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INDIANA:  REVENUE/non-revenue generating service deployments
List all revenue/non-revenue generating services launched this month.
	AGENCY
	APPLICATION
	DESCRIPTION
	TO/CO/SOW 
Target Deployment Date
	Actual Deployment Date

	FSSA/DMHA
	ICOPE Application Enhancements Admin: https://secure.in.gov/apps/icope/admin/ 
Centers:  https://secure.in.gov/apps/icope/.
	On April 9th, the changes to the ICOPE application for the admin and center sides of the application were deployed. These changes focused on the way the application handles password creation and compliance, ensuring that the passwords conform to IOT’s Security Framework Practice 8.2.1. An additional change, due to a requirements omission on a previous document, was included to create an “Add Patient” button on the function bar if the patient type is “Out of State Guest” and the status is “Closed”.  Changes will help to ensure that the Admin and Centers’ very confidential data is kept secure.
	04/09/2013
	04/09/2013

	DOR
	BT1 Taxpayer Improvements
	The BT1 Taxpayer Improvements project consisted of updating the application’s flow and readability in an effort to assist taxpayers.
	04/01/2013
	04/01/2013



INDIANA:  website deployments
List all websites deployed this month.
	AGENCY
	WEBSITE
	DESCRIPTION
	TO/CO/SOW Target Deployment Date
	Actual Deployment Date

	IGR
	Indiana Guard Reserve
http://www.in.gov/igr 
	The Indiana Guard reserve website was created to serve as a resource to prospective and current Indiana Guardsman.
	04/17/2013
	04/17/2013




[bookmark: _GoBack]
	 
	INDIANA:  Quarterly Applications and Websites Deployed Chart
	Q1
	Q2
	Q3
	Q4

	A
	Total # revenue applications deployed
	5
	-
	-
	-

	B
	Total # non-revenue applications/websites deployed
	8
	2
	-
	-

	C
	Total # of applications and websites deployed
	14
	3
	-
	-

	D
	Total # of revenue application or website enhancements
	2
	1
	-
	-

	E
	Total # of non-revenue application or website enhancements
	1
	2
	-
	-

	F
	Total # of application functional upgrades deployed
	0
	-
	-
	-

	G
	Total # of mobile websites/applications deployed 
	8
	1
	-
	-

	H
	Small Project (Under $50,000)
	14
	3
	-
	-

	I
	Medium Project (Between $50,000 - $100,000)
	0
	-
	-
	-

	J
	Large Project (Over $100,000)
	0
	-
	-
	-

	
	[These can’t be totaled since some items are counted twice]
	No Total
	No Total
	No Total
	No Total



List each application to be counted, identify with the corresponding A-F and place an “X” in the quarter that it will be counted in.  Add rows as necessary.
	Identify A-J
	INDIANA:  Quarterly Applications and Websites Deployed Chart
	Q1
	Q2
	Q3
	Q4

	B/C/G/H
	Indiana Bicentennial Website
	X
	
	
	

	A/C/H
	ISDH Vital Records Application
	X
	
	
	

	B/C/G/H
	Governor History Website
	X
	
	
	

	B/C/G/H
	Governor History, Mitch Daniels Website
	X
	
	
	

	B/C/G/H
	Governor Mike Pence Website
	X
	
	
	

	B/C/G/H
	Lieutenant Governor Sue Ellspermann Website
	X
	
	
	

	B/C/G/H
	First Lady Karen Pence Website
	X
	
	
	

	B/C/G/H
	DHS Burn Ban Map Application
	X
	
	
	

	B/C/G/H
	DHS Travel Advisory Map Application
	X
	
	
	

	A/C/H
	ATC Online Server Training Application
	X
	
	
	

	A/C/D/H
	DOR ePay (Due Date) Application Enhancement
	X
	
	
	

	A/C/D/H
	DOR ePay (Hot Fix) Application Enhancements
	X
	
	
	

	A/C/H
	ATC Online Server Training
	X
	
	
	

	E/H
	IDOI COI eFiling Enhancments
	X
	
	
	

	C/D/H
	DOR BT1 Taxpayer Application Enhancements
	
	X
	
	

	B/C/E/H
	iCope Admin Application Enhancements
	
	X
	
	

	B/C/E/G/H
	Indiana Guard Reserve Website
	
	X
	
	








	Monthly Scorecard
	
	
	
	
	
	

	Reporting Period:
	April
	2013
	
	Quarter:
	1
	

	
	
	
	
	
	
	

