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June 5, 2023

N«w Hampshire Department of

BUSINESS AND

ECONOMIC AFFAIRS

iF
»v /♦

His Excellency, Governor Christopher T. Sununu

and the Honorable Council

State House

Concord, New Hampshire 03301

REQUESTED ACTION

Authorize the Department of Business and Economic Affairs (BEA), Division of Economic Development,
to enter into a sole source amendment to an existing contract with McKinsey & Company, Inc.
(VC#331384), (P0#1090360), of Washington, District of Columbia, by increasing the price limitation by
$10,000,000 from $1,000,000 to $11,000,000 and extending the contract end date from June 30,
2023, to June 30, 2024, effective upon Governor and Executive Council approval. The original contract
was approved by Governor and Executive Council on January 18, 2023, Item #56. This is an allowable
use of ARPA SFRF funds under Section 602(c)(1)(A) to respond to the public health emergency or its
negative economic impacts. 100% Federal Funds

Funds are available as follows:

03-22-22-220510-26680000

ARP Business Support Portal

102-500731 - Contracts for Program Services FY2023

$10,000,000

EXPLANATION

Establishment of a "one stop" online business portal in New Hampshire has been a goal for a long list of
state officials and agencies for decades. A single online location where an employer, with a single sign-
on password, can access systems that are customized to their business needs, easily find regulatory
requirements, filing deadlines, forms, and checklists will save them time and money as well as provide
efficiency benefits to State government.

Online activity increased during the COVID pandemic, exposing current system inefficiencies and
significantly raising customer expectations for a sole source for access to information on state business
resources, licensing, permitting, tax payments, registrations, etc. In January, BEA relgnited this effort
with a competitive-bid project to fully engage the business community and nine state agencies to
specifically Identify what the state had available online, what they didn't, and how that lined up with
what the expectations were on the user side. The vendor for this project quickly developed a 100+ page
analysis and strategy document in close coordination with BEA and DOIT. This report is included for your
review.

^ 100 North Main street. Suite 100
Concord, New Hampshire 03301
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i( visitnh.gov nheconomy.com choosenh.com



His Excellency, Governor Christopher T. Sununu

And the Honorable Council

June 5, 2023

Page 2 of 3

The strategic implementation plan was developed utilizing research from more than thirty interviews,

direct interaction with ten state agencies and their information technology staff, a review of all 50

states, and data analysis from partnering state agencies. Components of this new system are slated to

include:

•  Landing page, basic search and navigation, accessibility settings, triage mechanisms to direct

questions and information to appropriate agencies;

•  Profile management, single sign-in designations, personalized dynamic checklists to track state

required filings, permits, etc.;

•  Outcome metrics and satisfaction monitoring; and

•  Customized access to state vendor RFPs and other opportunities to do business with state

agencies.

Achieving this goal is within sight, and we can get there with this investment. While this is a sole source

request pursuant to MOP 150IX, Paragraph A, this request amends our competitively bid contract from

earlier this year and will serve as the natural continuation and completion of the project, within the

federally defined ARPA deadlines. The Vendor's understanding of the state's digital assets, individual

agency digital strategies, and knowledge of State digital infrastructure place them in a position to help

us achieve this goal.

States that have invested in this type of system have seen significant benefits, including an average of
30% higher growth rates in the number of small businesses. That would put New Hampshire on track to

increase the number of business applications per capita (we are currently AS*'') and see as much as $100
million in additional business revenues over the next five years.

The benefits are not exclusively for business. States with these systems have reported multiple cost
savings and operational impacts, including:

•  Rhode Island saw filing processing times cut from two weeks to two hours;

•  Kentucky reduced the time it takes users to make filings by up to 75%;

•  Delaware saw significant out of state and international interest in starting businesses; and

•  Connecticut reports saving an average of 6 hours of time for those starting businesses there.

As the only state in the region with this type of system, New Hampshire would extend its reputation as a

place that provides its business community with a competitive advantage.

The Attorney General's office has reviewed and approved this contract as to form, substance, and

execution.
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If Federal Funds beconte no longer available, General Funds will not be requested to support this

project.

In order to see the benefits of this effort come to life and to achieve this long-standing goal, we humbly

request that you strongly consider our request to amend the existing contract and allow this project to

be completed on time and provide these long-sought-after benefits to the state and our business

community.

Respectfully submitted,

Taylor Caswell

Commissioner
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hazen Dr., Concord, NH 03301
Fax: 603-271-1516 TDD Access: 1-800-735-2964

www.nh.gov/doit

Denis Goulet
Commissioner

June 14, 2023

Taylor Caswell, Commissioner
Department of Business and Economic Affairs
State of New Hampshire
100 Main Street, Suite 100
Concord, NH 03301

Dear Commissioner Caswell:

This letter represents formal notification that the Department of Information Technology (DoIT)
has approved your agency's request to enter into a contract amendment with McKinsey & Company, Inc.,
as described below and referenced as DoIT No. 2024-017A.

The purpose of this request is for the establishment of a "one stop" online business portal in New
Hampshire.

The Total Price Limitation will increase by $10,000,000, for a New Total Price
Limitation of $11,000,000, effective upon Governor and Council approval through
June 30, 2024.

A copy of this letter must accompany the Department of Business and Economic Affairs'
submission to the Governor and Executive Council for approval.

Sincerely,

Denis Goulet

DG/jd
DoIT #2024-017A

cc: Nicole Warren, IT Manager
Alexander Fries, DBEA

"innovative Technologies Today for New Hampshire's Tomorrow"



State of New Hampshire
Department of Business and Economic Affairs
Amendment #1 of P-37 Contract Agreement

This 1st Amendment to the McKlnsey contract (hereinafter referred to as "Amendment #1")
is by and between the State of New Hampshire, Department of Business and Economic
Affairs (hereinafter referred to as the "State" or "Department") and McKinsey & Company, Inc.
(Vendor #331384) (hereinafter referred to as "the Contractor^), 1200 19th St NW Suite 1000;
Washington, DC 20036-2427.

WHEREAS, pursuant to an agreement (the "Contract") approved by the Govemor and
Executive Council on January 18, 2023, Item #56 the Contractor agreed to perform certain
services based upon the terms and conditions specified in the contract and in consideration
of certain sums specified; and

WHEREAS, pursuant to Form P-37, General Provisions, Paragraph 18, and Exhibit C-1,
Paragraph #4, the Contract may be amended upon written agreement of the parties and
approval from the Governor and Executive Council; and

WHEREAS, the parties agree to extend the term of the agreement, and increase the price
limitation; and

NOW THEREFORE, in consideration of the foregoing and the mutual covenants and
conditions contained in the Contract and set forth herein, the parties hereto agree to amend
as follows;

1. Form P-37 General Provisions, Block 1.7, Completion Date, to read:
June 30,2024.

2. Form P-37, General Provisions, Block 1.8, Price Limitation, to read:
$11,000,000

3. Exhibit B Scope of Services, as attached
4. Exhibit C Schedule and Payments, as attached
5. All terms and conditions of the Contract not inconsistent with this

Amendment #1 remain in full force and effect.

Contractors Initials TD

Date 06/16/2023



state of New Hampshire
Department of Business and Economic Affairs

Amendment #1 of P-37 Contract Agreement (continued)

This amendment shall be effective upon the date of Governor and Executive
Council approval. IN WITNESS WHEREOF, the parties have set their hands as of
the date written below,

State of New Hampshire
Department of Business and Economic Affairs

6/15/2023

Date Name: Taylor Caswell
Title: Commissioner

McKinsey and Company, Inc. Washington D.C.

06/20/2023

Date

a
Name: Tony D'Emldio

Title: President

The preceding Amendment, having been reviewed by this office, is approved as to form,
substance, and execution.

OFFICE OF THE ATTORNEY GENERAL

06/20/2023

Date Narie: Mark W: DeH'Orfano

Title: Attorney

I hereby certify that the foregoing Amendment was approved by the Governor and
Executive Council of the State of New Hampshire at the Meeting on June 28, 2023.

