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1.0 Executive Summary

In 2006, the Office of Management and Budget (OMB) requested that all Federal agencies
break down agency business lines or “segments” using an enterprise architecture approach
called Segment Architecture. Segment architecture is a business-driven, results-oriented
architecture that is performed for an identified “segment” or portion of an enterprise. Segment
architecture defines clear relationships between business goals, business capabilities, and
performance improvement to ensure that IT investment is driven to support the mission and
deliver business value. It is a bridge between enterprise-level plans and specific project
planning or architecture. Such analysis is conducted by the Office of the Chief Information
Officer (OCIO) by collaborating with the program offices to enhance the effectiveness of
business and IT modernization and transformation initiatives.

Business Gateway (BG) was selected as the Small Business Administration’s (SBA’s) second
segment to undergo such an analysis. Business Gateway is the federal E-Government initiative
that provides a one-stop resource (www.business.gov) for compliance information, forms, and
government contacts to help the nation’s businesses comply with federal, state, and local laws
and regulations. Currently, SBA is the managing partner for this initiative, and Business
Gateway has the potential in the future to “graduate” out of its current E-Gov status to become a
fully SBA-owned program. The objectives of the segment architecture are to identify capabilities
required to support continued growth, to promote performance by identifying improvement
opportunities, to produce an actionable roadmap to realize these opportunities, and to help
Business Gateway prepare for eventual integration into the SBA.

The process of developing a segment architecture includes documenting the “current state” of
business operations by reviewing existing documentation, interviewing stakeholders (both from
the program office and the OCIO) and identifying opportunities for improvement. The current
state process also included an examination of current systems. Improvement opportunities
were identified through interviews, architectural analysis, benchmarking, user feedback, and
review of existing documentation. To develop the target state, opportunities were prioritized with
the program office stakeholders. The prioritized opportunities and enterprise architecture
standards and best practices are incorporated in creating a “target state solution”. The target
state incorporates improvements at all architectural layers that would support the
implementation of needed business capabilities. This document includes only the current state
assessment and the target state architecture. The next step to this process is to develop a 3-5
year roadmap to be used as a transition guide in accomplishing the target state, which will be
provided in a separate document.

This target state lays out the prioritized business opportunities that define the future state vision
for Business Gateway. Business Gateway has already implemented several major successful
initiatives over the last year, including a site redesign, expansion of content, implementation of
new open source technologies, and a shift in its site hosting from an external vendor to be
internal to SBA. These initiatives, plus several others planned by the end of calendar year
2007, have allowed Business Gateway to reach a mature and stable state. The major business
capability improvement themes identified in the current state assessment are not the result of
huge performance gaps or deficiencies. They are the basis for the target state architecture, and
as such are evolutionary, building on the strong base that Business Gateway has already
developed.

1. Content Expansion and Content Management: There are several opportunities, some
underway already, for Business Gateway to continue to expand its content sources and
offerings and formalize its content management and editorial strategy and processes.

2. Collaboration and Outreach: Developments and innovation in web technologies,
combined with rising user expectations for interaction, present opportunities for Business
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Gateway to take advantage of community and Web 2.0 features, such as blogs, mash
ups, and wikis, to build richer content, a greater user base, and more value to users.

3. Partnerships: There are opportunities to build relationships with other government
agencies at the federal, state, and local levels, nonprofit organizations like trade and
professional associations and private sector organizations.

4. Usability and Personalization: Business Gateway has opportunities to continually
improve the usability of the site, making content and features more available to users, all
in support of the greater mission of reducing the compliance burden on businesses.

The target state goes on to identify the technical capabilities required to realize the future state
goals and objectives. The focus in the target state is developing the business and enterprise
services that Business Gateway needs to continue to fulffill its mission, and evolve and grow to
meet continually changing customer needs and expectations. By laying out needed business
capabilities and developing the series of technology models to articulate the architecture
needed to support the business objectives, Business Gateway has the information required for
the next step, which is laying out the Roadmap to encompass the transition strategy that will
allow Business Gateway to reach its target state, fulfilling the business goals and objectives
desired.

The bigger challenges for Business Gateway, should it come internal to SBA, are not
technology-based, but will be around securing adequate funding, finding the right organizational
home within the agency, and incorporating existing SBA processes around enterprise
architecture, governance, and capital planning into Business Gateway operations.
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2.0 Introduction
2.1 Segment Architecture Overview

A segment architecture provides a business-driven, results-oriented blueprint of a manageable
portion of an enterprise. While the scope of an Enterprise Architecture focuses on aligning the
agency resources with the agency’s mission and strategic goals, a segment architecture
focuses on a particular mission area or business service within the agency

This segment architecture endeavor is a collaborative process between Business Gateway, the
SBA program offices and external partner agencies (business stakeholders), and the OCIO. It
provides the critical bridge between the SBA’s strategic vision and medium term business and
IT plans. To do this, the segment architecture describes a baseline (“as-is”, “current state”)
target”) architecture, and a transition roadmap for Business

architecture, future state (“to-be”,
Gateway. This document defines the future state.

211 Use of Segment Architecture

The segment architecture will be the “blueprint” to guide investment and implementation of
information technology from the current environment to the future envisioned IT environment.
The methodology used facilitates making informed decisions about the nature and priority of
identified opportunities. The information derived throughout the process is used to plan and
initiate business and information management solutions that will assist in the achievement of
target performance goals. As Business Gateway moves forward, this segment architecture
should be used to govern decisions around IT investments.

21.2 Ownership

The segment architecture is owned, maintained, and used by business stakeholders of the
segment, and it is created in collaboration with the EA program staff members. The segment
architecture blueprint may evolve over time to reflect changing internal and external factors.

21.3 Stages of Segment Architecture Process

Business Gateway’s segment architecture is being defined through a three-step methodology
based on OMB’s Segment Architecture guidance. First, the current state business and
technology architecture are documented, based on stakeholder input and documented program
processes, organization, and technology. The current state assessment forms the basis for the
future, or desired, state. The future state is also influenced by internal and external business
drivers. Finally, a transition roadmap is developed, enumerating a set of initiatives to close the
gap between current and future states and guiding stakeholders through the transition. This
document represents the future state and the roadmap is a final deliverable of the Segment
Architecture development process. The overall methodology is illustrated in Figure 1.
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FIGURE 1: SEGMENT ARCHITECTURE PROCESS
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21.4 Scope of the document:

This document provides a description of the target business architecture for Business Gateway
by identifying the program mission, goals, objectives and performance metrics and targets. It
also includes a target state model architecture of Business Gateway’s business operations and
technology.

2.2 Business Gateway Organization

As a federal E-Government initiative overseen by the Office of Management and Budget (OMB),
Business Gateway is a partnership between the managing partner, SBA, and 21 other federal
agencies. Each of these agencies has a representative on the Business Gateway Advisory
Group and Governance Board. The Business Gateway program office resides within the SBA
OCIO. Governance and oversight are provided by the SBA’s Deputy Administrator and CIO.
Business Gateway administers its program through the organization shown in Figure 2
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FIGURE 2: BUSINESS GATEWAY ORGANIZATION CHART
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2.3 Key Business Drivers for Business Gateway

The outputs of the Business Gateway segment architecture effort in conjunction with the internal
and external drivers listed below will be used as planning guides for the Business Gateway
development. Internal drivers reflect Business Gateway’s own goals; external drivers reflect
those originating from sources outside of Business Gateway, including regulatory bodies,
industry standards organizations, and customer groups.

2.3.1 Internal Drivers

e Program Maturity: Business Gateway has been in existence for several years, with a
consistent mission and organization for the last 18 to 24 months. From both a business
and a technology perspective, Business Gateway is now stable. This stability provides
the opportunity for the program to turn to future planning.

e Reduction in Resources: There is a high likelihood that Business Gateway will have a
significantly decreased budget in the upcoming fiscal years. The number of contractors
will likely also be reduced accordingly. Business Gateway will need to maintain program
support even under these conditions, which may require more support from SBA
government staff.

2.3.2 External Drivers

e E-Gov Graduation: There is the potential that in the future (beyond FY2009) OMB would
potentially like to see Business Gateway graduate from the E-Government program and
become a self-sufficient SBA program. This has a large number of implications in the
following areas:

o Funding: SBA would have to take over funding of Business Gateway, which is
currently funded by E-Gov contributions from 22 federal agencies (listed in
Appendix E: Agency Partnership List).
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Mission: Business Gateway would need to ensure alignment with SBA’s overall
mission and strategies.

Technology: Business Gateway should be compliant with the SBA enterprise
architecture or have waivers for approved experimentation, which would entail
either changes to the Business Gateway technology or an evolution of the SBA
EA governance process to accommodate approved research and development
consistent with Business Gateway’s anticipated needs.

Operations: Business Gateway would have to be compliant with SBA’s
governance, change control, and operational guidelines.

Organization: Business Gateway will have to be integrated into the overall SBA
organization.

¢ Rising Customer Expectations: Business Gateway’s customers, and the population as a

whole, have rising expectations for the ability to interact and conduct business
electronically. Pressure is growing from small businesses, federal, state and local
agencies, and partners to communicate and exchange information electronically.

e Customer Input: Business Gateway conducts usability tests and focus groups.

Customers are also presented with online feedback surveys. The inputs from these
various instruments may help shape Business Gateway’s future direction.

2.4 Stakeholder Input

Key individuals from the Business Gateway Program Office and internal SBA program offices,
as well as staff from OCIO provided information on the existing business environment,
processes, technology and opportunities for improvement.

Stakeholders from the Business Gateway Advisory Board, consisting of 21 other contributing
federal agencies (listed in Appendix E: Agency Partnership List), were also interviewed in order
to understand their perspective and identify the business and technical services important to
them. Figure 3 lists the stakeholders interviewed.
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FIGURE 3: STAKEHOLDER INTERVIEW LIST
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3.0 Business Gateway Target State Architecture

The target state architecture is a blueprint of the vision for future business operations and

supporting technology. It describes the desired capability and structure of business processes,
information needs, and IT services for the future.