	Service Level Description
	SLA
	April
	Q1
	Q2
	Q3
	Q4

	Timely Delivery of:

	a.  Application Reliability – New/Existing IN.gov Services Uptime
	99.5%
	99.93%
	99.88%
	-
	-
	-

	b.  Portal Web Pages Availability 
	99.9%
	99.99%
	100.00%
	100.00%
	-
	-

	c.  Applications Support Queue
	98%
	100.00%
	100.00%
	100.00%
	-
	-

	d. IN.gov Portal Response Time
	< 1 sec.
	0.438
	0.381
	.438
	-
	-

	e. Support Response Resolution
	95%
	100.00%
	100.00%
	100.00%
	-
	-

	f. Delivery of Services
	100%
	100.00%
	100.00%
	100.00%
	-
	-

	g. Help Desk – Average Call Answer Time
	≤ 120 s
/90%
	93.21%
	94.19%
	93.21%
	-
	-

	h. Help Desk Abandon Rate
	≤ 5%/98%
	6.00%
	5.00%
	6.00%
	-
	-

	i. Citizen/Business (End User) Customer Support
	97%
	100.00%
	100.00%
	100.00%
	-
	-

	j. State of Indiana Portal Integrity
	Broken Links
	3,715
	3878
	3,715
	
	-

	k. State of Indiana Portal Integrity
	Mis- Spellings
	693
	701
	693
	
	

	k. Citizen/Business Customer Satisfaction Survey
	90% (no less than “4”)
	87.60%
	81.73%
	87.60%
	-
	-

	
	

	Subtotal – Assessed Debits/Credits
	 Variable
	n/a
	n/a
	n/a
	n/a
	n/a

	Unsatisfactory Penalty
	 Variable
	n/a
	n/a
	n/a
	n/a
	n/a

	Total  – Assessed Debits/Credits
	 
	n/a
	n/a
	n/a
	n/a
	n/a

	
	
	
	
	
	
	

	Status Key         
	
	
	
	
	

	Acceptable
	Green
	
	
	
	
	

	Marginal
	Yellow
	
	
	
	
	

	Unsatisfactory
	Red
	
	
	
	
	

	No metric to report
	N/A
	
	
	
	
	










	a.  Application Software (New Development)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Total # of New Active Projects Delivered
	1
	13
	1
	-
	-
	14

	Total # of New Active Projects Required to be Delivered
	1
	13
	1
	-
	-
	14

	Percentage
	100%
	100%
	-
	-
	-
	100%

	
	
	
	
	
	
	

	b.  Application Software (Change Orders)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Total # of Change Orders Delivered
	2
	2
	2
	-
	-
	4

	Total # of Change Orders Required to be Delivered
	2
	2
	2
	-
	-
	4

	Percentage
	100%
	100%
	-
	-
	-
	N/A

	
	
	
	
	
	
	

	c.  Application Software (Enhancements)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Total # of Enhancements Delivered
	0
	0
	0
	-
	-
	0

	Total # of Enhancements Required to be Delivered
	0
	0
	0
	-
	-
	0

	Percentage
	N/A
	N/A
	N/A
	-
	-
	N/A

	
	
	
	
	
	
	

	d.  Production Problem Response - Off Peak Usage (4 hrs)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Total # of calls assigned by State during Off Peak Usage Periods and responded to by Contractor within 4 hrs
	0
	0
	0
	-
	-
	0

	Total # of calls assigned by State during Off Peak Usage Periods
	0
	0
	0
	-
	-
	0

	Percentage
	N/A
	N/A
	N/A
	-
	-
	N/A

	
	
	
	
	
	
	

	e.  Production Problem Response - Weekends and Holidays (24 hrs)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Total # of calls assigned by State on Weekends and Holidays and responded to by Contractor within 24 hrs
	0
	0
	0
	-
	-
	0

	Total # of calls assigned by State Weekends and Holidays
	0
	0
	0
	-
	-
	0

	Percentage
	N/A
	N/A
	N/A
	-
	-
	N/A




	

	
	
	
	
	
	

	f.  IN.gov Availability (Network Connectivity)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Total # of minutes of Availability within the reporting period
	43,200
	84,885
	-
	-
	-
	84,885

	Total # of minutes in the reporting period less the sum of the total # of minutes of scheduled maintenance and Force Majeure events downtime
	40,260
	84,825
	-
	-
	-
	84,825

	Percentage
	99.851%
	99.929%
	-
	-
	-
	99.929%

	
	
	
	
	
	
	

	g.  End User Support – Phone Availability (Target hours = 45 hours per week)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Actual hours available during Peak Usage Periods
	198
	567
	198
	-
	 