Date Name:

Title:



EXHIBIT B

AMENDMENT #1 SCOPE OF SERVICES

Overall Scope:

McKinsey & Company, Inc. Washington D.C. ("McKlnsey") will execute the technical discovery, design, and build
for an integrated online services product that supports small businesses throughout the state called the Business
Services Portal (BSP). McKinsey will wor1< with BEA and DolT to develop the portal's content, design the digital
product, and complete the technical build of the product. This work will be completed in three overlapping phases
over a one-year duration. A high-level description of each phase's scope is provided below, however the specific
activities and deliverables associated with these phases (Troject Charters") shall be developed and mutually
agreed upon by the parties at the beginning of each phase, pursuant to the "Project Charter Process" discussed
below.

This scope of services is in addition to, not in place of, what was previously approved at the Jan. 18, 2023,
meeting of the Governor and Executive Council (Item 56).

BSP Build Phase 1 - Production of a Minimum Viable Product

Estimated Duration: Months 1-4

Overall Scope: McKinsey will use an agile approach to execute this phase and will work with the BEA and DolT
to implement a static MVP portal website. McKinsey will also support BEA and DolT to develop materials for
business user testing. The expectation is the MVP will offer easy access to three dozen services that represent
more than 80 percent of business service activity (and identify how to address additional services in future
iterations of the BSP). During this first phase, McKinsey will also develop a change management and
communications plan for the entirety of the contract and will coordinate with state agencies to develop content
for the portal as needed. The specific MVP features, govemance structure, as well as the change management
and communications plan will be included within the Phase 1 Project Charter, along with any relevant activities
or deliverables agreed upon between the parties.

The MVP product will have the following features, to be further defined by the Phase 1 Project Charter:

1. Static landing page - A central location on the BEA website that end-users can use to access:
•  Permitting
•  Registrations
•  Filing
•  Licensing
•  Support services (i.e., employment, workforce, technical support)

The page will also have access points to each of the prioritized services the "Business Services Portal
Development" implementation plan indicated were of high use to end-users, such as registering
businesses through the Secretary of State's Office, paying taxes through the Department of Revenue
Administration, and accessing common permits through the Department of Environmental Services.

2. Basic search and navigation function - The search function offers users in-depth access to New
Hampshire business services by allowing them to type in what they are looking for. In this iteration, the
search results would be static and only provide access to existing services from the state and non-
state partners (e.g., the Small Business Development Center). However, this feature will have the
capability for expanded functionality, allowing for recommended results and predictive searching when
user profiles become active on the BSP (see Phase 3).

This also includes a basic web form that will triage questions and help direct users to specific agency
websites and contact information for the person or office that can best address the user's questions.

Contractors Initials

Date 06/16/2023



3. Getting started checklist - This would be a general, static list of requirements to start a small
business, with the choice to select a more detailed list for specific Industries. It will include Information
on how to access state services as well as local requirements and non-state resources. Like with the
search and navigation function, this will be upgradable based upon the creation of single sign-on
functionality and user profiles.

4. Accessibility settings - As part of the MVP design and build, McKlnsey will Incorporate accessibility
settings and features to ensure all populations In the state can best access Its features. This will
include compliance with NH state digital accessibility requirements, the ability for users to adjust
language settings and font size as needed, and the incorporation of a help page If they have technical
Issues with the website.

BSP Build Phase 2 - Expanded Functionalltv

Estimated Duration: Months 3-11

Overall Scope: By the end the of contract, McKlnsey will produce an enhanced BSP with robust functionality.
McKlnsey will take an agile approach and work with 6EA to conduct user testing as necessary. The enhanced
BSP process and additional MVP portal features will be Included within the Phase 2 Project Charter, along with
any relevant activities or deliverables agreed upon between the parties. At a high level, these features may
Include the following:

1. Profile management - The user will be able to create a profile on the BSP that will allow the website
to target and recommend services specific to their needs and their status across the business life
cycle. For example. If the user says It wants to start a restaurant in Laconia, the user will see services
that address the needs of a new business in the hospitality Industry and offer links to municipal and
regional services upon log In.

2. Support In developing and executing a path to federated single sign-on - This Is where the user
would be able to create a single usemame and password within the BSP {or other state services),
which would then allow the user access to all their business-related state services. This would save
time and expand access to address other needs. For example. If a person creates a profile within the
BSP, it then could use that same usemame and password to register a business, pay taxes, or renew
occupational licenses.

For both the profile management and single sign-on, McKlnsey will work v/ith DolT to conduct a vendor
scan and assure best practices as It pertains to the protection of both state and user data. McKlnsey
will support DolT In the onboarding of the federated single sign-on vendor and the integration with
other portal features as necessary. Note that If legislation Is required to enable a federated single sign-
on for certain services, McKlnsey will work with DolT and the vendor to Integrate the feature for those
services that do not require legislation and create a technical road map for those services that cannot
be fully Integrated by the end of Phase 2.

3. Personalized user needs checklist - With the user profile and single sign-on In place, this would
allow the BSP to create a personalized checklist for their specific industry needs and, when applicable,
deadlines. Users would be able to check off when they have completed a task, so that each time they
log In, they have clear direction on next steps.

4. Personalized list of procurement documents - As with the personalized user needs checklist,
McKlnsey will work with DolT to Integrate open procurement opportunities into the portal. When a user
logs In, they will be able to see a customized list of procurement documents (I.e., bids, requests for
Information, requests for proposals) that would allow end users to Instantly access state purchasing
needs applicable to their business. This list would be upgradable In future Iterations to allow for
notifications of deadlines and notice of decisions.

Contractors Initials
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5. Additional state services - The second phase of the BSP will include incorporation of access points
to more than two dozen additional services, which will address the needs of 99 percent of business
service activity in New Hampshire.

6. Accessibility settings - McKinsey will continue to ensure that all added features follow state digital
accessibility requirements. In addition, within the profile management, users would be able to choose
preferred language and other accessibility features to future customize their experience during future
sessions.

BSP Build Phase 3 - Future Planning and Change Management

Estimated Duration: Months 8-12

Overall Scope: Phase 3 will take place concurrently during the latter half of Phase 2 and will be completed by
the end of the contract. Phase 3 will be encompassed by two parts.

Part 1: McKinsey will work closely with SEA and DolT to identify and address any technical and functional
issues that arose in the first two phases and will make necessary updates to the product. Those changes could
come from a survey and/or set of interviews conducted by BEA with McKinsey's support to state agencies and
end users to determine what features are being used, which ones require technical adjustments, and if new
technologies can be incorporated to improve existing BSP functionality. It will also add access points to any
remaining state businesses services not previously included, if any. in the first two phases as well as
incorporate select non-state partner services into the portal (BRA, SBDC).

Within this phase would be a report on key performance indicators (KPIs) that McKinsey and BEA established
to track the first year of BSP usage, (though KPIs applicable to the MVP release would also be available
beforehand upon request). From there, McKinsey would develop both baselines and targets for how to improve
such KPIs as well as new measures to track long-term value (such as intemational visitors, user satisfaction,
and percent of businesses in compliance with state requirements).

Part 2: McKinsey will develop a "Phase 4" strategic Implementation plan that considers services and
functionality out-of-scope for this contract period but that BEA and DolT could include in later BSP releases,
such as:

•  Enhanced Al-powered help/navigation - With the enhancement of Al programs such as ChatGPT
and Google's Bard, there is promising opportunity to incorporate such functionality into the BPT chat
boxes and search. How Al could be incorporated into the BSP will depend on the usefulness and
privacy concerns of the software during this evaluation.

•  Smart questionnaire - Beyond information provided within the profile, smart questionnaires could
help further refine the information provided to end-users and directly address challenges that, in earlier
iterations of the BPT, may still require conversations with departments directly.