FIGURE 4: CREATION OF TARGET SEGMENT ARCHITECTURE

SBA
Strategic
Plan

Business drivers &
Performance goals

FEA Reference Model
Improvement
Opportunities
Current State Target State
Architecture Architecture
Enterprise i

Architecture

As illustrated in Figure 4, key business drivers, improvement opportunities and enterprise
architecture standards are applied to the current state architecture models to create the target
state architecture. The target state is described using the FEA reference framework and the

performance, business, data, service component, and technical architectures are defined using
the elements of FEA.
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e

FIGURE 5: FEDERAL ENTERPRISE ARCHITECTURE (FEA) FRAMEWORK
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3.1 Business Gateway Target State Performance Model

The overarching theme behind the FEA is that performance measurement drives operation,
which in turn drives IT investment. The starting point is the performance model, which begins by
examining an organization's Mission. Accomplishment of this mission is broken down into goals
and objectives. Success of the organization in achieving these objectives is measured though
performance indicators.

3.1.1 Business Gateway Mission

Discussions with stakeholders indicate that the current mission of Business Gateway will likely
be revisited within the next six months. The mission might change in order to become more
strategically aligned with SBA goals and objectives. The current mission reads:

The mission for the Business Gateway Initiative is to provide small and medium sized
businesses with a single access point, www.business.gov, to easily find government
information, including forms and compliance assistance resources and tools.

3.1.2 Business Gateway Goals and Long Term Objectives

Most of the existing goals and objectives of the Business Gateway will continue be pertinent to
achieving its mission over the next five years. The only objective that will be reexamined and
possibly dropped is Data Harmonization. Achieving this goal, as originally envisioned, has
proven to be more challenging that originally thought. In the near term, Business Gateway
plans to document, through case study analysis, lessons learned from the Data Harmonization
efforts of the last several years before committing further resources to this effort.

In addition, the current strategy of the Business Gateway implicitly calls for additional goals and
objectives. The current strategy of the Business Gateway is to improve its customer reach by
focusing on improved content and improved outreach, within the constraints of reduced funding.
This business strategy is to be supported by an IT strategy that harnesses the latest
technologies in content management and collaboration, utilizing cost-effective implementations.

Reuvisiting the priority level of Data Harmonization, incorporating goals and objectives around
Business Gateway's current business strategy, and re-leveling these program drivers results in
the following goals and objectives:

TABLE 1: BUSINESS GATEWAY GOALS & LONG TERM OBJECTIVES

BG # Goals BG # Objectives Mapped
SBA LTO
1 Offer information 1.1 | Offer the types content and features 3.1
that helps reduce that customers expect and are
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BG # Goals BG # Objectives Mapped
SBA LTO
regulatory burden looking for
and assist with 1.2 | Find ways to harvest existing business 3.1
conducting business and regulatory content for easy
consumption by users
1.3 | Find ways to organize and provide 3.1

content to specifically reduce time
needed to comply with regulatory
burden

1.4 | Form partnerships with agencies and 3.1
organizations to produce greater
content volume

2 Promote 2.1 | Become a face of Government by 3.1
Collaboration assisting other agencies in reaching
between small business customers for
Government and regulatory information dissemination
business to facilitate 2.2 | Create and maintain a strong 3.1
regulatory network of businesses, government
compliance regulators, and frade association

members to collaborate on
regulatory compliance

3 Increase penetration | 3.1 | Increase awareness of service 3.1
into the small among potential small businesses
business sector by 3.2 | Increase the number of small 3.1
promoting greater business customers using
levels of utilization by Business.gov
a greater number of 3.3 | Increase the level of usage of 3.1
customers individual businesses

3.4 | Develop and utilize marketing and 3.1

outreach channels to get the
message out.

3.5 | Increase the satisfaction of 3.1
customers that visit Business.gov

3.1.3 Business Gateway Performance Indicators

Measuring the extent to which goals and objectives are accomplished requires the adoption of
performance indicators that capture the key drivers of success. Each of the above objectives,
therefore, has one or more indicators that can be used to measure success and to promote the
achievement of their supported goals. These performance indicators are listed below. Also
included is a mapping to the FEA Performance Reference Model (PRM) elements, including:

e Measurement Areas — The high-level organizing framework of the PRM capturing
aspects of performance at the output levels.

e Measurement Categories — Collections within each measurement area describing the
attribute or characteristic to be measured.
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Shaded boxes are the measures that the program is currently using and measuring.

TABLE 2: PERFORMANCE INDICATORS

# Objectives # Perf. Measures Meas. Area L Mea§. Meas. Type
Category Grouping
Offer the types
content and Score on "meet
11 features that 111 your expectations" Customer Customer Customer Internal
’ customers are T survey question Results Benefit Satisfaction Measure
looking for and during time period
expect
Find ways to
harvest existing Number of content
12 E:S'T:tzsr aggntent 121 Eaiﬁwse:gd?)d tt?lat Customer Service Service Internal
’ gu y o ust -gov Results Coverage Efficiency Measure
for easy harvest external
consumption by content
users
Find ways to
organize and Response from
provide content to "hours do you think Customer Customer Customer External
1.3 gpemﬂcally reduce 1.31 you s?ved survey Results Benefit Impact or Measure
time needed to question during Burden
comply with time period
regulatory burden
Number of
organizations Processes Management Internal
. 141 form.mg . . and Activities and Innovation Participation Manageme
Form partnerships relationships with nt Measure
with agencies and Business Gateway
1.4 | organizations to Percent of Processes Management Internal
produce greater 1.42 organizations and Activities and Ingnovation Participation Manageme
content volume providing content nt Measure
Number of pages Processes Management Knowledge Internal
1.43 provided by e .
A and Activities and Innovation | Management Measure
organizations
Become a face of % of referrals to . . . External
Government by 211 other agencies Technology Quality Functionality Measure
assisting other Number of Internal
agencies in 2.1.2 | agencies that had Technology Quality Functionality Manageme
21 reaching small any referrals nt Measure
. business Breakdown
customers for betweenV\ll:e deral Internal
regulatory 21.3 State. and Local ’ Technology Quality Functionality Manageme
information referr’als nt Measure
dissemination
Create and Number Of
L members in the
maintain a strong .
compliance
network of Future
) network that Processes Management N
businesses, 2.2.1 Iy e . Participation Internal
participated by and Activities and Innovation
government . Measure
adding content or
2.2 | regulators, and .
- answering
trade association :
questions
members to Number of
collaborate on cglln;bg::a?ive Support Customer Future
regulatory 222 ostings created Delivery of Public Affairs Services Internal
compliance poStings : Services Measure
during time period
Increase
awareness of
3.1 | service among 3.1.1 Number of visits to
potential small BUSINEss.qov Customer Service Frequency and | External
businesses >iNess.g . Results Coverage Depth Measure
during time period
Increase the
3.2 | number of small 3.21
business
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N Meas. Meas.
# Objectives # Perf. Measures Meas. Area Category Grouping Meas. Type
customers using
Business.gov
Increase the level Numper of hlts per Customer Service Frequency and | Internal
3.3.1 session during time
33 of usage of period Results Coverage Depth Measure
: individual - -
businesses 339 Amount of time Customer Service Frequency and | Internal
" spent on Web Site Results Coverage Depth Measure
Pages of content
utilized outside Future
Develop and utilize 3.4.1 Business.gov Technology Quality Functionality Internal
; . . Measure
marketing and during time period
3.4 | outreach channels Number of times
to get the message services utilized Customer Service Frequency and Future
out. 3.4.2 | outside of q y Internal
] Results Coverage Depth
Business.gov Measure
during time period
Increase the
35 satisfaction of 351 ACSI Customer Customer Customer Customer External
' customers that visit o Satisfaction Score Results Benefit Satisfaction Measure
Business.gov
3.2 Anticipated Target State Attributes

Based on interviews with stakeholders and a structured exercise where selected members of
the Business Gateway team assessed the program along the elements below. These elements
indicate the direction that Business Gateway program evolution will take over the next several
years. The program stakeholders have identified where BG falls today (A), and where the
program will be in the future (B).

Federal Federal, State, Local
< B =
Innovator Follower
<« — —>

Scope: Business.gov scope

will expand beyond

compliance to include other

services and content of benefit
to small business.

and tools-based site, rather

than transactional.

federal, state, and local

information into its content.

Technology: Business
Gateway will leverage
innovative technologies (such

as open source options) in its
solution architecture and act
as a leading edge technology

implementer for SBA.

Compliance

Static Content

<« T—rs

State and Local Integration:
Business.gov will integrate

+

Eve;thing

Content Type: Business.gov
will be a primarily informational

14
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5. Content Management: L
Business Gateway will have a Centrally Distributed
centralized content < —>
management strategy but a
more distributed content
creation strategy, incorporating
original content, harvested
third-party content, and links to
other agency content.

6. Investment Horizon:
Business Gateway will strike a Short Term TCO

balance between optimizing < ﬂl >
investments for short term

returns and total cost of

ownership (TCO), based upon

available funding and need for

innovation.

7. Relationship with SBA.gov:

Business Gateway will remain Joint Separate
separate from and < I >
complementary to sba.gov.

8. Outreach and Relationships: :
Business Gateway will invest Push Co%at'o n
to become a market leader by < I —>

developing partnerships and
offering a platform for
collaboration with the user
base rather than purely
pushing content.

3.3 Opportunities for Improvement

Target state opportunities are the basic units of improvement that an organization may pursue
from its current state. Opportunities are pursued with the intention of increasing overall
organizational performance. Thus, each of the opportunities considered is linked to a
performance indicator that will be positively impacted by the opportunity. Opportunities for
improvement were uncovered through stakeholder interviews and group discussion. They have
been logically grouped into categories, which became the improvement themes. Each
opportunity was also rated on business need and difficulty by program stakeholders. A
business need rating of 1 indicates highest priority; the larger the rating, the less important it is
to the organization. A difficulty rating of 1 indicates straightforward implementation; the higher
the difficulty rating, the greater the complexity and cost to implement. A complete list, including
ratings and a mapping to goals and objectives is included in Appendix B.