- 
	765

	Target hours of availability during Peak Usage Period
	198
	567
	198
	-
	 
-   
	765

	Percentage
	198
	100%
	100%
	
	
	100%

	
	
	
	
	
	
	

	h.  End User Support - Problem Resolution (VSM)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Application Support
	11
	48 
	11 
	-   
	-   
	59 

	Bugs (4 hr SLA)
	54
	167 
	54 
	-   
	-   
	221 

	Content (3 day SLA)
	291
	840 
	291 
	-   
	-   
	1,131 

	Financials
	112
	253 
	112 
	-   
	-   
	365 

	Outages (2 hr SLA)
	7
	13 
	7 
	-   
	-   
	20 

	Web Address (3 day SLA)
	3
	32 
	3 
	-   
	-   
	35 

	Other
	8
	18 
	8 
	-   
	-   
	26 

	Total
	11
	48 
	11 
	-   
	-   
	59 

	

	i.  End User Support – Compliance (VSM)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Application Support (200 hrs)
	100%
	100%
	100%
	0%
	0%
	100%

	Bugs (4 hour SLA)
	100%
	100%
	100%
	0%
	0%
	100%

	Content ( 3 Business days SLA)
	100%
	99%
	100%
	0%
	0%
	99%

	Outages (2 hour SLA)
	100%
	100%
	100%
	0%
	0%
	100%

	Web Address (3 business day SLA)
	100%
	94%
	100%
	0%
	0%
	94%

	Percentage
	 -   
	 -   
	 -   
	 -   
	 -   
	 -   




	
	
	
	
	
	
	

	j. Customer Satisfaction
	 
	 
	
	
	
	 

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Q1-- Completed On Time
	87%
	89%
	100%
	0%
	0%
	90%

	Q2--Issue Resolved
	87%
	86%
	100%
	0%
	0%
	88%

	Q3--Responsive & Courteous
	93%
	89%
	100%
	0%
	0%
	91%

	Q4--Regular Updates
	89%
	87%
	100%
	0%
	0%
	88%

	Total Customer Satisfaction
	89%
	88%
	89%
	0%
	0%
	88%

	

	k. Full Recoverability (within 48 hours)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	# of hours to recover from a catastrophic event (a fractional hour is rounded to the next whole hour)
	0  
	 0  
	0   
	 -   
	 -   
	0   

	Percentage
	 N/A   
	N/A -   
	 N/A   
	 -   
	 -   
	 N/A   



	l. Third Party Portal Services
	 
	 
	
	
	
	 

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	BrowseAloud
	                    41 
	169 
	41 
	                   -   
	-   
	210 

	Browsealoud Plus
	                      1 
	104 
	1 
	                   -   
	-   
	105 

	ExactTarget Email Sends
	2,304,938 
	6,892,840 
	2,304,938 
	                   -   
	-   
	9,197,778 

	ExactTarget Cost
	747 
	94,344 
	747 
	                   -   
	-   
	95,091 

	GovDelivery Email Sends
	1,673,706 
	5,492,133 
	1,673,706 
	                   -   
	-   
	7,165,839 

	GovDelivery Subscriptions Added
	                     -   
	3,223,149 
	-   
	                   -   
	-   
	3,223,149 

	RightNow Live Chats
	396,684 
	519,200 
	396,684 
	                   -   
	-   
	915,884 

	RightNow Incidents
	1,848 
	4,843 
	1,848 
	                   -   
	-   
	6,691 

	Total
	 -   
	 -   
	 -   
	 -   
	 -   
	 -   


**reporting service temporarily down

	m. IN.gov Static Web Portal (Visits)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	Hoosier Lottery
	898,437
	3,781,734
	898,437
	0
	0
	4,680,171

	DWD
	403,967
	1,426,072
	403,967
	0
	0
	1,830,039

	DOR
	760,547
	1,934,058
	760,547
	0
	0
	2,694,605

	IN.gov Core
	552,809
	1,713,555
	552,809
	0
	0
	2,266,364

	DNR
	520,081
	1,010,926
	520,081
	0
	0
	1,531,007

	BMV
	821,883
	2,557,701
	821,883
	0
	0
	3,379,584

	FSSA
	339,064
	950,210
	339,064
	0
	0
	1,289,274

	INDOT
	113,436
	426,229
	113,436
	0
	0
	539,665

	ISP 
	152,550
	454,598
	152,550
	0
	0
	607,148

	DOE
	592,317
	881,630
	592,317
	0
	0
	1,473,947

	Total
	5,155,091
	22,035,639
	5,155,091
	0
	0
	27,190,730







	o. Mobile Portal Traffic – Top Mobile Browsers (Hits)

