications

Complete Design

Finalize Requirements for IVR flow changes

BVAs 

Deployed

Build & Deploy Updated IVR Flow

Finalize Requirements for Password Modernization

Finalize Requirements for Refreshed Design

Finalize Requirements for User Communication Needs

Complete User Stories

Build and Test

Integrate & Deploy

Complete User Stories

Build and Test

Integrate & Deploy

Complete User Stories

Build & Test

Deliverables

Change & 

Communication 

Management

Change & Communication Management

Change & 

Communication 

Management

Change & 

Communication 

Management9/17

Go-Live

10/7

Go-Live

11/18

Go-Live
12/17

Go-Live

Integrate & Deploy





Re-Platforming Benefits

Articulated the value proposition of the 

re-platformed solution to the business community and State

Governance

Established a leadership structure and decision rights for 

managing the Gateway

Change & Communication

Defined an approach for engaging internal and external 

stakeholders throughout the modernization effort



*Note on Metrics: Metrics are directional in nature and will ultimately be dependent on numerous factors related to solution implementation and future state operating model

Ohio – DAS

• Run cost per revenue collected ↓

• Cost per transaction ↓

• Submission success rates ↑

Agencies and Municipalities

• Enables simplified agile development, 

support and business process 

optimization

• Enhances scalability of the platform to 

support long-term growth of services

• Decreases effort and expense of 

onboarding new agencies, municipalities 

and compliance areas

• Integrates with legacy systems as well as 

new compliance areas through modern, 

flexible technology

• Time to onboard agencies ↓

• Cost to onboard agencies ↓

• Total compliance areas on Gateway ↑

Business Community

• Creates a more efficient experience for 

businesses to complete filings and utilize 

State services

• Enables transaction processing 

improvements 

• Enhances the user journey, making it 

easier for businesses to understand 

compliance needs

• Simplifies Gateway navigation and use 

of services

• Supports secure transactions rooted in 

modern protocols

• Help desk call time and volume ↓

• Time per transaction ↓

• Utilization of State business services ↑

Modernization Project Summary: The investment will replace the current system, which has been found to be outdated, does not 

meet the identified needs of the state today or for the future, and presents a potential risk to securely capturing $9B+ in revenue 

now and in the future. The modern platform is expected to generate substantial benefits for the State and the business community. 
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• Replaces current technically outdated 

platform 

• Alleviates risk of current system’s ability 

to capture revenue flows

• Provides State business services with 

greater security than the current system

• Includes frequent software 

enhancements for ongoing system 

upgrades

• Increases efficiencies and simplifies 

operations, which may lead to cost 

savings



• Run Costs per Revenue Collected

• File Transmission Success Rate

• Report Submission Success Rate

• Cost per Transaction

• Time to Onboard Agencies

• Cost to Onboard Agencies

• Total Compliance Areas on Gateway

• Number of Business-Facing Filings

• Number of Profiles per User

• Help Desk Call Volume

• Help Desk Call Time

• Time for Account Registration

• Time per Transaction 

• Transactions per Sign-in

• Utilization of State Business Services 

Expected metric 

decrease
Legend

Expected metric 

increaseNote: All metric increases/decreases reflect the expected positive benefits of Gateway modernization



Past Present Near Term Future Long-Term Future

Maintain 

established 

transactional 

operations

Envision future of 

the Gateway and 

establish execution 

roadmap

Monitor 

construction of 

new platform and 

sponsor change 

initiative

Operate the 

Gateway platform 

and seek out and 

validate future 

opportunities

The governance model should be sustainable yet designed with enough 

flexibility as it evolves from plan to build to run



Broad-based senior leadership for decision-

making, strategy-setting and buy-in

Investment & 

Funding 

Long-Term 

Strategy

Statewide Change 

Impact

Executive level yet highly involved 

leadership for decision-making, oversight of 

operations, and execution-focused mindset

Onboarding Budget Allocation Policy Impact

Roadmap
Initiative Definition 

& Prioritization

Change & Release 

Control

Service Addition Issue Resolution Security

Operationally-focused decision-making from 

fully dedicated management

Technical Service 

Selection
Reporting Operating Plan

Service Change
Feature 

Modification
Bug Resolution



Operations

Manager

Leadership Cabinet
Steering 

Committee

Business Community

Agency & Municipality Security

Policy

Technology

Budget

Chair

Executive Co-Leads

Informal Action Group to Advise Executive Co-Leads

Advisory Pathway

Decision-Making Pathway

LEGEND

Strategy
Steering Committee 

Chair Appointee

Technology
State 

CIO

O
p

e
ra

ti
n

g
 

L
e
v
e

l

G
o

v
e
rn

in
g

 

L
e
v
e

l
E

x
e
c
u

ti
v
e
 L

e
v
e
l



DRAFT

• Align process owners for 

requirements gathering

• Assess feasibility of the 

potential solution

• Select Business Value 

Accelerators for execution

• Define high-level business 

requirements

• Identify technology standards 

for integration

• Document implementation 

requirements for Accelerators

• Document detailed solution 

requirements

• Determine potential risks and 

mitigation strategies

• Define plan for implementation 

of Accelerators

• Identify implementation 

activities

• Establish RFP plan

• Define staffing roles

• Create RFP

• Develop execution plan

• Define vendor roles

• Submit RFP

• Support responses

• Produce budgetary cost 

estimate

• Design leadership structure 

• Define governance roles 

and responsibilities

• Identify potential benefits

• Define decision rights 

processes

• Create communication plan

• Finalize cost-benefit model

• Initiate governance 

processes

• Support internal and 

external communications 

Technology

Activity CompletedActivity in Progress Activity Not Yet StartedLEGEND:

Integrated Activities

Business

We are over halfway 

through Phase 2 of the 

modernization project. 