3.3.1 Initiatives In Progress

Business Gateway has several initiatives currently underway and a release planned for
December 2007 that will add a number of capabilities to the site. These capabilities include:

e State and local releases
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e State and local search

e Mash ups (maps and other)

¢ Implementation of the Alfresco content management system
¢ Implementation of new compliance guides

3.3.2  Opportunity Prioritization

The charts in this section demonstrate how the initiatives were ranked in terms of business
impact and implementation difficulty. There is one chart for each opportunity category. The
numbers represented in the charts correspond with the IDs in Table 3. Those in the lower left
quadrant should be considered quick hits — easy to implement with high business value. Those
in the upper left — high business value but difficult to implement — will require greater time and
resources, but once complete will truly fulfill the Business Gateway future vision. The
placement of the opportunities can be described as follows:

¢ Building the Foundation — Opportunities in this category should be implemented in
immediate term as they require low effort and have high business impact. The Quick
Hits.

¢ Enabling Improvement — Opportunities in this category should be implemented in the
midterm as resources allow. These opportunities are critical to mid and long-range
success of Business Gateway.

¢ Fulfill Vision — These are longer term opportunities due to the difficulty to implement. As
time passes, Business Gateway will have to collect metrics to determine criticality and
confirm business value.

o Defer — There is insufficient business reason to justify the cost of pursuing these
opportunities unless government mandates, compliance and legal issues are the drivers.
Develop workarounds as necessary.

The way in which the following graphs break down opportunities into these four categories is by
assigning regions within the business importance and difficulty space to these categories; this
assignment is subjective and included for illustration purposes only. The exact line of
breakdown between these regions depends squarely on the judgment of Business Gateway,
specifically how the organization trades off implementation difficulty for business importance.
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FIGURE 6: BUSINESS GATEWAY CONTENT OPPORTUNITIES
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FIGURE 7: BUSINESS GATEWAY PERSONALIZATION OPPORTUNITIES

Difficulty

Personalization
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FIGURE 8: BUSINESS GATEWAY COLLABORATION OPPORTUNITIES
Collaboration
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FIGURE 9: BUSINESS GATEWAY OUTREACH OPPORTUNITIES
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FIGURE 10: BUSINESS GATEWAY USABILITY OPPORTUNITIES
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FIGURE 11: BUSINESS GATEWAY PARTNERSHIP OPPORTUNITIES
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3.3.3 Key Observations
These prioritization diagrams highlight a few important points about these opportunities:

e The content, usability, and partnership opportunities had higher levels of concentration
within the "foundational" section. This is likely due to Business Gateway's customer
focus, combined with increased focus on content management as well as leveraging
partnerships for future work. Implementation difficulty will likely be a primary driver for
determining opportunity priority within these areas.

¢ While collaboration opportunities are viewed as a major area of growth for Business
Gateway during the next several years, many of the opportunities are on the lower side
of business importance.

e Personalization opportunities are largely on the difficult side of the spectrum and have
varied business importance.

3.4 Business Gateway Target State Business Architecture

At the highest level, the Business Architecture points of alignment for the Business Gateway
remain unchanged between its current state and its target state, although the business functions
performed are augmented. The following figure represents this business architecture BRM

alignment:

Services for Citizens

(1)

Economic Development
(105)

FIGURE 12: BUSINESS GATEWAY BRM ALIGNMENT

Mode of Delivery
)

Supportof Delivery of
Services

@)

Business and Industry
Development
(011)

Knowledge Creation &
Management
(202)

Knowledge Dissemination
(072)

Public Affairs
(305)

Official Information
Dissemination
(109)

Service for Citizens >> Economic Development >> Business and Industry Development.
Business Gateway works to improve the economic state of small businesses through
reducing the burden of regulatory compliance. Business Gateway accomplishes this by
reducing the amount of time spent searching across agency information sources to arrive at
relevant regulatory information. It also creates and fosters a collaboration network of
Government, nonprofit, and small business community members for the purpose of raising
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questions and discussing regulatory issues. This forum for increased communication helps
businesses by increasing the flow of information, best practices, and contacts between
businesses with the goal of making it easier for businesses to handle regulatory burden.

Mode of Delivery >> Knowledge Creation & Management >> Knowledge Dissemination.
Business Gateway offers the public Business.gov and Forms.gov. These sites seek to
aggregate links to government resources for handling regulatory requirements. By collecting
information and centralizing it on the web, Business.gov and Forms.gov create and
disseminate knowledge. Through its collaboration network, it collects the best practices and
knowledge of the larger community of businesses and nonprofits and makes this easily
accessible, facilitating the sharing of knowledge between small businesses.

Support of Delivery of Services >> Public Affairs >> Official Information Dissemination.
Business.gov attempts to be "the official business link to the U.S. Government." In this
capacity, it disseminates information about regulatory compliance online. Forms.gov has
links to over 5000 government forms and, within 2 years, plans to contain nearly all forms of
public applicability.

3.41 Business Gateway Operational Business Model

Modifications to the goals and objectives of the Business Gateway lead to a limited number of
operational changes in the way that Business Gateway conducts its business within the target
state. Most operational changes stem from increased content management and collaboration
capabilities. The following figure conveys the operational business model of the Business
Gateway target state:

FIGURE 13: BUSINESS GATEWAY TARGET STATE OPERATIONAL BUSINESS ARCHITECTURE

Non- Customers Government Participants
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Integration
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& Network
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Publishing Marketing g
Trade Maintain Government Busi
Association Contacts e
e Product Management PresoiRolenses Function
Monitor & Facilitate Content Creation
. . : ] Service
Online Discussion
Stakeholder Feedback Authoring Partner Channels
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& Function
Online Partnership Content Outsourcing Conferences & Online
Research & Management Channels
C;h?tnnel Development g —_——————————
artner
ey LIy Search Optimization
Development Advertising
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Media Regulation Ch
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Marketing Predtet Dave apment I_’artnershlp_ . g g Communicate Partner
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& SBA Services Business Gateway Program Services

Technology

Partner Information
Technology
Operations

Public Human 5 Stakeholder =
o Legal Oversight Finance Procurement
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3.4.2 Business Gateway Target State Business Functions

The following tables catalog the primary business functions present in the target state. The
"Current State" field indicates whether this service is present in the current state or if it is a new
function introduced into the target state. The "Mapped Opportunities" field refers to opportunities
that impact this business function. The "FEA BRM Mapping" indicates which of the
aforementioned BRM elements align with this business function, and the "Metrics Impacted"
lists the set of external metrics that are impacted by this business function.

Partnership Management
1. Partner Network Development

Business Gateway will utilize partner organizations to assist with content,
collaboration, tools, data harmonization, and marketing. The activity of

Description identifying appropriate partnerships is one of uncovering opportunities for
mutual benefit.

Current State Present

Actors BG Administration and potential partners

Inputs None

Outputs Potential Partnerships

Mapped Opportunities|15, 16, 19, 20, 24

FEA BRM Mapping Mpde of Dglivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Response from "hours do you think you saved" survey question during

time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

2. Partnership Creation

Once potential partners have been identified, Business Gateway

approaches these organizations and forms partnership agreements to

Description create content, provide marketing, or some other benefit. The benefit

received by the partners typically take the form of getting access to

Business Gateway customers or content.

Metrics Impacted

Current State Present

Actors BG Administration, Partners
Inputs Potential Partnerships
Outputs Partnership Agreement

Mapped Opportunities|15, 16, 24

FEA BRM Mapping Mpde of Dglivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Response from "hours do you think you saved" survey question during

time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

3. Partnership Commitment Monitoring

Business Gateway takes steps to ensure that partnerships are properly

Metrics Impacted

Description executed and that the desired results are achieved.
Current State New Service

Actors BG Administration, Partners

Inputs Partnership Agreement
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Outputs

Partnership Benefits

Mapped Opportunities

24

FEA BRM Mapping

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period
Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

Oversight

4. Report Program Performance

Performance data is scrutinized to determine values for the Business
Gateway performance indicators. Current values and target values are

Description reported to Business Gateway Governance for the purpose of enabling
oversight.
Current State Present

Actors BG Administration, Oversight Stakeholders
Inputs Performance Data
Outputs Areas for improvement

Mapped Opportunities

None

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period
Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

Product Management

5. Stakeholder Feedback

Description

In keeping with its feedback loop strategy, Business Gateway gathers
information from customers, partners, and stakeholders to ensure that
future changes are well received.

Current State

Present

BG Administration, Business Gateway Research Team, Customers,

Actors Partners, Stakeholders
Inputs Feedback Instruments
Outputs Feedback

Mapped Opportunities

9,10, 20, 30

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
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time period
Number of visits to Business.gov during time period
ACSI Customer Satisfaction Score

6. Research & Development

Description

Business Gateway conducts research to determine if its current features
are achieving the desired effects, what changes need to be made to
improve customer satisfaction, how customers would react to the
introduction of new potential features and content, and customer
thoughts on what features and content they would find most useful.

Current State

Present

Actors Business Gateway Research Team, Customers

Customer Appraisal, Customer Knowledge, Feedback, Areas for
Inputs : .

improvement, Triggered Events
Outputs Content Needs, Search Needs, Application Needs

Mapped Opportunities

9,10, 11, 30

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

% of referrals to other agencies

7. Customer Base Analysis

Description

Business Gateway researches their customer base to better understand
what it looks like, how it might be segmented, and what characterizes the
various segments

Current State

Present

Actors Business Gateway Research Team, Customers
Inputs Research Instruments
Outputs Customer Knowledge

Mapped Opportunities

6,9, 33

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

% of referrals to other agencies

8. Product Developm

ent

Description

Once feedback and research has been conducted to determine the next
set of features and content to incorporate, or as a result of new content
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needs, Business Gateway will plan product modifications and manage
development.