	Matrix
	April
	Q1
	Q2
	Q3
	Q4
	YTD

	iPhone
	1,157,294
	3,304,298
	1,157,294
	0
	0
	4,461,592

	Android Browser 
	1,947,354
	5,958,614
	1,947,354
	0
	0
	7,905,968

	Blackberry
	21,214
	2,103,078
	21,214
	0
	0
	97,781

	Internet Explorer Mobile
	42,726
	127,726
	42,726
	0
	0
	170,452

	Total
	3,168,588
	11,493,716
	3,168,588
	0
	0
	12,635,793


IN.gov AVAiLABILITY (network connectivity)

	 Description
	January
	February
	March
	April
	May
	June

	Min in Month
	44,640
	40,320
	44,640
	43,200
	-
	-

	Scheduled outage
	75
	60
	90
	61
	-
	-

	Force Majeure
	0
	0 
	0
	0
	-
	-

	Total Availability Minutes
	44,565
	40,260
	44,550
	43,139
	-
	-

	Unscheduled outage
	0
	60
	0
	 
	-
	-

	Available minutes
	44,565
	40,200
	44,550
	43,139
	-
	-

	Uptime  Percentage
	100%
	99.851%
	100%
	100.000%
	-
	-

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	Q1
	Q2
	Q3
	Q4
	Total
	

	
	Uptime Percentage
	99.954%
	100.00%
	-
	-
	99.948%
	

	
	Available Minutes
	129,375
	43,200
	-
	-
	172,665
	

	
	Available Possible Minutes
	129,435
	43,200
	-
	-
	172,800
	

	
	
	
	
	
	
	
	

	April 
	
	
	
	
	
	
	

	1440
	Minutes in a day
	
	
	
	
	

	30
	Days in Month
	
	
	
	
	




IN.gov Scheduled maintenance/Outages

	Scheduled
	 

	Date
	Description
	Mins

	4/6/2013
	NIC Corporate Datacenter completed an upgrade to the latest stable patch for the GTMs and LTMs.  This was a necessary upgrade to mitigate payment processing errors for all applications and services utilizing TPE.
	1

	4/21/2013
	II/NIC moved the financial database for TPE 1.5 and CDB from Oracle 10G to 11G.  TPE and CDB were taken down for approximately 60 minutes during this window.
	60

	
	Totals:
	61

	
	
	
	
	
	
	
	

	Un-Scheduled
	 

	Date:
	Description
	Mins

	N/A
	N/A
	0

	 
	Totals:
	0

	
	
	
	
	
	
	
	

	Force Majeure
	 

	Date
	Description
	Mins

	N/A
	N/A
	0

	
	Totals:
	0

	
	
	
	
	
	
	
	








end user support (support availability for public users)

	2013
	April
	
	
	
	

	Actual Hours
	198
	
	
	
	

	Target Hours
	198
	
	
	
	

	
	
	
	
	
	

	
	Q1
	Q2
	Q3
	Q4
	YTD

	
	567
	198
	-
	-
	765

	
	
	
	
	
	

	Explanation
	
	
	
	
	

	Business days/Holidays
	20/1
	
	
	
	

	

	
	
	
	
	

	2013 Holiday Schedule
	
	
	
	
	

	New Year’s Day
	1/2/13
	
	
	
	

	Martin Luther King Jr Day
	1/21/13
	
	
	
	

	Good Friday
	3/29/13
	
	
	
	

	Memorial Day
	5/27/13
	
	
	
	

	Independence Day
	7/4/13
	
	
	
	

	Labor Day
	9/7/13
	
	
	
	

	Columbus Day
	10/14/13
	
	
	
	

	Veteran’s Day
	11/11/13
	
	
	
	

	Thanksgiving Day
	11/28/13
	
	
	
	

	Lincoln’s Birthday
	11/29/13
	
	
	
	

	Washington’s Birthday
	12/24/13
	
	
	
	

	Christmas Day
	12/25/13
	
	
	
	


April 2013 - monthly uptime Report for the in.gov portal
[image: ]
April 2013 - monthly uptime Report for monitored in.gov portal applications
	Website/Application Name
	Check Period
	# of Checks
	# of Outages
	# of Failed
	Uptime
	Avg. Response Time (s)