•  Mobile capabilities - While the BSP would be a robust site for users of traditional computers, there
would need to be mobile enhancements that would optimize users that access the BSP on phones and
tablets. McKinsey would lay out a strategy for such access, which could also include a BSP iPhone
and Android app.

•  Notifications - From the profile and single-sign on, the BSP could then allow for notifications of
deadlines, outstanding tasks, and changes to state laws and rules.

•  Form and document digitization - While each agency is working within their own environments to
digitize forms and other documents, it is inconsistent within each agency. McKinsey would provide a
roadmap within its strategic implementation plan that looks at ways agencies to streamline and
standardize this process through working vrith DolT.

Contractors Initials TO
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Project Charter Process:

Before beginning each phase outlined above, the parties shall develop Project Charters which shall specify the
specific activities and deliverables associated with the corresponding phase. The development of Project
Charters shall be completed pursuant to the process described below;

1. The parties shall draft a Project Charter which identifies the activities and deliverables to be completed
within the phase, subject to the Project Service Assumptions in Attachment 1 {"Assumptions"). Any
changes to the Assumptions will be through a written amendment to Agreement.

2. The Project Charter shall include any additional relevant boundaries, limitations, assumptions and/or
restrictions. This may include mutually agreed upon additional or modified contractual provisions
covering the specific Project Charter

3. Upon completion, the mutually agreed upon Project Charter shall be incorporated into the Agreement
as an attachment to this Exhibit B, Amendment #1 Scope of Services

Sample Project Charter:

The Project Charters associated with each Phase of the project will be provided in the following format and
subject to mutual input and agreement from the parties.

1. Overview of goal and Scope: Includes the high-level goals and scope of work to be completed during
the current phase.

2. McKinsey Deliverables: Specific deliverables to be completed by McKinsey and provided to the State.

3. McKinsey Activities: Detailed activities that will be completed by McKinsey in furtherance of the
deliverables and completion of the phase.

A. Client Activities: Detailed activities that will be completed by the State, and other participating entities
as applicable, in furtherance of the deliverables and completion of the phase.

5. Timeline: Specific timeline for completion of the activities and deliverables relevant to the current phase.

6. Roles and Responsibilities: The escalation procedure and project roles and responsibilities for both
State and McKinsey staff supporting the Project Charter.

7. Assumptions: Discussion of any considerations or occurrences that would dictate a change in scope,
effort, duration, as well as any relevant boundaries, limitations, assumptions and/or restrictions, including
added or modified contractual provisions relevant to the Project Charter's scope, deliverables, and
activities.

Contractors Initials

Date 06/16/2023



Attachment 1 to the Exhibit B Amendment

Project Service Assumptions

1. Service Boundaries (MVP and Phase 2): The Minimum Viable Product (MVP) will not Include any interactive
digital user journeys, but will be a static, informational website that gives users a single place to access
information about business in the state. The expanded functionality phase 2 will provide users, where possible,
the ability to have and sign into and out of a single account and to engage with the State's existing digital business
services.

2. Data: Data access will be limited to need. The state will verify the accuracy of any data provided. Where any
use of personally identifiable or other highly sensitive data is needed, the state will supply dummy or deidentified/
anonymized data so that McKinsey is not exposed to any private or protected data. McKinsey will provide the
state with templates and support as necessary to make the process to provide dummy data simple and efficient.

3. Build and Deployment: The site will be developed using the state's existing design library, look, and feel
wherever possible. Services will be performed in development and non-production test environments with
McKinsey being provided, as needed, access to the state's development environment, service content
/information (Including "Terms of Use" and "Privacy Policy"), and technical access to digital service integration
points. The state will be required to conduct certain aspects of the build and delivery of the MVP and portal's
features, including but not limited to, determining regulatory sufficiency of the portal, final testing (including
portal/system, security, assessments & penetration), the deployment of production code, and third-party API
integrations. Once deployed, the state will be responsible for all ongoing maintenance of the site, including site
support and customer service related to system/portal errors, downtime, or cyber incidents (incl. disaster
recovery/business continuity).

4. Access and Security: 830, Identity & Access Management (lAM), set up of sensitive keys, secret key
management (incl. external government agencies Data Exchange) and HyperCare for business user registration
& system onboarding v/ill be managed by the state or Its vendor. The state will maintain responsibility for the
data protection and cybersecurity of its API Calls, devices, systems, and networks. McKinsey will follow the
administrative, technical, and organizational measures agreed in the Charters to comply with the Client's access
and security protocols.

5. General: Each party will provide appropriate counterpart technical expertise and support during the effort. The
state is responsible for its (i) regulatory and compliance requirements and conveying any requirements to
McKinsey; and (ii) evaluation and final decision-making regarding the scope of the project, including whether to
implement, the portal, outcomes & any programmatic Interventions, or recommendations.



EXHIBIT C

AMENDMENT #1 SCHEDULE AND PAYMENTS

Below are the payment terms of this Agreement.

Contract Price

Total contract shall not exceed; $11,000,000

Payment Schedule

McKinsey & Company contract term begins upon approval by the Govemor and Council and concludes no later
than June 30, 2024.

McKinsey & Company will submit monthly progress reports and invoices to the State by the 15th of each month
based on the total contract price listed above. Such invoices will be divided into equal monthly payments for the
duration of the contract term. Invoices will show current amount being invoiced and cumulative invoiced amount
to date. The State v/ill pay McKinsey within 30 days after receipt of the monthly progress reports and invoices.
McKinsey & Company will submit a final invoice and any associated final reports as required by the State of New
Hampshire, as the originator of funding for this contract, within 60 days of the final report delivered.

Invoice Due Date Invoice Period Invoice Amount

March 15, 2023 January - February 28. 2023 $ 250,000

April 15. 2023 March 1. 2023 - March 31. 2023 $ 250,000

May 15. 2023 April 1,2023 - April 30, 2023 $ 250,000

June 15, 2023 May 1,2023 - May 31. 2023 $ 250,000

September 15, 2023 June 1, 2023 - August 31, 2023 $2,500,000

December 15. 2023 September 1. 2023 - November 30. 2023 $2,500,000

March 15. 2024 December 1. 2023 - February 29. 2024 $2,500,000

June 15. 2024 March 1. 2024 - May 31, 2024 $2,500,000

Total Contract Price: $11,000,000

Monthly Invoices shall be submitted electronically to: cynthia.j.harrington@livefree.nh.gov and cc: rhonda.
d.hensley@livefree.nh.gov.

Contractors Initials

Date 06/16/2023



State of New Hampshire

Department of State

CERTIFICATE

1, David M. Scanlan, Secretary of State of the State of New Hampshire, do hereby certify that MCKINSEY & COMPANY, FNC.

WASHINGTON D.C. is a Delaware Profit Corporation registered to transact business in New Hampshire on March 06, 2013. 1

further certify that all fees and documents required by the Secretary of Slate's office have been received and is in good standing as

far as this ofTlce is concerned.

Business ID: 688047

Certificate Number: 0006221657

a;

la.

O

4*

TTI

IN TESTIMONY WHEREOF,

1 hereto set my hand and cause to be affixed

the Seal of the State of New Hampshire,

this 3rd day of May A.D. 2023.

David M. Scanlan

Secretary of State



McKinsey & Company, Inc. Washington D.C.

Officer's Certificate

I, Ty Haber, the duly elected and acting Treasurer of McKinsey & Company, Inc.
Washington D.C., a corporation organized and existing under the laws of the State of Delaware,
United States of America (the "Corporation"), do HEREBY CERTIFY that the following is a true
and correct copy of certain resolution duly adopted by Unanimous Written Consent in Lieu of
Annual Meeting of the Board of Directors of the Corporation, dated effective as of January 1,
2022, and that such resolution is in full force and effect and has not been amended, modified or
rescinded as of the date hereof:

Oflicers* Power and Authority to Act

RESOLVED, that the officers of the Corporation shall have the power and authority to
execute and deliver, by and on behalf of the Corporation, all agreements, contracts, corporate
instruments, bank instruments, indemnity agreements, loan documents, mortgages, bonds, notes,
leases, powers of attorney, releases, tax returns or other instruments, under corporate seal when
required, executed in the course of the Corporation's regular business and deemed to be in the best
interest and in furtherance of the Corporation's business, including but not limited to issuing
consents and signing documents on behalf of the Corporation as a shareholder of its subsidiaries
and affiliates, until such time as their power is revoked or the named individual no longer holds
office.