Current State

Present

Actors Business Gateway Product Team
Inputs Application Needs
Outputs Application

Mapped Opportunities

None

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

% of referrals to other agencies

Content Management

9. Regulation Changes

Description

When regulations change, or a constituent agency changes priorities, the
Business Gateway content must be updated to reflect the changes.

Current State

Present

Actors

Business Gateway Administration

Inputs

Outputs

Mapped Opportunities

4,19, 31, 39

FEA BRM Mapping

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period
% of referrals to other agencies

10. Authoring

Description

Some of the content disseminated by Business Gateway is created by
the Business Gateway content team. This activity involves crafting
content to meet the content needs

Current State

Present

Actors Business Gateway Content Team
Inputs Content Needs
Outputs Content

Mapped Opportunities

None

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score
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11. Content Outsourcing

Description

Some of the content disseminated by Business Gateway is outsourced
for creation by external content partners. This activity involves interfacing
with content partners to ensure that appropriate content is created to
meet the content needs of customers

Current State

Present

Actors Business Gateway Content Team, Content Partners
Inputs Content Needs
Outputs Content

Mapped Opportunities

4,7,24

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

12. Publishing

Description

Content created internally or by content partners must be integrated into
the site, reviewed by Business Gateway, and made available for delivery.
Application changes must be vetted and released.

Current State

Present

Actors Business Gateway Content Team
Inputs Content, Application
Outputs Released Content, Released Application

Mapped Opportunities

4,15, 16, 24, 28, 33

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

13. Search Optimizat

ion

Description

A large portion of the data that Business Gateway exposes to its users is
through its search engine. As such, steps must be taken to tune search
results and to input the right scope of documents to be indexed.

Current State

Present

Actors Business Gateway Product Team
Inputs Search Needs
Outputs Improved Search

Mapped Opportunities

30, 34

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period
Number of visits to Business.gov during time period
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ACSI Customer Satisfaction Score
% of referrals to other agencies

Collaboration

14. Develop Collaboration Network

Description

The collaboration network supported by Business Gateway will have a
number of different members from the government, industry, and non-
profit communities. If a need for representation from a certain community
becomes apparent, Business Gateway will solicit individuals or
organizations to join the Business Gateway collaboration network.

Current State

New Service

Actors Business Gateway Collaboration Team
Inputs Collaboration Network
Outputs Improved Collaboration Network

Mapped Opportunities

1,4,13, 19, 20, 36, 38, 40

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

15. Maintain Government Contacts

Description

To comply with the Small Business Paperwork Relief Act, Business
Gateway must maintain a complete list of government regulatory
contacts. This requires periodically refreshing current information. These
contacts may also be members of the Collaboration network.

Current State

Present

Actors Business Gateway Collaboration Team
Inputs Contact List
Outputs Validated Contact List

Mapped Opportunities

1,13, 20

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

16. Monitor & Facilitate Online Discussion

Description

While the collaboration network operates on its own for the most part,
Business Gateway monitors discussions to ensure that policies are
adhered to and that the network is providing value. It may facilitate
discussion by highlighting certain discussions or creating discussion
areas.

Current State

New Service

Actors Business Gateway Collaboration Team

Inputs Online Discussion

Outputs Improved Online Discussion
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Mapped Opportunities

2,5, 20, 40

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period

Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

17. Customer Service

Description

Customers using Business Gateway services may have questions or
require assistance. Business Gateway provides a basic level of
assistance by answering technical support questions via email and by
forwarding subject-related inquiries to an appropriate agency contact.
Depending on the future state alternative selected, this service may
remain outsourced or may be offered internally by the Business.gov
team.

Current State

New Service

Actors Business Gateway Collaboration Team
Inputs Customer Service Request
Outputs Customer Service

Mapped Opportunities

2

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Mode of Delivery >> Knowledge Creation & Management >> Knowledge
Dissemination

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period
Number of visits to Business.gov during time period

ACSI Customer Satisfaction Score

Outreach

18. Communicate Partner Message

Description

In its capacity as being a face of the Federal Government to business,
Business.gov helps government agencies in their outreach attempts to
communicate messages to customers. Business Gateway receives
messages from agencies, prioritizes them, and includes them within its
service channels for dissemination to customers.

Current State New Service

Actors Business Gateway Outreach Team, Partners
Inputs None

Outputs Partner Message, Customer Awareness

Mapped Opportunities

17,19, 20

FEA BRM Mapping

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Response from "hours do you think you saved" survey question during

time period
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% of referrals to other agencies

Forms.Gov

19. Coordination and

Integration

Description

Business.gov and Forms.gov work together to accomplish similar
missions. Towards this end, the teams share ideas, coordinate decisions,
and potentially integrate content. Depending on the future state
alternative selected, the level of coordination and integration may be
trivial or substantial.

Current State

Present

Actors Business Gateway Administration, Forms.Gov Administration
Inputs Content Needs, Application Needs
Outputs Content, Application

Mapped Opportunities

39

FEA BRM Mapping

Service for Citizens >> Economic Development >> Business and Industry
Development

Metrics Impacted

Response from "hours do you think you saved" survey question during
time period
ACSI Customer Satisfaction Score

% of referrals to other agencies

Marketing

20. Partner Channels

Description

Partners assist Business Gateway in increasing awareness among small
businesses. This awareness can be created through web marketing,
direct outreach, or piggybacking on existing communications.

Current State

Present

Actors Business Gateway Outreach Team, Partners
Inputs None
Outputs Marketing

Mapped Opportunities

15, 16, 19, 20

FEA BRM Mapping

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Number of visits to Business.gov during time period

21. Press Releases

Business Gateway publicizes new features and new content through

Description issuing press releases through the SBA OCPL.
Current State Present

Actors Business Gateway Outreach Team, OCPL
Inputs Message

Outputs Press Release

Mapped Opportunities

None

FEA BRM Mapping

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Number of visits to Business.gov during time period

22. Conferences & Online Channels

To promote Business Gateway, the marketing and outreach team takes

Description

steps to reach potential customers and make them aware of Business
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Gateway services. This can take the form of attending conferences or
communicating with online communities

Current State Present

Actors Business Gateway Outreach Team
Inputs None

Outputs Customer Awareness

Mapped Opportunities

15

FEA BRM Mapping

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Number of visits to Business.gov during time period

23. Advertising

Description

Business Gateway creates brochures and other marketing pieces to
promote Business Gateway. It also finds opportunities to advertise
Business Gateway through magazine and newspaper articles that
discuss its services

Current State Present

Actors Business Gateway Outreach Team
Inputs None

Outputs Customer Awareness

Mapped Opportunities

15

FEA BRM Mapping

Support of Delivery of Services >> Public Affairs >> Official Information
Dissemination

Metrics Impacted

Number of visits to Business.gov during time period

3.5 Business Gateway Target State Component Model

The Business Gateway Target State Component Model describes the high level application
components that will support the target performance and business architecture. It provides a
technology independent visualization of the application components and enterprise services that
support the target business functions.

Service Components align to FEA Service Components (SRM), which include specific horizontal
IT component that could be reused by many business functions. Examples of enterprise
services are Case Management, Knowledge Distribution & Delivery, and Content Publishing &

Delivery.
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FIGURE 14: BUSINESS GATEWAY TARGET STATE COMPONENT ARCHITECTURE
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Table 3 provides a high level description of each of these components.

TABLE 3: SERVICE COMPONENTS

Search
Indexes

— — N\ Proposed changes to
~— — ~/ the service

Service Type Service component needs for Business Business Function SRM Mapping
Gateway (Section 3.4.2)
Customer Provides a mechanism for collecting 5. Stakeholder Customer
Relationship feedback from the customer, aggregating Feedback Feedback
Management and presenting it for analysis
A site survey to collect information from 5. Stakeholder Surveys
customers visiting the website Feedback
An analysis of the customer information 7. Customer Base Customer
based on site usage, frequency, focus topics | ,° . Analytics
etc Analysis
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Service Type Service component needs for Business Business Function SRM Mapping
Gateway (Section 3.4.2)
Provides the framework to manage the 1. Partner Network | Partner
partner profile information, collaboration and | Development Relationship
operations to support the business 2. Partnership Management
Creation
3. Partnership
Commitment
Monitoring
Customer Provide help on site usage, scope and tools | 17. Customer Online Help
Initiated to obtain regulatory information Service
Assistance
Provide support for Spanish language on 10. Authoring Multi lingual
the web site support
Allow customers and partners to register 2. Partnership Registration
onto online communities Creation
Allows the customers to be able to self- 17. Customer Self service
service customer service requests to better | Service
navigate and use the site
Allows the servicing of customer service 17. Customer Assistance
requests that are made by email, phone or Service request
chat
Customer Alllows customers to indicate interest in 9. Regulation Subscriptions
Preferences certain types of content for future access Changes
Allows customers to be notified when 9. Regulation Alerts and
content of interest changes or when new Changes Notifications
content is available
Content A mechanism to author original content 10. Authoring Content
Management (text, images, multimedia), manage versions Authoring
and perform collaborative edits
Provide the tools to harvest content from 10. Authoring [None]
other information sources that can be
included in the content on the web site
Provide a mechanism for putting together Content
content from multiple sources and formats Assembly
A workflow to manage the submission, 10. Authoring Content Review
review and approval process and Approval
The ability to organize and tag content to 10. Authoring Tagging /
facilitate retrieval and aggregation. The tag Aggregation
information is metadata that specifies the
category that the information belongs to
To publish the content onto the internal and | 12. Publishing Content
public web sites Publishing and
Delivery
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Service Type Service component needs for Business Business Function SRM Mapping
Gateway (Section 3.4.2)
The ability to subscribe to a specific 12. Publishing Syndication
category of content and manage feeds to management
and from external sources and present
information that is aggregated from several
sources
Search The service returns records that satisfy the 13. Search Query
selection criteria specified in the query Optimization
The service returns records that match the 13. Search Pattern matching
specified “textual” pattern Optimization
Organization and indexing of search results | 13. Search Classification /
Optimization Indexing
Communication | The ability to connect with other team 16. Monitor & Real-time chat
members to collaborate Facilitate Online
Discussion
Administer online communities and interest 14. Develop Community
groups Collaboration management
Network
Collaboration The ability to exchange electronic messages | 16. Monitor & Email
and documents Facilitate Online
Discussion
An internal repository that will store the 16. Monitor & Document Library
various internal documents that is used to Facilitate Online
produce the final content Discussion
Threaded discussions are the ability for 16. Monitor & Threaded
users to exchanges messages on topics that | Facilitate Online discussions
any user can start. Threaded discussions Discussion
can be used to obtain both formal and
informal responses to the customers queries
and discussion topics
Shared calendaring is the capability to share | 16. Monitor & Shared
calendars among a group of people. This Facilitate Online calendaring
capability can be used to share information Discussion
on key events and is especially useful in the
virtual collaborative team environment
Blogs are specialized web sites that allow 16. Monitor & [None]
an individual or group to share a running log | Facilitate Online
of events or insights with online audiences. Discussion
Primary operations on a blog include
retrieving entries, posting entries, and
responding with comments. The term "blog"
is a short form of the term "weblog."
Wiki’s are collections of content where users | 16. Monitor & [None]
have the ability add, edit and delete content | Facilitate Online
on specific topics Discussion
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Service Type Service component needs for Business Business Function SRM Mapping
Gateway (Section 3.4.2)
Social networks provide the capability to find | 14. Develop [None]
and create a set of relationships between Collaboration
individuals or entities with common ties such | Network
as expertise, location, interests, and
business vertical.
Social bookmarking provides online users a | 14. Develop [None]
mechanism to store, organize, share and Collaboration
search bookmarks of web pages. These Network
tags or bookmarks can be shared publicly or
with specific people or groups
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3.6 Business Gateway Target State Data Architecture