Strong progress has 

been made in each of 

the sub-threads, and 

outputs are being 

integrated for the 

execution plan and RFP 

for a re-platformed 

solution. 

Plan Design Execute

Channels Stakeholders

Tactics

Define key 

communication objectives 

and high-level plan

Identify relevant stakeholders, channels and tactics for 

successfully executing communication activities

Implement communication 

activities in-line with plan

Core communications activities are designed to clearly relay the vision, strategy, status and 

coordination needs across stakeholders throughout the modernization’s duration

DeliveryApproach & Tracker



Each stakeholder and targeted audience group 
has unique needs and desired outcomes

Pertinent and timely communication tactics can 
make or break the success of any project 

Communication channels set the tone for the 
message’s context



Gateway

Muni

Agency

Agency

Muni

Agency / Municipality 

Business Community

Recognizes Gateway 

benefits

Agency / Municipality Partner

Communicates Gateway value to 

business community

Sphere of influence

Gateway’s Sphere of Influence

Inform business community and 

agencies / municipalities of the 

benefits of the modernized 

Gateway

Ohio Business Gateway

Communicates Gateway changes 

and benefits

Muni

Agency



Solution Requirements 

Solution Validation 

Re-Platforming Benefits

RFP

Governance

Business Value 
Accelerators

Support ActivitiesCore ActivitiesLEGEND

• Agency working sessions

• Validation discussions

• Proof of concept leadership 

team demo

• Proof of concept technical 

demo

• Internal Gateway BVA 

concept sessions

• Communications to users

• Competitive Dialogue 

briefing document 

• Competitive Dialogue 

session 

• Leading practice 

documentation

• Socialization sessions

• Benefits documentation 

within a capital narrative

Internal Newsletter

Monthly Website 
Update

Communication 
Approach

Stakeholder 
Mapping

Communication 
Tracker

Municipal Focus 
Group Approach

Logo Contest

Steering Committee 
Engagement

Communication 
Library

Communication 
Channels

Talking Points

Agency Workshop 
Approach

30 Day Action Plan

Change 
Considerations

Change & 

Communication





Developed RFP, articulating the specific needs 

of the re-platformed solution as defined by the 

solution requirements

Created detailed project plan for the delivery of 

the future state Gateway based on the 

identified solution requirements



Competitive 

Dialogue

Purpose:

State presented details on the current situation, 

articulated goals of the re-platforming, and 

solicited feedback and questions from vendors

Participants:

 State Leadership Team

 Master Integrator

 Eminent Systems Integrators (Leads)

 State Technology Vendors (Leads)

RFP 

Development & 

Let

Purpose:

State to issue an RFP, including the necessary 

solution requirements, to the vendor community 

and support an inquiry period

Participants:

 State Leadership Team

 Master Integrator

 State Procurement and Evaluation Team

 Vendors respond based on ability to address 

State’s requirements

RFP Response & 

Evaluation 

Process

Purpose:

Following RFP issuance, receive responses,

evaluate them, and engage in negotiations with 

the selected vendor(s)

Participants:

 State Leadership Team

 Master Integrator

 State Procurement and Evaluation Team

Timing: Conducted in September 2015

Timing: Late 2015

Timing: Early 2016



• Agency buy-in to the project is an important critical success factor and 

major interest of the vendor community

• Integration is where the largest focus of the project efforts will be 

required, and detailed information on how agency integration will occur 

is important

• Changes and redesign of business processes across agencies are 

recognized as necessary by the vendor community

• Defining the roles and responsibilities of all parties is necessary to 

clearly understand scope

• Organizational change management is a key success factor

• Share information with Systems Integrators and Technology vendors

• Identify successful approaches to realizing the goals and outcomes 

based on other Public Sector successes

• Understand the implementation options and marketplace direction

Over 30 representatives from over 20 distinct vendors 

attended the Competitive Dialogue on September 24, 2015
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USER INTERFACE & 

CUSTOMER 

MANAGEMENT

TRANSACTION 

ROUTING 

& PROCESSING

AGENCY INTEGRATION 

& APIS
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2 Department of Taxation: Severance Tax

1 Department of Commerce: Unclaimed Funds
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PILOT 

SCOPE

SCOPE 

INCLUSIVE OF 

COMPLETE

SOLUTION 

The solution will be developed first as a fully operational Pilot with user interface, transaction routing, and 

agency integration components, followed by phased releases to deliver the complete solution



• The execution plan details a sequenced delivery of 

the re-platformed solution based on the identified 

solution requirements, deliverables, and activities 

included in the RFP

• Clear timeline and set of activities to help plan, 

track and manage the complex modernization effort

• Established structure helps reduce operational risk 

when implementing a new system of the 

modernization’s size and significance

• Enhances speed to development of the new system 

by articulating a plan with clearly identified critical 

paths