I FURTHER CERTIFY, that Tony D'Emidio was elected President of the Corporation by
Unanimous Written Consent in Lieu of Annual Meeting of the Board of Directors of the
Corporation, dated effective as of January 1, 2022; and as of the date hereof holds the office
specified with the Corporation, and as such Tony D'Emidio is duly authorized to sign, in the name
and on behalf of the Corporation, any and all documents with regard to the Corporation.

fN WITNESS WHEREOF, the undersigned has executed this certificate this 16th day
of June, 2023.

7y
Ty Haber
Treasurer
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.r The Strategic Implementation Plan can serve as a
road map to develop the Business Services Portal
NOT EXHAUSTtVE

What this document provides; What this document does not provide:

I High level view of plan for implementation and
outstanding considerations

^  Introduction to MVP/Agile approach

^ Potential features & release plan, including:
• Prioritized services by release

• Potential features to be included in each

release

• Potential execution plan for each release

Assessment of current state capabilities

I Potential KPIs for tracking portal success

O Portal information architecture and web design

O Pull technical assessment to determine
interoperability and feasibility of features

O Exhaustive list of long-term features and
services to be included beyond year 1

O Specific process to track baseline and future
state of KPIs

CONFtDENTIAL AND PROPRIETARY; DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.



Executive Summary

Implementing a Business Services Portal In NH offers the state an opportunity to drive economic gains and
become a first mover to serve businesses in New England.

• The Business Services Portal will serve as a single-entry point for business owners or aspiring business owners to easily complete
tasks, receive help and explore opportunities with multiple NH state agencies and partners

Research from over 30 interviews, a scan of all 50 states, and data from "-10 state agencies has indicated that a
portal will enable NH businesses to succeed in every stage of their journey, improve business activity and
outcomes, and ultimately make New Hampshire the best state for businesses.

•  States with business portals have seen an average 5-year compounded annual growth rate (CAGR) in number of small
businesses that is 30% higher than states without portals

•  Estimates suggest that investing up to $10 million in a two-release initial build over -12 months could result in excess of $100 million
in new business revenue in as little as 5 years

Using an agile approach to deliver a minimum viable product (MVP) followed by Iterative releases of more
complex and personalized features and functions will enable the state to realize immediate value from the portal

• The MVP Release can be built in four months and will include 36 of the state's -65 business-related services, representing 80% of
business service activity in New Hampshire

• Using an iterative process to conduct technical discovery, build, and user test features of the portal could allow the state to see an
increased number of business services users and website visitors while recognizing a decreased operational cost-to-serve
users within 12 months post-launch

Source: Stakeholder artd user interviews; Stakeholder workshops; Various state oovemment websites

CONFIOENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENn.Y AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these malertals
without specinc permission is strictly prohibited. This deck does r)ot constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioriers.
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Business Services Portal Overview

Vision for a New Hampshire Business Services Portal

What is the Business Services Portal?

An integrated portal that serves as a single point for
business owners to easily complete tasks, receive help
and explore opportunities with multiple state agencies
and partners

A"

Why buiid a Business Services Portal?
To empower businesses to succeed in every stage of their
journey improve business activity and outcomes, and
ultimately make New Hampshire the best state for
businesses

a
How will NH implement the portal?
Use an agile approach to deliver a minimal viable
product followed by iterative releases of more complex
and personalized features and functions

1. Does not include non-state agencies suct^ as SBDC and Hannah Gnmes v^o may
ultimately have services incorporated in the portal in later stages

State agencies with services to be included in the portaP

Department of Business
and Economic Affairs

Secretary of State

BE A

Office of Professional

LIcensure & Certification

Business

Services

Portal

NH Employment
Security

■Department of Labor

Department of Transportation - 4K!l^
Am®

NH Department of
Reven ue Admin istration

Department of Health
and Human Services

P.

Department of
Environmental Services

Department of Information Technology will be heavily involved as a cross-cutting
enabler of the Business Services Portal

Source; Stakeholder interviews; Meetings with BEA leadership
CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORPiAATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materl^
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or o^er regulated advice, such as professional advice normally provided by licenses or certified practitioners.



Business Services Portal Overview

User and stakeholder research identified overarching core pain point
themes that a portal can address

Completed research

a

Qo

Conducted -30 interviews with

agency commissioners, state
pp^o employees, RDCs, and NH

business owners

Performed a 50-state scan of

business services portals

(D
Engaged In an ideation workshop
with 12 state employees
representing 6 agencies

Facilitated a focus group with 10
DOIT colleagues

Business owner and RDC pain points

"You don't know what you don't know"

Lack of clarity of required and recommended steps

Required... says who?

Frustration determining whether something is a state vs.
local requirement

Trust in my community

Business owners turn to friends and family for answers but
often are misinformed

State agency and employee pain points

"Department of fatigue
Users must visit multiple departments and websites with
varying degrees of consistency to fulfili requirements

Manual backend tracking
State empioyees must manually route and follow up on
requests which can add steps for users

Resource constraints

Lack of time, funding, and labor impacts state ability to track
and deliver services

«ir
"/ did not even know we were supposed to
register as a heaith club until a year into it

^ - Fitness club owner

Cl 99
"/ never know who is supposed to be in
charge - tf>e town or the state?"

^ - Restaurant owner

U 99
"The departments are proud of what they
do they want credit and exposure, but it's

not a great user experience. It's time-
consuming for the business to chase down
and follow up on these services"

— State employee

See Appendix C for additional details on user and stakeholder reseax^. Including user personas and journey maps
Source: Stakeholder and user interviews; Stakeholder workshops; Various state govemment websites

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these matmafs
without specific permission Is strictly prr^ibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normalty provided by licenses or certified practitioners.



Business Services Portal Overview

Organizing information by user tasks within the business lifecycle can
provide a more streamlined user experience

h—+-I ^

©
V

Business Lifecycle

m

iSRi
Plan

Resources and guidance for gathering
information prior to starting a business

Start

Steps and services used to start a business

Manage

Services and resources used to manage a
business

Grow

Resources available to help business owners
to grow and expand their businesses

Source: Stakeholder and user interviews: Various state government websites

CONFIDEIVnAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materiste
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.



Business Services Portal Overview

Three overarching types of user needs emerged that could bring an
individual to the Business Services Portal

Tasks

"I need to complete a business task"

Use a specific business service that NH offers
to complete a task

Assistance

O "I need help with something"
Look for and get help with business services
in New Hampshire

Exploration

e "I need to learn what opportunities
are available to me"

Learn about services that you were unaware
of and look for new business opportunities

1. User feedback to date indicates tills may not be the right solution forNH specifically

Source: Stakeholder and user interviews: Various state govemment websites

CONFIDENTIAL AND PROPRIETAF?Y: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materiiris
without specific pennission Is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professional advice normally provided by licenses or certified practitionefs.



Business Services Portal Overview

Fewer than half of states have a business portal — NH could
be a first mover in the New England region

Correct as of March 2023

m

em

m

r
i

Portal is mature with

advanced features

Portal is In early stage
and/or has limited features

O Maryland
Q Pennsylvania

e New Jersey
^ Delaware

e Kansas
Q South Carolina
^ Oregon
@ Indiana
^ West Virginia

<E> Kentucky
<D Connecticut

Louisiana

Mississippi

<D Hawaii
® Utah

Missouri

Arizona

Nevada

New Mexico

@ Virginia
Colorado

Wisconsin

^ Washington. D.C.See Appendix D for case studies on selected states

Source: Outside-in research; Various state gov^ment websites
CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, w other regulated advice, such as professional advice normally provided by licenses or certrTied practitioners.