	PLA Verify
	5 minutes
	8368
	0
	0
	100.000%
	0.434

	BMV Driver Search
	5 minutes
	8364
	0
	0
	100.000%
	.369

	BMV IVR
	5 minutes
	8363
	1
	1
	99.988
	.513

	BMV mybmv
	3 minutes
	13850
	0
	0
	100
	.544

	BMV Point-to-Point
	3 minutes
	13854
	0
	0
	100
	.478

	BMV Registrationearch
	5 minutes
	8364
	0
	0
	100
	.363

	BMV Title Search
	5 minutes
	8364
	0
	0
	100
	.365

	BMV Validate
	5 minutes
	8365
	0
	0
	100
	.366

	BMV Wait Times
	5 minutes
	8364
	3
	16
	99.809
	.346

	BMVurvey Tool
	5 minutes
	8365
	0
	0
	100
	.305

	Courts OTC
	5 minutes
	8366
	0
	0
	100
	.359

	Courts Portal
	3 minutes
	13852
	2
	5
	99.964
	.393

	DCS CSADR
	3 minutes
	13853
	0
	0
	100
	.338

	DHS County Map
	5 minutes
	8364
	0
	0
	100
	.334

	DLGF FBA
	5 minutes
	8365
	2
	2
	99.976
	.369

	DNR Game Check
	5 minutes
	8362
	0
	0
	100
	.505

	DNR HTF
	3 minutes
	13854
	1
	2
	99.985
	.458

	DNR Hunter Ed
	5 minutes
	8361
	1
	1
	99.988
	.471

	DNR Phone Game Check
	5 minutes
	8362
	0
	0
	100
	.544

	DNR POS
	3 minutes
	13853
	0
	0
	100
	.491

	DNR Reserved Hunt
	3 minutes
	13854
	0
	0
	100
	.476

	DNR Tree Project
	5 minutes
	8365
	2
	2
	99.976
	.403

	DOI RREAL
	5 minutes
	8365
	0
	0
	100
	.327

	DOL Work Permit Site
	5 minutes
	8366
	0
	0
	100
	.539

	DOR BT1
	3 minutes
	13853
	0
	0
	100
	.484

	DOR Epay
	5 minutes
	8364
	6
	10
	99.88
	.53

	DOR iFile
	3 minutes
	13853
	0
	0
	100
	.376

	DOR RRMC
	5 minutes
	8365
	0
	0
	100
	.284

	DOR Tax Refund Status Check
	5 minutes
	8365
	0
	0
	100
	.398

	Hope Card
	5 minutes
	8363
	0
	0
	100
	.435

	IDOA Lobbyist Registration
	5 minutes
	8364
	2
	2
	99.976
	.374

	IDOA Lobbyist Search
	5 minutes
	8364
	1
	1
	99.988
	.566

	IDOI RateWatch
	5 minutes
	8366
	2
	2
	99.976
	.304

	IN Gov Salary Search
	5 minutes
	8365
	12
	15
	99.821
	.308

	Indiana Museum
	5 minutes
	8365
	28
	421
	94.967
	.565

	Indiana Museum Shopping Cart
	5 minutes
	8364
	36
	151
	98.195
	.694

	ISDA Conservation Report
	5 minutes
	8365
	0
	0
	100
	.282

	ISDA Farmers Market
	5 minutes
	8364
	3
	16
	99.809
	.399

	ISP LCH
	5 minutes
	8364
	0
	0
	100
	.504

	ISP Meth Task
	5 minutes
	8362
	1
	1
	99.988
	.385

	Legislative
	5 minutes
	8364
	0
	0
	100
	.464

	PLA License Litigation
	5 minutes
	8364
	3
	16
	99.809
	.362

	Portal Calendar
	3 minutes
	13852
	1
	2
	99.986
	1.536

	Retail Merchant
	3 minutes
	13853
	0
	0
	100
	.328

	SOS Berf
	5 minutes
	8365
	1
	1
	99.988
	.45

	SOS Business Entity Registration
	5 minutes
	8364
	2
	5
	99.94
	.395

	SOS Business Registration
	5 minutes
	8364
	2
	5
	99.94
	.367

	SOS Clerical
	5 minutes
	8365
	9
	17
	99.797
	.266

	SOS Election
	5 minutes
	8366
	5
	5
	99.94
	.516

	SOS Name Search
	5 minutes
	8364
	3
	9
	99.892
	.462

	SOS UCC Lien Filing
	5 minutes
	8364
	1
	1
	99.988
	.385

	SOS UCC Search
	5 minutes
	8364
	1
	1
	99.988
	.392

	SSACI- estudent
	5 minutes
	8364
	1
	1
	99.988
	.434

	State Fair Site
	3 minutes
	13850
	0
	0
	100
	.31

	Total Average
	N/A
	N/A
	N/A
	N/A
	99.925%
	.400
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