The target state data architecture provides the key information entities that are consumed and
produced in support of the target state business services. This section describes the main
information entities, their relationship with each other, the consumers of the information and the
supported business service.

3.6.1  Subject Area Model

The following is an abstract representation of the information categories contained within
Business Gateway. These represent broad collection of structured and semi structured
information sets. The relationships between the information sets are created using search
indices and named tags.

FIGURE 15: BUSINESS GATEWAY SUBJECT AREA DATA MODEL
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The following table lists the data services that will be used by Business gateway applications
and the content management solutions to store and retrieve information sets to support the
business services.

3.6.2 Data Services
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Cross Reference of Data Services and Opportunities

TABLE 4: CROSS REFERENCE DATA SERVICES AND OPPORTUNITIES

Data Services

Description

Related Business
Service (Section 3.4.2)

Update Business.gov content

This service updates the content store
in the Content Management System

10. Authoring

Update compliance contact This service updates the content store | 15. Maintain
in the Content Management System Government
Contacts
Create/Edit Wiki article Stores the Wiki article and organizes | 14. Develop
by topic or author Collaboration
Network
Post/Reply Threaded Stores the discussion thread and 16. Monitor &
Discussion organizes by topic or author Facilitate Online
Discussion

Post/Reply Blog

Stores the blog entries and organizes
by topic or author

1. Partner Network
Development

Create Partner Profiles

Store partner profile — contact,
expertise, tags

2. Partnership
Creation

Save Customer Survey
Response

A service to save the survey
responses for analysis

7. Customer Base
Analysis

6. Research &
Development

Save Customer Feedback

A mechanism to store feedback
entered by customer either on the
website or via email

5. Stakeholder
Feedback

Create customer data analytics

Describes creation of back end data
stores and marts for data analytics

7. Customer Base
Analysis

6. Research &
Development

Create/Update Knowledge
Base

This service updates the content store
in the Content Management System

17. Customer Service

Create/Edit FAQs

This service updates the content store
in the Content Management System

17. Customer Service

Business Gateway Data Sharing

The data sharing diagram in Figure 16 provides at a high level the production and consumption
of data entities by the major processes supporting Business Gateway. It includes internal and
external information sources which include web resources, internal external documents, and
relational databases.
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It is used to understand the sources of information, types of information that is produced,
dependencies between the information entities and the information flows across the processes.
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FIGURE 16: BUSINESS GATEWAY DATA FLow
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3.7 Business Gateway Target State Technology Architecture

The technology architecture is used to specify the standards and technologies to support and
enable the delivery of service components in section 3.5. The SBA Enterprise Architecture
Blueprint describes SBA’s technology standards in detail. Business Gateway has business and
technological drivers that require it to lead the technology standards defined in the enterprise
architecture in some cases. This segment architecture will identify those technological needs.
The enterprise architecture group will follow the review and update process described in the “EA
Policy & Procedures” and include any new standards originating from BG in the SBA EA as they
see fit. But for cases where there is good guidance in the EA Blueprint and not a sufficiently
strong business justification for BG to deviate from them, BG should align with these standards
as it plans its future IT investments and implementations.

The following table includes the FEA Technical Reference Model Service Areas, Service
Categories and Service Standards and cross-references the corresponding section in the SBA
Enterprise Architecture Blueprint that describes the standard Business Gateway must use in
any proposed solution.

TABLE 5: TRM CROSS REFERENCE WITH ENTERPRISE ARCHITECTURE STANDARDS'

Service Area Service Category Service Standards Enterprise BG Technology to
Standards in the be used that is
EA Blueprint not in the SBA EA

(Reference standard
Section)
Service Access | Access Channels Web Browser 5.3.6.5.5
& Delivery
Collaboration / 5.3.6.9.1 TBD Social
Communication 53698 Collaboration tool
Delivery Channels Internet 5.3.2.31
Peer to Peer (P2P)
Service Requirements Hosting 5.3.8.6
Service Delivery Servers Web Servers 5.3.3.3.1 Apache 2.0
Platform &
Infrastructure Application 5.3.3.31 JBoss
Servers
Portal Servers 5.3.3.31 JBoss
Database/Storage Database 5.3.5

1 The technology selection will be based on the alternatives discussion in the following section and the vendor assessment
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Service Area Service Category Service Standards Enterprise
Standards in the
EA Blueprint
(Reference
Section)
Hardware/Infrastructure | Servers/Computers | 5.3.3.3.2
Component Presentation/Interface Static Display 5.3.2.1.1.3
Framework
Content Rendering | 5.3.6.5.4

BG Technology to
be used that is
not in the SBA EA
standard

Google Search
Appliance

Google Mini

Alfresco Content
Management
Server

The following table identifies the technologies that are identified or that need to be determined
for each of the services in the service component architecture.

TABLE 6: CROSS REFERENCE OF SERVICE COMPONENT AND TECHNICAL SERVICES

ID Mapped Service Technical Services
Component
1 Customer Feedback Pending
2 Surveys Site Survey from ForeSee
3 Customer Analytics \(fvoezgll?eﬁg:wtics
4 Partner Relationship Pending
Management
5 Online Help HTML
6 Multi lingual support Pending
7 Registration Pending
8 Content Authoring Pending: See Section 3.8.3
9 Import & Capture Pending: See Section 3.8.3
10 Content review and Pending: See Section 3.8.3
workflow
11 Meta data management | Pending: See Section 3.8.3
12 Tagging/Aggregation Pending: See Section 3.8.3
13 Content delivery Pending: See Section 3.8.3
14 Syndication Pending: See Section 3.8.3
management
15 Email Microsoft Office/Exchange
39 February 2008



Business Gateway Segment Architecture - Target State

ID Mapped Service Technical Services
Component
16 Document Library Microsoft SharePoint
17 Threaded discussions Pending. See Section 3.8.6
18 Shared calendaring Pending. See Section 3.8.6
19 Blogs Pending. See Section 3.8.6
20 Wikis Pending. See Section 3.8.6
21 Social networks Pending. See Section 3.8.6
22 Social tagging Pending. See Section 3.8.6
23 Search Google Search Appliance
24 Pattern matching Google Search Appliance
25 Classification/Indexing | Google Search Appliance
26 Real-time chat Pending
27 Community Pending. See Section 3.8.6
management

3.8 Alternative Analysis

This section presents a high level analysis for alternative solutions for delivering the business
and technical services. The selection of the solution will be made by the business and
technology stakeholders and will be reflected in the appropriate layer of the target state
architecture. The selection will be based on making tradeoffs between factors such as cost,
flexibility, technology strategy, enterprise architecture, resources and organizational constraints.

3.8.1

As an E-Government Initiative, the Business Gateway currently operates fairly independently of
other government agencies, including SBA. However, Business Gateway is expected to
eventually graduate out of its current E-government status; plans are for the SBA to take over
Business Gateway within the 5 year time frame of this Segment Architecture. The potential for
integration has allowed Business Gateway to utilize the SBA's datacenter, where Business.gov
is currently hosted.

Business Gateway Application Hosting

Although Business.gov has been able to operate out of this datacenter, a number of issues
have arisen and will continue to arise, given the difference in IT operating principles between
the SBA and Business Gateway. The SBA prefers to utilize commercially licensed software
supported by the manufacturer or other reputable firm, focusing on low total cost of ownership,
low maintenance, product stability, and security. Business Gateway prefers open source
software, focusing on lower software costs, cutting-edge features, and flexibility to evolve and
innovate. These differences in guiding principles creates a set of alternatives for Business
Gateway: continue to remain hosted within the SBA and find ways to operate under SBA’s IT
operating principles, or leave the SBA datacenter and host itself externally.
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Alternative 1: Host Business Gateway applications internal to SBA

TABLE 7: BG APPLICATION HOSTING: ALTERNATIVE 1

Alternative Host Business Gateway applications internal to SBA

Advantages 1. Hosting the applications internally within SBA ensures better
control of the infrastructure environment for OCIO.

2. Internal hosting creates the potential for resource pooling, system
consolidation and reuse.

Disadvantages 1. The Business Gateway application requires constant content
updates and additional new features that the customers and
stakeholders ask for. The internal SBA environment and the
deployment control and approval processes might inhibit the BG
ability to bring their information and services to the market in time.