Business Services Portal Overview

States with business portals had an average 5-year growth in number of
small businesses that was 30% higher than states with no portaP

Average growth^ (%) in number of small
businesses, 2017-2022

H 5-year growth\ 2017-2022
i_i Addrtional opportunity for NH

States with portal

States with no portal

Opportunity for NH

1.8

1
0.3 il.l

If this multiplier is applied to New
Hampshire's current state:

The portal could help New Hampshire to attract an

additional 2,000+ small businesses over 5 years,
adding nearly 5,000 jobs throughout the state^

Over 5 years, New Hampshire could improve from 45*^
nationwide in business applications per
capita (1,094) to top 25 nationally (-1,400)3

Using the average annual median revenue of a US small

business ($72k), New Hampshire could see a 5-year
increase of over $100 million in additional
business revenue^

1. Growth metric used was Compounded Annual Growlti Rate (CAGR)
2. Source: SBA Smal Business Economic Profiie

3. Source: Census Bureau Business Formation Statistics

4. Source: SBA.gov, Fortres

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without spedflc permlsslan is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professlonai advice normally provided by kcenses or certified practitioners.
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Business Services Portal Overview

Additionally, states with business portals report faster registration for
startups, overall higher satisfaction, and greater international
engagement

»  r*: *

KENTUCKY
BUSINESS

One Stop
\ One
"Stop Ct.gou

Rhode Island

Filing processing time cut
down to 2 hours from

2 weeks

Kentucky

Reduced time it takes

users to make filings by up
to 75%

Delaware

50% of portal visits were from
International businesses

86% satisfaction rate among all users

Connecticut

Portal saves on average 6
hours for those trying to
start a business

Of the 23 states with business services portals:

17
have a centralized

log in capability

12
use a variation of "Plan-Start-

Manage-Grow" lifecycle^

14
have direct homepage links to
Help/Contact Us pages

have a virtual chat assistant or

type-ahead search bar to get help

Source: National Governors Association: Kentucky Business One Stop Portal Assessment; Census data; respective state websites

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. TMs deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.
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Busir>e3S Services Portal Overview

A Business Services Portal implementation can bring operational and
financial benefits to both end users and state agencies
The portal will generate data that will enable the state to track benefits, such as increased engagement

Benefits to users Benefits to state

o rx

Expand use of state services

Increase visibility of services and understanding of eligibility for
services (e.g., employment services, workforce upskilling)

Improve business user satisfaction

Increase user trust and satisfaction with state services

Increase support of marginalized users

Simplify processes and make information more easily accessible
and tailored to marginalized businesses

Increase compliance by business owners

Improve visibility of business requirements and make processes
easier for users to complete

O

Increase business activity across the state

Make it easier to start a business or do business in the state of

NH

Optimize backend operations

Limit number of manual filings, applications, and processes to
streamline backend operations and improve user triage between
agencies

Consolidate vendor use

Leverage a single vendor across agencies for similar use cases
to cut costs and streamline operations

Optimize human resources

Free up staff capacity on simple tasks to support users with
complex or unique needs

Public sector entities that get user journeys experience right see a 15-25% reduction in cost to serve (details follow)

Source: McKinsey State of the States survey; Expert Intervtews; Stakehotder and user interviews

CONFIDEKmAL AND PROPRIETARY: DOCUMENT INTENi:«D TO PROVIDE INSIGKT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
vi4thout speciflc permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professional advice normaVy provided by Bcenses or certified practitioners.
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Business Services Portal Overview

Public sector entities that prioritize the user journey experience
typically see a 15-25% reduction in cost-to-serve

Cost-to-serve is the

cost directly
associated with a

service's operation

Cost-to-serve is the

sum of all expenses
incurred in the

delivery of services,
from administrators to

final users

Typical Cost-to-serve structure

Costs that

typically drive
the value

recognized in
public sector

digital
solutions

Cost of rework

"Free up" to
focus

Licensing Fees

Additional ^
drivers of |(

cost-to-serve F

Development and
maintenance

costs

Marketing and
promotion costs

oOo

Cost of staff time associated with channel

switching, repeat calls, and upstream errors

Streamlining operations allows for a reallocation
of staff resources to high impact initiatives

Licensing fees associated with using certain
software or third-party tools associated to the
service, depending on the features In each
release

Cost of developing the user interface design,
programming the digital service, hosting the
services on a server or cloud platform, and
ongoing maintenance and support for the
service

Costs associated with public announcement and
promotion to mass users within the state

Source; McKinsey State of the States survey; Expert interviews

CONFIDENTIAL AND PROPRIETARY; DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission Is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.
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Agile approach

A holistic and agile operating model across 5 categories can enable a
successful Business Services Portal implementation

Details follow

There are 5 hallmarks of an agile operating model
Agile

Dynamic, nimble,
and quick

Stable,

efficient,

and lean

Strategy
Set clear perspective on the roles and strategic
priorities/goals

Structure

Use different agile mechanisms to group and/or regroup
people in a flexible structure

Process

Deploy multiple releases with testing and rapid learning

People
Apply dynamic people model to embrace different skills

Technology
CM Mobilize a simplified and modular technology stack to

support quick iterations

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without speciTic permlssicyi Is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professional advice normally provided by licenses or certlTied practitioners.
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Agile approach

The agile process across multiple releases can create quick impact while
allowing the build team time to navigate complexities in the technology
and operating model
An agile approach allows the state to respond quickly to changes through multiple product releases and cross-functional

teams with a joint mission and freedom to decide how to achieve it

Release 1 - MVP

Release 2

Release 3 & Beyond

Build a minimum viable product
(MVP), a product with enough
features to attract early-adopters
and user test features and

functions to quickly iterate and
improve the portal

Incorporate features with
technical complexities such as
profile management, single sign
on, and data sharing between
departments to customize the

experience

Build out capabilities to maintain
and iterate on the portal as
departments continue to modernize
their services

Each MVP release contains six "phases' which often run concurrently: Research, technical discovery, design and
prototype sprints, delivery sprints, user testing and QA/release

16



Agile approach

Using a dynamic people model with a variety of experts allows for rapid
iteration and experimentation of work processes to deliver impactful
epics and key features
ILLUSTRATIVE

A product squad is a small, cross-functional team that
can be self-organized in terms of how to deliver a
given task. Squads vary in size depending on technical
requirements of feature set assigned to them.

Example squad:

Design lead

Product manager

Technical lead

Design analyst

Business analyst

Web developer

ei

5^ ) Web developer

Squad members plan and work together with end-
to-end responsibilities to achieve long-term goals
via creating and delivering Epics and Features.

An Epic is a large chunk of work
that is segmented into smaller user
stories. An epic often spans across
multiple sprints, teams, and even
across multiple projects.

A Feature is a specific piece of
functionality that has a corresponding
benefit or set of benefits for the

user. Benefits are the value that users

gain from using that functionality.