2. BG could be required to comply with the SBA's EA standards and
processes. BG’s desire to be in the forefront of web technologies
might be constrained by the existing support expertise within SBA.
While the SBA may choose to expand its EA to encompass the
current direction of BG, the EA governance process is also
somewhat bureaucratic in nature, resulting in slower adoption of
new technologies.

3. BG may find itself spending more time on operational overhead. IT
planning may need to take place with longer lead times and in
finer detail.

Implications 1. The full set of collaborative features, which may rely on cutting-
edge software tools and agile development, may not be realizable.

2. This decision could force a re-examination of SBA’s EA
governance, finding ways to streamline and speed up EA
decision, resulting in a benefit to both BG and the rest of the
agency.

Alternative 2: Host Business Gateway applications externally

TABLE 8: BG APPLICATION HOSTING : ALTERNATIVE 2

Alternative Host Business Gateway applications externally

Advantages 1. Provides more independent control to the BG program to pilot new
technologies.

2. If the decision is to go with vendor hosted collaboration services,
then there may be advantages in having all the data (wikis, blogs,
content, discussions) collectively available in one location for
search (internal or external), analysis and aggregation

3. By physically separating the hosting of BG from the other SBA
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applications, there may be a perceived security benefit with BG
being more public facing and having plans to add community and
collaboration tools. BG’s plans to enable more collaborative tools
may make itself more of a security target and separating
Business.gov from other SBA applications reduces their exposure
to this perceived risk.

Disadvantages 1. The cost of externally hosting might be higher than the
incremental cost of hosting BG internally.

2. ltis harder to enforce security policies and C&A procedures.

Implications 1. BG may find this alternative to be cost-prohibitive, depending on
budgetary constraints. If budgets are uncertain during the time
leading up to graduation, larger hosting obligations can hamper
planning for spending in other areas like feature development

2. Hosting externally will introduce COOP impacts, which will need to
be investigated.

Decision: None at this time due to a need for further analysis

Rationale: While hosting within SBA might appear to be cost-effective solution for the Business
Gateway program direct and indirect costs need to be assessed.. Business Gateway will
continue to work with the enterprise architecture program to refine the EA and the EA
Govemance processes to enable the rollout of new technologies in a timely fashion while still
maintaining alignment with the SBA’s technological direction

3.8.2 Forms.gov strategy

Business Gateway fulfills its mission by operating Business.Gov and by funding Forms.gov. The
web sites are entirely separate, and the organizations that operate them are also separate and
autonomous, though their funding source is unified and the organizations often times coordinate
their actions. When Business Gateway graduates from its current E-Government Initiative
status, Business.Gov is expected to be taken up by the SBA. Forms.Gov, however, may be
subsumed by the GSA, the current location of its operational organization. On the other hand,
Business Gateway could operationally take over the role of Forms.gov. If the latter occurs, then
Business Gateway has alternatives for how to best integrate the Forms.gov operation into
Business Gateway.

Alternative 1: Forms.gov leaves Business Gateway to become part of GSA. Business.gov
and Forms.gov are managed and operated separately

TABLE 9: FORMS.GOV STRATEGY: ALTERNATIVE 1

Alternative Forms.gov leaves Business Gateway to become part of GSA.
Business.gov and Forms.gov are managed and operated
separately

Advantages 1. Funding and administration challenges with running Forms.gov

are no longer the worry of Business Gateway.

2. Current users of Business.gov and Forms.gov will see no change
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despite significant back-end changes

Business.gov is a Government-to-business site, whereas
Forms.gov is both a Government-to-business and Government-to-
citizen site. These different purposes can continue to be optimally
addressed by two web sites

Disadvantages

Business.gov customers looking for forms need to go over to
Forms.gov. The experience is not as integrated as possible.

Implications

Since the two organizations are currently autonomous, there are
no operational implications to this alternative.

From an oversight perspective, governing Business Gateway
becomes more focused on Business.gov

Alternative 2: Operate Forms.gov and Business.gov using the same organizational
resources while maintaining the two as separate, distinct applications

TABLE 10: FORMS.GOV STRATEGY: ALTERNATIVE 2

Alternative

Operate Forms.gov and Business.gov using the same
organizational resources while maintaining the two as separate,
distinct applications

Advantages

1.

Current users of Business.gov and Forms.gov will see no change
despite significant back-end changes

Business.gov is a Government-to-business site, whereas
Forms.gov is both a Government-to-business and Government-to-
citizen site. These different purposes can continue to be optimally
addressed by two web sites

Many of the operational steps in running Business.gov and
Forms.gov are similar, leading to economies of scale by having a
single organization that does both.

Disadvantages

Business.gov customers looking for forms need to go over to
Forms.gov. The experience is not as integrated as possible.

Implications

Business functions associated with managing Forms will need to
be included within the scope of the Business Gateway operational
business architecture

Alternative 3: Integrate the content of Forms.gov into the content of Business.gov while
maintaining two separate applications.

TABLE 11: FORMS.GOV STRATEGY: ALTERNATIVE 3

Alternative Integrate the content of Forms.gov into the content of
Business.gov while maintaining two separate applications.
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Advantages

Small business customers will have an improved experience
searching for regulatory compliance information, since the forms
they need will be available through the same web site

Business.gov can leverage the processes in place to identify new
forms or changes to existing forms.

Forms.gov website and application can be operated independently

Disadvantages

No significant disadvantages identified other than implementation
costs.

Implications

The greater the level of integration targeted between the
applications, the greater the extent to which Business.gov process
definitions would need to be augmented in order to support the
Forms.gov processes for content updates, or vice-versa.

Alternative 4: Merge the two applications but continue to maintain two separate websites

TABLE 12: FORMS.GOV STRATEGY: ALTERNATIVE 4

Alternative

Merge the two applications but continue to maintain two
separate websites

Advantages

1.

Many of the technological and operational steps in running
Business.gov and Forms.gov are similar. Economies of scale can
be realized by having a single platform that exposes two different
websites to the public — Forms.gov and Business.gov

Improved experience searching for regulatory compliance
information, since the forms will be available through the same
web site. Customers will have an improved experience searching
for regulatory compliance information, since the forms they need
will be available through the same web site

Disadvantages

Forms.gov provides a common access point to federal forms to
both businesses and citizens. It may be challenging to have
separate programs/agencies managing the same application for
slightly different purposes

Implications

This approach would require buy-in from the stakeholders, OMB
and GSA

Most likely a single organization should be made responsible for
managing both sites.

Merging the applications may introduce COOP, security, and C&A
impacts, which will need to be investigated.

Decision: Pending a number of factors, including:

1. Disposition of SBA OCIO on whether or not to pursue Forms.gov
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2. Disposition of current Forms.gov administration
3. Disposition of GSA proponents of Forms.gov

4. Disposition of OMB when structuring potential E-Gov graduation

3.8.3 Content Management System

This analysis is to help determine Business Gateway’s desired target state technology for
content management. The upcoming release of Business.gov (slated for release in December
2007) will use Alfresco, an open source enterprise content management system. In contrast, the
SBA has invested in Oracle Universal Content Management (Stellent), an commercial
enterprise content management system. The SBA currently uses Stellent to manage content for
SBA.gov. If Business Gateway applications are to be part of the SBA application portfolio that
will require SBA’s funds for maintaining and operating the solution, it is worthwhile to evaluate
the enterprise standard for content management at the SBA and the implication of supporting
redundant enterprise services.

Assumption: This analysis assumes that in the next 3-5 years the Business Gateway program
and technology assets will be wholly owned by SBA.

Alternative 1: Business.gov and SBA.gov will continue to use their respective solution
for enterprise content management

Business Gateway has implemented the content management system using Alfresco and
SBA.gov uses Oracle Universal Content Management (Stellent)

TABLE 13: CONTENT MANAGEMENT SYSTEM: ALTERNATIVE 1

Alternative Business.gov and SBA.gov will continue to use their respective
solution for enterprise content management

Advantages 1. Alfresco meets the basic Business Gateway content management
requirement

2. Alfresco architecture uses a single platform for managing
enterprise content has a strong appeal

3. Alfresco has a strong following in the open-source community and
is aggressively investing in expanding the Web 2.0 capabilities

4. Alfresco provides content integration with social networking
applications such as Facebook.

5. Alfresco is aligned with the SBA’s interest in moving to open
source solutions when viable.

6. Alfresco has lower licensing/support costs, which could reduce the
overall infrastructure expense.

Disadvantages 1. SBA operations would need to support two separate solutions for
content management, which would result in redundant enterprise
services and increase the overall technical complexity. Since
SBA's OISS does not currently have expertise related to
managing an Alfresco solution, OISS resources will need to be
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augmented and/or trained in order to support this effectively.
Alternatively, the agency would continue to require outside
contractors for system support.

Implications 1. Alfresco will need to be added into the Enterprise Standards for
content management

2. The Business Gateway operating model, Alfresco implementation,
and SBA policies and procedures for web content management
may need to be reviewed to ensure compliance and to verify that
policies reflect the intent of supporting operations like
Business.gov

Alternative 2: In the target state Business.gov migrates over to the SBA enterprise
standard — Oracle Universal Content Management (Stellent)

TABLE 14: CONTENT MANAGEMENT SYSTEM: ALTERNATIVE 2

Alternative In the target state Business.gov migrates over to the SBA
enterprise standard — Oracle Universal Content Management
(Stellent)

Advantages 1. As indicated illustrated in Table 15, Oracle UCM has a much
stronger product offering, strategy and market presence compared
to Alfresco

2. Oracle UCM is a stronger enterprise content management product
especially in some of the capabilities important to Business
Gateway such as web content management, content integration
and collaboration

3. Oracle UCM is already in use at SBA and is used to manage the
internal and public facing web content

4. SBA has an established relationship with Oracle

Disadvantages 1. Content would be required to be migrated from Alfresco to Oracle
UCM. This cost would need to be considered along with any
operational benefits of having a single solution.