$1 ̂

$
X

CONFIDENTIAL AND PROPRIETARY: DOCUMEhfT INTENDED TO PROVIDE INSIGKT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materi^

without specific permission Is strictly prohibited. This de^ does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitbners.
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Agile approach

Each release has multiple sprints, which provide the rhythm to ensure
alignment and right prioritization of work

Sprint

O

Backlog

Each release consists of

multiple sprints, which are
short, time-boxed periods
to complete a set amount
of work, such as building a
feature and receiving user
feedback

As a squad goes through a
sprint, they maintain a
backlog, which is a
prioritized list of work for the
development team derived
from the blueprint and
technical requirements

Release X

Sprint 1 Sprint 2 Sprint n
(2 weeks) (2 weeks) (2 weeks)

Sprmt (2 weeks)

A sprint generally consists of planning, execution, and testing
phases, spread across 2 weeks. Each day in a sprint begins

with a daily stand-up and a squad backlog update

Source: Atlasslan

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGKT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission Is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.
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Features arrd release plan

Each release includes a set of services, epics and features that can bring
value to both the state and the user experience

Key definitions in the features and release plan:

I a D

Service Epic Operational benefit Feature Additional system
requirement

Specific resource offered
by the state and enabled
by one or more features to

support NH business
owners

A series of features

that may span multiple
releases

User journey and/or
backend improvement as a

result of an epic or
feature(s)

Specific capability or
function that provides
value to end-users

Any additional
infrastructure needed to

deliver a feature or set of

features

CONFIOEimAL AND PROPRIETARV: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any um of these materials
without spedfic permission is strictly prohibKed. This deck does not constkute legal, medicai. accounting, tax. or other regulated advice, such as professional advics nonnaty provided liy Bcenses or certified practitioners.
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Features and release plan

To develop the features and release plan
and potential features were prioritized to
the MVP vs. subsequent releases

A prioritization exercise helped 62 in-scope services
to determine services to be 52222222222
included in first Release'' ••••••••••€

Reviewed all in-scope services to • •
identify which are required by law ^
for all NH businesses 12 services

Assessed the remaining services
against quantitative and
qualitative criteria to determine
~20 additional services for

Release 1

Applied guiding principles to fill
gaps in holistic set of prioritized
services

18 additional services

mmmm

5 additional services

•••••••••••

both in-scope state services
determine which to include in

Features were prioritized by exploring potential
impact and feaslblilty through stakeholder and
user feedback

^ Feature exploration
A long-list of relevant features was developed to
address pain points identified by business owners and
stakeholders across 9 New Hampshire state agencies

^ Impact and feasibility assessment
Ease of implementation and potential impact of each
feature were assessed by core stakeholders to
determine the art of the possible

^ Final feature selection for Releases 1 and 2
Features were organized by expected lead time to
identify Release 1 quick wins and to create runway for
more complex features to roll out over subsequent
releases

1. See Appendix B for full prioritization metriodology
Source: Stakeholder and user feedback: State agency data; Various state websites

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.
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Features and release plan

By adopting an agile approach, we estimate that NH could launch the MVP
within four months to create immediate impact while also providing time to
navigate the technical complexity of later releases
ILLUSTRATIVE

MVP Release 1

Build the basics

Release 2

Expand functionality
Ongoing Subsequent Releases
Refine and digitize

Length Months 1-4 Months 5-12 Month 13 and beyond

Key goal of release Compile access to key resources in a central,
easy-to-navigate web location vwth search
functions and checklists to start a business

Create a single sign-on across state
agencies and a personalized landing page for
users; expand number of accessible services

Refine and improve basic portal functionality;
Digitize and create process to scale by
directly integrating state services over time

Features summary • Landing page •  Profile management and single sign-in • Al-powered help/navigation or smart

*  Basic search and navigation functions • Help request virith recommended results questionnaire

• Accessibility settings and back-end triage • Notifications to remind users of deadlines

*  Simple web form that triages questions to •  Personalized, dynamic checklist based on and outstanding tasks

appropriate agency current business lifecycle stage *  Customized list of applicable RFPs

Number of services 36 26 additional services TED, potential to add services from non-state
entity partners

Potential squads
required^ Squad 1

Squad 3

Squad 2

Squad 4

Squad 1

Squad 3

Squad 2

Squad 4

Squad 1 Squad 2.

Squad 3

Number of in-scope
agencies / partners

11 12

1. Number of squads and squad make up may vary

Source: Based on expert guidance and case studies from other states; Features and activities may be adjusted based on technical blueprint and discovery in Release 1

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AfTO NOT SPECIFIC ADVICE. Any use of these materiaJs
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Features and release plan

While the portal build will require external support, its successful
implementation will require active participation by state agencies
throughout the process

Potential resourcing for Releases 1 and 2

O [

o!
p

O o O
rnn
[t^

Implementation lead
BEA (10 hours/week)

To lead internal coordination and strategy for each
Release

Content owners

Agency leads (3 hours/week each)

To coordinate across agencies, support content

development and pilot backend Improvements

Technical lead

DOIT agency representative (15 hours/week)

To facilitate access to technical platforms and assist
in interoperability and integration

User feedback lead

TBD state representative (5 hours/week)

Identifies and sets up regular testing and feedback
sessions with a variety of business owners across
the state

Potential resourcing beyond Release 2 for sustainability

Portal owner

BEA (15 hours/week)

To own portal content and provide govemance across agency, and
evaluate performance and metrics for Business Services Portal

Content owners

Agency leads (1 hour/week each or as requirements are updated)

To update information on Portal, working in coordination with DOIT
as necessary

Technical lead

DOIT (5 hours/week)

To manage any technical issues, and integrate services as they are
digitized

Citizen care representatives
Q TBD departments (redirected from current contact center roles)

To engage with citizens that have any queries regarding the Portal

Note that tkne commitments are estimates that may et)b and flow as new requirements or features are added in future releases

CONFiDENTlAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
witfwut specific permission Is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professional advice normaVy provided by licenses or certified practitioners.
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Features and reiease ptan

Feature builds and iteration will span across releases

High-level features and release plan

1  2 3 4 5 10 11

■  Plan, blueprint, build, test

12 13 14 15

User feedback and iteration

16 17 18

Basic build
Website & main naviqation build

Search & support

.Accessibility features.

Standard search results

Static contact us page

Recommerxied & filtered search results

4-
Heip request triage recommends department to contact

.Contact webform w/ backend triage.

Checklists

Logged-in experience

Content strategy &
development

Static checklist build by industry Dynamic checklists & tracked activity

Customized sorting of search results

Track support request status

^l-powered search

Create checklist for non-required activities

Upcoming task email reminders

Account and profile management

Single sign on - Agencies with business services

Customized list of potential procurement opportunities.

Push notifications.

Single sign on - additional state agencies

U  U

Release 1 Release 2
1. Timing based on the pikx rasuRs
2. Release 3 sutsied to change ttased on state stakeholder preferences and plans beyortd Release 2
CONFIDEhfnAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGKT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specinc permission Is strictly prohibited. This deck does not constkute legal, medical, accounting, tax, or other regulated advice, such as professlcnai advice nonnally provided by Icenses or certified practitioners.
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Features and release plan; Release 1
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Release 1: Enable users to find and engage
with the services they need with a non logged
in experience
Users will be able to:

•  Browse and learn about services
organized by their phase in the
business lifecycle

•  Review standard checklists of
services required to start a
business in NH

•  Search for services by keywords
•  Request support from the

appropriate agency

Journeys supported:

•  Plan for a business

•  Register a new business
•  Acquire licenses
•  Insure a business

•  Understand policies

•  Recruit employees

'  Apply for additional
grants/funding

•  Pursue a government contract

•  Manage employees
•  Pay taxes

•  Report information

•  Get support

Source: NH stale websites, NH stakeholder and user interviews

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission Is strictly prr^lbited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practHiona^.
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Features and releasa plan; Release ̂

Release 1: Services to be included
--80% of current business service activity falls into these 36 services

I Services required for all/most businesses | Non-state services
Lifecycle Stage User Journey Services to be included

Plan for & Start Plan for a business 1 Business name lookup (SoS)
Your Business Register a new 1 Create a new business or nonprofit (SoS) 1 Register as a new NH employer (NHES) • Move to NH (BEA)

business 1 Register a trademark (SoS)
1 Register a trade name (SoS) 1

•

Registering business in NH for tax filings
(DRA)

Order a certificate (SoS)
Acquire licenses 1 Apply and renew a license (OPLC)

1 License and certifications (DES)
Insure a business • Business owner insurance (DO!)

Understand policies • Business compliance (NHES)

Manage Your Recruit employees • NH Works Job Match System (NHES) NHJobs Recruitment Portal (NHES) • Veteran's Resources

Business • NH State Job Opportunities (NHES) • Worklnvest NH (NHES) (NHES)