2. There could be incremental licensing costs for the Oracle UCM
product and the support. Certain types of future content
management approaches involving large social networks might
result in more significant licensing and support costs.

3. The complexity of Stellent, which attempts to solve a larger
problem than Alfresco does, potentially makes it an over-
engineered solution to BG's needs. This could result in increased
development complexity.

Implications 1. Business justification for the migration will need to be made and
the migration will need to be planned
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The following table provides Forrester® evaluation the Enterprise Content Management
products Alfresco and Oracle UCM (Stellent). It grades the two products on a scale of 110 5
with 1 representing limited support and 5 representing full support. The attributes being
evaluated in each of the categories is listed in the category descriptions

TABLE 15: EVALUATION OF ENTERPRISE CONTENT MANAGEMENT SOLUTIONS2

Categories Alfresco Oracle — UCM (Stellent)

Core ECM capability breadth: Document management, 2.40 3.70
content archiving, records management, content integration)

Platform readiness: content repository, user experience, 5.00 5.00
workflow, metadata management,

Additional ECM capabilities: web content management, digital 1.40 3.40
assets management, content component management,
assembly, managed service support

Extended capabilities: Business process management, 1.05 2.85
eDiscovery, E-forms, email archive, enterprise search, rights
management, collaboration

Core capability architecture: hierarchical storage support, 4.70 4.20
application services, authorization/authentication, platform
support, extensibility

Miscellaneous: Training, documentation, internationalization 5.00 5.00

Product strategy: technology strategy, differentiation strategy, 3.00 5.00
vendor business, R&D

Whole solution strategy: systems integrators, implementation 2.60 4.60
partners, technology partners

Company financials 0.00 2.60

ECM customer base 2.20 4.80

Note: This research and analysis was conducted by Forrester Research. Including total cost of
ownership (TCO) in the comparison could change the relative attractiveness of the two solutions. The
Program ultimately should conduct this analysis, and not make an architectural decision on the cited
research alone.

Decision: Pending a number of factors, including:
1. The completion of higher-priority tasks during the next 12-18 months
2. SBA EA disposition

3. Total Cost of Ownership analysis

% The Forrester Wave: Enterprise Content Management Suites, Q4 2007

47 February 2008



Business Gateway Segment Architecture - Target State

3.8.4 Partnership Management

The real benefit of the relationship with private and public sector partnerships will be realized
once the communities of interest have been developed and topic experts have been identified.
A key factor to the success is also the ability to seed topics, facilitate online discussions and
moderate and control the quality of focus of the information exchanges. This analysis is to
decide whether the collaboration activities and content creation activities will be centrally
managed or if the control will be delegated to individual partners/experts in each area.

Alternative 1: Centrally control content creation and collaboration activities of partners

TABLE 16: PARTNERSHIP MANAGEMENT: ALTERNATIVE 1

Alternative Centrally control content creation and collaboration activities of
partners
Advantages 1. Ensures that the content and any online discussions are focused

on the right topics

2. Controls the accuracy and validity of the information that is
published

3. Catalyzes online discussion forums and ensures good questions
get responses

Disadvantages 1. Requires more resource commitment
2. Central control might slow down the process of delivering content
rapidly
Implications 1. Policies and procedures will need to be defined

Alternative 2: Delegate control to selected number of content partners

TABLE 17: PARTNERSHIP MANAGEMENT: ALTERNATIVE 2

Alternative Delegate control to a selected number of content partners

Advantages 1. Allows the content updates to be made faster

2. Does not require as many resources to review, approve and push
content to the sites

Disadvantages 1. Decentralized content updates risk getting out of control if the
processes are not appropriately followed by one of more partners

2. Reduced level of quality control

Implications 1. The partners will need to be trained in using the tool for creating
and updating content

2. Access control to tool from outside SBA has to be worked out.
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3. Policies and procedures will need to be defined

4. This may require periodic assessment of the content being
generated to ensure it is meeting the business objectives

Decision: Alternative 2: Delegate control to selected number of content partners

Rationale: Control of all the content developed by the partners will be not be feasible given the
budget realities. The control will be delegated to selected partners (government agencies and
certain non-profit organizations). Specifics of how delegation would occur and what controls
would be in place are pending the development of policy and guidance around Internet
collaboration within Government.

3.8.5 Customer Service

Customers using Business.gov have the ability to submit a question or comment about the
information on the site. This could include inability to find the information on the site, report
inaccurate information or incorrect references and other general questions. The questions
posted on the site are routed to USA Services which handles all the customer service requests
up to a certain threshold level.

The number of questions on the site is currently far below the threshold level and therefore the
cost per customer service request is currently very high. To reduce this cost a few alternatives
are being considered and that analysis is described below.

Alternative 1: Continue to use USA Services for customer service for Business.gov

TABLE 18: CUSTOMER SERVICE: ALTERNATIVE 1

Alternative Continue to use USA Services for customer service for
Business.gov

Advantages 1. USA Services is an E-Gov initiative created for the government-
citizen communications

2. As the number of customers visiting the site increase, potentially
the number of service requests may also increase and thus the
cost per request may reduce

Disadvantages 1. The cost per service request is currently high

2. Even if the cost reduces as the number of service request grows it
will again increase as the requests exceeds the threshold

3. Guides and scripts need to be created and the quality of service is
highly dependent on the quality of the scripts

Implications None

Alternative 2: Use Customer Service from SBA
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TABLE 19: CUSTOMER SERVICE: ALTERNATIVE 2

Alternative Use Customer Service from SBA

Advantages 1. SBA already has a group with the responsibility to handling
customer service request. The additional number of customer
service requests generated from Business.gov would only
incrementally increase the cost to SBA (if at all)

2. BG would not need to budget for this expense

Disadvantages 1. In the event that the customer service requests get exceedingly
high, the limited number of resources in the group may not be able
to effectively service the requests

Implications 1. This would require buy-in from the SBA customer service group

2. The current customer service group will need to be trained to
service requests from Business.gov customers

Alternative 3: Improve online customer service and use program resources to provide
any additional human aided customer service

TABLE 20: CUSTOMER SERVICE: ALTERNATIVE 3

Alternative Improve online customer service and use program resources to
provide any additional human aided customer service

Advantages 1. This option may have lower operational cost depending the
volume, type and frequency of the requests made

2. A self-service model that transfers most of the burden of finding
the answer back to the customer

Disadvantages 1. Supplemental human-aided customer assistance may be
inevitable

Implications 1. Upfront investment to create online help, tutorials and self-help
tools

Decision: Pending analysis

3.8.6 Social Collaboration

Social collaboration technology helps create and nurture connections between people by
making collective knowledge of an enterprise more explicit. It helps create virtual teams and add
persistence and structure to ad hoc information exchanges. It empowers communities of experts
and interested parties and facilitates social interaction by helping people to establish and
strengthen personal relationships and accelerate the business processes.

The most common social collaboration technologies are wikis, blogs, threaded discussions,
social tagging and expanding into the use of social networks.
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Alternative 1: Use pure-play open-source social collaboration software

TABLE 21: SOCIAL COLLABORATION: ALTERNATIVE 1

Alternative Use pure-play open-source social collaboration software

Advantages 3. Social collaboration software is an emerging market and some of
the better solutions available currently are open-source.

4. Because of the immaturity of the technology and the market open-
source solutions are usually lead the pack in terms of new
features and bug fixes.

5. Provides maximum flexibility in selecting the right product for the
needs.

Disadvantages 2. The social collaboration technology and market is growing and
there is always the risk that the consolidation of the suppliers will
weed out vendors with no staying power.

3. Results in proliferation of software vendors and technologies.

Implications Even limited testing will likely require some form of SBA policy review

Alternative 2: Use of social collaboration offering from portal and content management
vendors

TABLE 22: SOCIAL COLLABORATION: ALTERNATIVE 2

Alternative Use of social collaboration offering from portal and content
management vendors

Advantages 1. As the market matures leading content management and portal
vendors will continue to expand into the social collaboration
offerings. E.g. Oracle UCM offers wikis, blogs and RSS
organizers.

2. Leverages existing relationship with the vendors.

Disadvantages 1. Leading commercial vendors generally tend to lag in their
offerings and open-source specialized vendors often have richer
functionality

2. Costs are higher than open-source vendors.

Implications Depends, in part, on SBA versus external hosting decision discussed
earlier.
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Alternative 3: Use of social collaboration service providers

Solution description: Vendors provide enterprises a service that externally creates, manages
and hosts collaboration support solutions. Some of the important vendors of this service are:
Awareness, Communispace, Grovesite, and Social Platform.

TABLE 23: SOCIAL COLLABORATION: ALTERNATIVE 3

Alternative

Use of social collaboration service providers

Advantages

1.

Need for competency in the creation and management of team
collaboration solutions is relatively new to Government, and the
SBA might not have the skills or the capacity to manage this type
of operation internally.

Team collaboration is a support function and not a core business
for SBA and is therefore better suited to outsource to vendors with
deep experience in these technologies.

Disadvantages

Externally hosted sites often do not have the same level of
security as SBA data centers.

There might be privacy issues related with the information used to
maintain the collaboration (E.g. partner profiles, credentials etc).