Apply for additional
grant/fundinq

1 Bond Financing (BFA) Special designations (BEA)

Pursue a government
contract

• Central Portal for NH RFPs and Proposals
(Multiple)

Get support • Expanding or Relocating Your Business
(BEA)

Grow Your

Business

Manage employees 1 Employee Safety Standards & OSHA
1 (DDL)
1 Workers' compensation division (DOL)

1 Unemployment appeals (NHES)
• WorkShare Layoff Aversion Program
(NHES)

• NH Rapid Response
(BEA)

Report information 1 File an annual report (SoS)
• Change a business address (SoS)

•

•

File a business amendment (SoS)

Inspection Division (DOL)

Pay taxes 1 NHES Web Tax & New Hire Reporting
1 System (NHES)

•

•

Unemployment compensation tax (NHES)

Obtaining Federal Tax ID (Federal)

• Business tax information

(DRA)

Close a business Certificates of Withdrawal, Dissolution, or
Good Standing (DRA)

Cancel a business (SoS)

Source: NH state websites. NH stakeholder Br)d user interviews, NH state agency data

CONFIDENTIAL AND PROPRIETARY; CX)CUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATtON AND NOT SPECIFIC ADVICE. Any use ol these materials
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Features and release plan: Release 1

Release 1: Epics and features
Build the basics - Compile access to key resources in a central, easy-to-navigate web location (Months 1-4)

I Detail to follow

Additional system requirements^Epic Operational benefit Features

User setup Better accessibility for all Adjust language settings
N/Auser groups

Adjust font size settings

Access a help page for assistance navigating the portal Content management system (CMS)

Navigation Better access to relevant

services, efficient and
quality support

Browse using main navigation to find resources Microservice architecture, database

1 Use search function to find resources based on chosen keywords Databases, APIs

Use footer to find answers to specific questions or needs

Search

results

Better access to relevant

services

1 View results list to find answers to specific query Microservice architecture, database

Dashboards More infonnation to ex

plore per business phase

1 Browse Plan for/manage/start/ grow my business tabs to explore business
1 phase specific content

Content management system (CMS)

Content Clearer content availability View a list of questions to ask a realtor when expanding to a new location
Content management system (CMS)for all user groups Access relevant online training material to leam how to better mn your business

Checklist Greater visibility into
business registering and
maintenance requirements

Browse a summary view of business requirements

View a state vs. local flag to create awareness of state and local requirements Content management system (CMS)

1 Ensure compliance by viewing static checklists for starting a business

Get support Better access to available

support sources

1 Fill out contact us form to receive the most appropriate assistance from the state

1 Receive confirmation message to be certain your request has been received
Content management system (CMS),
microservice architecture, database

Find department specific contacts on contact us page Content management system (CMS)
V System requirements to be validated witti rr team during tectinlcal discovery sta^e of first release
Source: NH stakeholder and user interviews, best practices across other states
CGNFIDEimAL AND PROPRIETARY: DOCtJMENT INTENDED TO PROVIDE INStGKT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use o( these materials
without specific pennlssion is strictty prohibited. This deck does not constltuts legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by Bcenses or certTied practitiorwrs.
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Features and release plan: Release 1

Release 1 feature example: Search and results list
Note: Included wireframes are illustrative examples and final design may change

Search results

recruit SEARCH

Showing 1-5 of 5 results for 'nemit'

Keyword search

Use a key word or
phrase to be
directed to relevant

sources available in

the BSP

NHJobt recruitment portel

Ui^oed job posting, manage ̂plicanis, and find the best employees to meet your workforce needs.

httpJ/nfitysp.gov/nh/ob^recruitment-poftol

Recruit employees

learn at>out the many resources New Hampshire provides businesses as they adapt to growing workforce

r>€«ds.

f\ttp:/'fnht)sp.gov/recruit'emptoyee$

Tailored results

list

Results are

displayed that
contain the keyword
the user searched

for, streamlining
portal navigation

Source: NH stakehokjer and user interviews, best practices across other states
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Features and release plan; Release 1

Release 1 feature example: Plan-Start-Manage-Grow navigation layout
Note: Included wireframes are illustrative examples and final design may change

Department of Business ft Economic Affairs

START s/ GROW

Reach new heights

You and your busir>ess are alresOy a success story. But we're not just here for

moral support.

Layout
organization

Key features and
services are

highlighted on landing
page based on what
business lifecycle
stage they belong to

eeowTMSURMRT evicts

Get ahead
;vi- v< yni yo(rn«*d (a on yeui pa

10 WrH-th«c 0'

yaetuStntM lofUotaut. you r.in S'l: nn

rloNtMre ' •

Wtworidoiee

connect

Accns ampleymool tools.

AM lo> unemploytnow

OenoMs. sno i«v«r*9»

otnor netplui cmcloymoflt

NHJobs recniHment

portal

Cdnn«cl wfth emptoyeK

or qualrftM pro«p«ctiw

•mpleyoes mour orto-

etop focniitmM porM

Buftneeatee

Information

Learn more eboot New

Mempthife % busweea te

reomrementt

Free business advice

Discovof orgAn/alions

•no Oaparunvnts mat

proviM frto busmm*

•Owsing to Support

qrowirto ovsmetsos « NH

Business lifecycle
layout

Features and services

are grouped by business
lifecycle stage, facilitating
portal navigation

He an annual report

EaiMvA How Htmosluio's

•TMtMl ISwg reomrenwoli

procurement

tediicsl essistMKe

Fmd stat* contfactms

opponunAm avaoatM (or

bMdine

Source: NH stakeholder and user interviews, best practices across other states
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Features and release plan: Release 1

Release 1 feature example: Contact us form and receipt message
Note: Included wireframes are illustrative examples and final design may change

How can we help you today?

Topic*

Ucaoses. permits, and other regulatiofts

KristaExam{Me«s0naU.com (555) 555-5555

Rierened commuracatton weOwd

Ema«

SiA-lopie'

ChHdcare itoeftsir>g v

. . .. .rxsf.iiyt'nfe'f.

Nwrw* Business name

Kitota TOO

Email* Phone

Contact us form

Backend triaging ensures the user is referred to the
correct agency or point of contact to solve their
need(s)

SUBMIT SUPPORT REQUEST

Thanks for your message!

We appreciate you taiortg the time to reach out to us tooey. A representahve from the appropriate

department will get Pack to you within 24 hours. In the meantime, check your email or refer to Ifte rtew

Pustness checkiisi for 'rtext steps* that you cen get a head start on in the meanhme.

VIEW THE NEW BUSINESS CHECKLIST

Receipt confirmation

Confirm user requests for help are received and
suggest next steps a user can take

Source: NH stakeholder and user rnter\news, best practices across other states
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Features and release plan: Release 1

Release 1 feature example: Static checklists
Note: Included wireframes are illustrative examples and final design may change

View the new business chepi^i
Find out what it wHl toko to Mtart your buslnon

^ .

What type of business do you want to start?

L

Industry selection dropdown

A detailed list of each step required to
start a business in each of the main

business industries in New Hampshire

There are tyDicaliy seven steps to planning tp start a busirwss in New Hampshire. Choose an

indcs^ above to see oeiails on the following that may be relevant to you.

I 1 Create your business plan
I 2 Choose 8 business structu'B
I 3. Find grants or fund>ng
I 4. Choose a location
I 3. Search tor and select a neme
I 6 Leetn nhout required licenses nnd permitimg

7. Understand ocal town or county teguirements

High level checklist

In depth list of each step a business
owner must take to start their business in

New Hampshire

Source: NH stakeholder and user Interviews, best practices across other states
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Features and release plan: Release 1

Release 1: Execution plan
Potential Timeline: April - July 2023

NOT EXHAUSTIVE

External build team resourcing:

Cross-cutting team: • Project Manager

• Design lead

• Business and strategy lead

• Quality Assurance lead

Squad 1: • Content manager

Content development, ♦ Designer

strategy, and website build • 2 Web developers

Squad 2; • Delivery lead

Search function and back- • Technical Architect

end triage • 2 Web developers

"12 total potential resources^

1. Squad make up and final resource count Is an estimate arxl may be refined

Source: NH stakeholder and user interviews, best practices across other states

CONFIDEMTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENCY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regu^ed advice, such as professional advice normally provided by licenses or certified pr^itioners.