Implications

Need to define an operating model for Software as a Service (SaaS)

Decision: Pending a number of factors, including:

1. A more detailed analysis of utilizing Web 2.0 within Business Gateway

2. The completion of higher-priority tasks

3. The development of policy and guidance around Internet collaboration within

Government

4. SBA/BG decision on proprietary versus open source Content Management System
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4.0 Appendix A: SBA Goals and Long Term Objectives

The following table has SBA goals and long term objectives as specified in the SBA Strategic

Plan FY 2008-2013

TABLE 24: SBA GOALS AND LONG TERM OBJECTIVES (2008 —2013)

Goal

Long Term Objective

1. Expand America’s
ownership society,
particularly in underserved
markets

1.1 Improve access to SBA programs and services by small businesses
to drive business formation, job growth, and economic activity

1.2 Support entrepreneurship in markets with higher poverty and
unemployment, and in our military community

1.3 Ensure stewardship and accountability over taxpayer dollars through
prudent financial portfolio management and oversight

2. Provide timely financial
assistance to homeowners,
renters, nonprofit
organizations and
businesses affected by
disaster

2.1 Respond quickly, efficiently and effectively to disaster applicants

3. Improve the economic
environment for small
business

3.1 Protect, strengthen and effectively represent the Nation's small
businesses to minimize the regulatory burden

3.2 Foster a more small-business friendly environment

4. Ensure management and
organizational excellence to
increase responsiveness to
customers, streamline
processes, and improve
compliance and controls

4.1 Deploy a skilled workforce capable of executing high quality
programs

4.2 Provide a safe and secure information system environment to
support business decisions and Agency operations

4.3 Provide financial and performance management services to support
efficient and effective program delivery
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5.0 Appendix B: List of Opportunities

Opportunities for improvement were uncovered through stakeholder interviews and group discussion. They have been logically grouped
into categories, which became the improvement themes. Each opportunity was also rated on business need and difficulty by program
stakeholders. A business need rating of 1 indicates highest priority; the larger the rating, the less important it is to the organization. A
difficulty rating of 1 indicates straightforward implementation; the higher the difficulty rating, the greater the complexity and cost to
implement.

TABLE 25: OPPORTUNITIES AND THEIR PRIORITY

Scales: Business Need Rating (1=Important, 3=Not Important), Difficulty Rating (1=Low Difficulty, 3=High Difficulty)

Maintain a fresh and pertinent set Objective
1 Collaboration | of government contacts for Goal 2 09 2.2.1
business access )
Develop customer service
o Usability capabilities or)d conduc"r Goal 3 Objective 351
customer service operations 3.5
internally.
Provide a facility for compliance
experts to get a sense of the top .
3 | Collaboration | questions that businesses are Goal 2 Objgc’nve 22.1
. . . 2.2.2
asking and to create online
responses, similar to About.com
Create a network of compliance
experts across agencies and state Objective
. & local governments, and utilize Goal 1 1.4
4 | Collaboration network to create regulation Goal 2 | Objective 141,221
guides, blogs, and fto post answers 2.2
to people's questions online
Host live events, such as Objective
5 | Collaboration | discussions with regulators or Goal 2 59 2.2.2
business leaders, online )
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Segment the viewership based on Objective
key criteria and categorize / Goadl 1 1.1
6 Content author content specifically for Goal 3 | Objective 111,331
these segments 3.3
Host, and catalog external Obj]ec]’rlve
7 Content sources of, online training related Goal 1 L 1.1.1,1.1.2
. . Objective
to business and compliance 1 2
Offer large, monolithic content Objective
8 Content pieces both in |’rs.smg'ulor fqrm and Goal 1 '1 2 ' 131
also as smaller, bite-sized pieces Objective
tagged by subject 1.3
Provide content guides relating to Objective
specific regulatory issues that are 1.1
? Content on the top of mind of BG small Goall Objective 111, 1.0.2
business customers 1.2
Expand into new areas of general
10 Content business com‘er_\’r, such‘os Godl 1 Objective 112
entrepreneurship, eBusiness, or 1.2
other content areas that emerge
Assess content gaps in content on
agency web sites in the area of Obiective
11 Content business compliance and general Goal 1 J] ! 1.1.1
business, and fill these gaps with ’
Business.gov content
Push content desired by users
directly to them using various C
12 Outreach platforms, such as RSS, email, Goal 3 Objective 3.4.1
. 3.4 3.4.2
Google widgets, and Facebook
apps
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Offer users networking capabilities
to meet each other, government

13 Outreach regulators, gnq BG team Godl 2 Objective 099
members, similar to Facebook of 2.2
LinkedIn, for the purpose of
exchanging ideas
Utilize with common content Objective
. X . 3.1 3.1.1,3.4.1,
14 Outreach sharing & ratfing technologies, Goal 3 S
. . Objective 4.1.1
such as Digg and Del.icio.us 34
Increase outreach channels, such
as face book, blogs, and external
15 Outreach web sites, and usage of channels Godl 3 Objective 39
to reach greater numbers of small 3.2
business customers in order to
convey targeted messages
Offer up access to Business.gov
16 Outreach content through pom‘en’r and Godl 3 Objective 3.4.1,3.42
search partnerships, such as 3.4
USASearch.gov
Become a generalized marketing
17 Outreach chonngl /'condu.n"f'or s’rokeholder Godl 2 Objective 29 ]
agencies in publicizing their 2.2
messages o customers
Provide federal agencies with
analytics reports detailing D
18 Partnership customer needs and trends, Goal 2 Objgc]’nve -
especially within the domain of )
the agency's content
. Increase the coordination and Objective
19 Partnership collaboration with other offices Goal 2 2.2 221
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within the SBA, such as OED,
OCPL, etc

20

Partnership

Promote collaboration and
coordination with cross-agency
stakeholders even as BG gets
subsumed by the SBA

Goal 2

Objective
2.2

2.2.1

21

Partnership

Implement a funding model that
promotes a greater level of
fairness across conftributing
government agencies

22

Partnership

Implement a transaction platform
and simple form building tools to
adllow agencies to create data
collection services

23

Partnership

Define a repeatable process for
promoting data harmonization
within the Federal Government

24

Partnership

Implement "turnkey partnerships"
making it easy for Business.gov to
partner with trade associations in
creating and maintaining content

Goal 1

Objective
1.1

1.4.1

25

Personalization

Tell users precisely what they need
to do in order to be in compliance
with regulations that apply to their
lines of business

Goal 1

Objective
1.3

1.3.1

26

Personalization

Personalize content for the user,
based on their preferences,
segmentation, or lines of business

Goal 3

Objective
3.3

3.3.1
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Collect customer profile

. S Objective
information in order to construct a
" . . Goal 1 1.3
27 | Personalization | personalized compliance L 1.3.1
Goal 3 | Objective
calendar that sends out alerts as
) . 3.3
deadlines arrive
- Inform users when interested Objective
28 Usability content changes or gets added Goal | 1.3 1.3.1
Inform users precisely what
regulations apply to their specific .
29 Usability lines of business, perhaps by Goal 1 Objective 1.3.1
. . ) 1.3
asking questions or using NAICS
code
Improve search results by making
30 Usalbility first respl’rs more relevant and Godl 1 Objective ]3]
reducing the overall results 1.3
returned
Provide users with a list of Objective
o regulations that have recently Goal 1 1.3
31 Usability changed or that are about to Goal 3 | Objective 1.3.1,3.3.1
change 3.3
Clarify and communicate the
difference between SBA.gov and Obiective
32 Content Business.gov, in the eyes of Goal 2 ) 2.1.1
. 2.1
internal stakeholders and
customers
33 Usalbility Make Business.gov available in Godl 1 Objective ]3]
other languages, such as Spanish 1.3
34 | Personalization | Customized State & Local Search Goadl 1 Obj]eg’nve 1.3.1
35 Usability Map Mash-Ups Goal 1 Obj]eg’nve 1.3.1
58 February 2008




Business Gateway Segment Architecture - Target State

: BG
: Business S BG BG
Opportunity Need Difficulty Goal Objective Perfonance
Indicator
36 | Collaboration | Peer Social Networking 1 1 Goal 2 Obj; Z’nve 2.2.1
37 Content Simple Language Context 1 3 Goal 1 ObJ]ec::;nve 1.3.1
38 Qutreach Additional Web 2.0 Features 2 2 Godal 1 ObJ]ec{"rlve 1.1.1
Increase the integration of
39 Content Forms.Gov content into . o o Goal ] Objective 121
Business.Gov to offer businesses 1.2
direct access to forms of interest
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6.0 Appendix C: Acronyms

TABLE 26: LIST OF ACRONYMS

Acronyms Expansion
ACSI American Customer Satisfaction Index
BG Business Gateway
BRM Business Reference Model
DOL Department of Labor
DRM Data Reference Model
EEOC Equal Employment Opportunity Commission
EPA Environment Protection Agency
FEA Federal Enterprise Architecture
LTO Long Term Objective
OCIO Office of the Chief Information Officer
OMB Office of Management and Budget
OSHA Occupational Safety & Health Administration
PMO Program Management Office
RDF Resource Description Framework
RSS RDF Site Summary
Saas Software as a Service
SBA Small Business Administration
SBPRA Small Business Paperwork Reduction Act
SRM Service Component Reference Model
TRM Technical Reference Model
USDA US Department of Agriculture
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7.0 Appendix D: Documents Reviewed

SBA Strategic Plan FY 2008-2013

SBA IT Strategic Plan 2007-2011

Enterprise Architecture Blueprint v2.04

SBA EA Migration and Sequencing Plan v1.03

FEA Practice Guidance, November 2007

FEA Consolidated Reference Model Document Version 2.3
FEA Data Reference Model 2.0

Business Gateway Content Strategy 2008

© Nk wh-=

©

Content Management Issue Summary

10. Business Gateway Technical Architecture

11. Business Gateway Web Metrics Overview, September 2007
12. FY2009 Business Gateway Budget Request (OMB Exhibit 300)
13. BTIAC Presentation, August 2007

14. Business.gov Focus Group Results, August 2007

15. Advisory Board briefings

16. Governance Board briefings

17. www.business.gov

18. www.forms.gov

19. www.sba.gov
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Business.gov works in partnership with the following U.S. Federal Government agencies:

1.

© N Gk W

Small Business Administration (managing government agency)

Department of Agriculture

Department of Commerce

Department of Defense

Department of Education

Department of Energy

Department of Health and Human Services
Department of Homeland Security

Department of Housing and Urban Development

. Department of Interior
11.
12.
13.
14,
15.
16.
17.
18.
19.
20.
21.
22.

Department of Justice
Department of Labor

Department of State

Department of Transportation
Department of Treasury
Department of Veteran Affairs
Environmental Protection Agency
General Services Administration
Office of Personnel Management
National Aeronautics & Space Administration
National Science Foundation

Social Security Administration
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