Capability buiiding:

0 High priority

0 Medium priority

O Low priority

Technoiogicai capabiiities

Identify approach to metric and data tracking of key outcomes
and KPIs

Evaluate data access limitations between departments O

Organlzationai capabiiities

Improve coordination and visibility of service requirements
across agencies

Update workflow management system for agencies in alignment
with business portal

Share benefits of data-driven decision making
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Features and release plan: Release 2
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Release 2: Provide a personalized experience
and enable users to track progress

Users will be able to:

•  Set up and sign into their account
to receive a personalized
experience

•  Keep track of their progress
toward opening a business with a
dynamic checklist

•  Review recommended services
based on their current business
needs

•  See procurement opportunities
that their business may be eligible
to participate in

Journeys supported:
•  Gather information

•  Register a new business

•  Acquire licenses
•  Understand policies
•  Recruit employees
•  Upskill employees
•  Apply for additional

grants/funding
•  Pursue a government contract
•  Manage employees

•  Provide information

•  Get support

Source: NH stakeholder and user interviews, best practices across other states

CONFIDENTIAL AND PROPRiETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTIY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
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Features and release plan; Release 2

Release 2: Services to be included
The remaining 26 services account for 20% of business user activity

LIfecycle Stage User Journey

I Services required for all businesses | Non-state services

Services to be included

Plan for & Open
Your Business

Gather information • Opportunity Zones & Other Tax Incentives | Small Business Matchmaker (SBDC)
(BEA)

Register a new business 1 Real estate development (BFA)

Acquire licenses •

•

Emergency permitting (DES)

Alteration of terrain permit (DES)

Insure your business • List of certified insurance companies (DGI)

Grow Your

Business

Recruit employees Trade Adjustment Assistance (NHES)
NH Retum to Work Initiative (NHES)
NHES Networking Groups (NHES)

Dislocated Worker Program (NHES)
WlOA Adult Worker Program (NHES)
WorkNow NH (NHES)

NH Youth Employrhent
Certificate (DOL)

Upskill On-The-Job Training (HHS)

Apply for additional
grant/funding

•  Long Term Care Stabilization Program
(NHES)

I Capital Access Program (BFA)

"I Planning Grants & Loans (CDFA)

Pursue a government
contract

NH Procurement Technical

Assistance Center (BEA)

Get support Purchase business data (SoS)

NH Data & Analysis (NHES)

"I Small business technical assistance
(DES)

•  EB-5 Targeted Employment Areas
(Federal)

Capitol Connect (BIA)

Capacity Building
Program (CDFA)

Manage Your
Business

Manage employees NH Workforce Connect (NHES) Unemployment appeals (NHES)

WorkShare Layoff Aversion Program
(NHES)

NH Rapid Response
(BEA)

Provide information •  Change a registered agent(s) address
(SoS)

I Energy Program (BIA)

File a business amendment (SoS)

Inspection Division (DOL)

Source; NH state websHes. NH stakeholder and user Interviews. NH state agerwy data
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Features and release plan: Release 2

Release 2: Epics and features
Expand functionality - Create a single sign-on across agencies and personalized landing page for users; (Months 1-12)

I Detail to foilow
Epic Operational benefit Features Additional system requirements^

User setup Better accessibility for all
user groups for case
management

Create an account to access secure personalized experience

1 Sign in to access personalized experience using federated single sign on^
Single sign on (880) and authentication

Navigation Better access to relevant

services, efficient and
quality support

View search terms to guide you to relevant query

Use help request triage to find department relevant to your issue

Curated recommendations logic

Search Better access to relevant Browse the recommended results to find results most relevant to your query Curated recommendations logic
results services

Use the fitter list function to further narrow results list to most relevant hits

Dashboards More information to ex

plore per business phase
View historical activity and keep track of completed tasks

View reminders of upcoming tasks to ensure completion of all requirements

Curated recommendations logic

Content -Clearer content availability | Use contextual guidance to navigate to relevant resources
for all user groups

View Industry spotlights to find and network with businesse

Content management system (CMS)

s In your Industry

View success stories of other businesses to validate usefulness of services

I View industry and page SF>ecific personalized photos

View and bid on procurement opportunities relevant to your business

Calendar Greater visibility into
events and deadlines

View upcoming events to participate in relevant events and networking
opportunities

View full list of events to plan participation in advance

Content management system (CMS)

Checklist Greater visibility Into
business registering and
maintenance requirements

I Use progress Indicator to keep track of current progress and upcoming tasks

(Ensure business compliance by viev^ng a personalized checklist with relevant
requirements

Validation logic, progression logic

Curated recommendations logic

1. System requirements to be valklated with IT team during tectwical discovery stage of first release
2. Feature to be completed to ttw extent that data and privacy legislation in the state of New Hampshire allows
Source: NH ttakeholder and user Interviews, best practices across other states
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Features arx) release plan: Release 2

Federated single sign-on (SSO) can provide a more
integrated experience across state services
Illustrative example of single sign-on journey

-(7)— Request authorization
{s)— Authorization token

State service 2

Identity
backend

L
{7)— Request authorization
(5)— Authorization token —

CD (D Authentication

code

State service 1

User

Authenticates Business Services Portal

Central log in

Considerations for the

Business Services Portal

Incorporating SSO may require
synchronized identity
management or other data
sharing agreements between
agencies

The format for SSO may also vary
based on the protocol in use
(SAML. OIDC, etc.)

NH state legislation could limit the
ability to achieve a full SSO
across 100% of services and

agencies {to be determined during
technical blueprinting)

An external, subscription-based
vendor may need to be procured
by the state to host the SSO

Source: Expert ir^erviews. Industry best practices
CONFIDEhfTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these matertals
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Features and release plan: Release 2

Release 2 feature example: Logged in experience and contextual guidance
Note: Included wireframes are illustrative examples and final design may change

1-^DepailRMAt o( BiAinMS C econMite Affein S(6Nm CREATE AN ACCOUNT

LI

Personalized content

The landing page in the
logged in experience is
personalized for the

individual user, creating a
more tailored experience

Contextual guidance

The logged in user
experience highlights content
to lead users to the

resources and tools most

relevant to their business

• -s. -

Procurement support

uooRingfO' 8 cuT'^'er (at a

runcSMn of 5O0 in the

0 lookirgf^ a caterer fot a week

(ong retreet Of SO people m the

VI£WSEANCH

jCompanies like yours often need.J
We support thousands o< businesses like yours with these popular services

every day.

Worirtorce Enabtement

Exotore resources eveiteoielo

fuopoil empiDyees end

•mpiovers

Find out whet Itcensos or permits

your ttwstnesi mey need (o

operate m New Mampsnire

Pay your taxes and fMe your

annual returns

FurxSng

Review funding progr«n« and

awaoves avaHawe to support

new and existirtg businesses

Log in/create an
account

Creating an account allows
users to access a

personalized experience

State procurement
opportunities

Opportunities relevant to the
user automatically populate
to encourage participation
across the state

Source: NH stakeholder and user interviews, best practices across other states
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Features and release plan; Release 2

Release 2 feature example: Personalized photos
Note; Included wireframes are illustrative examples and final design may change

wgrMoK* •» en* ci in* b«og*tt d*1>nw*>*ntt el yeur buMWw' mcc*m. At you tUft your buunvH w

your biitin*tt conenu*t lo eiUMna your woiMerc* n**ot net grew New HamptAif* ptovHMt • *an*(y el

fottt fie letourcet 10 tupoort empieyert ane *inploy*«i tniougn nvt e>ec*M

L**rn mor* «l>OiJ1 how New HtmptftH* c

emptoyrrwoi mcentivet. tno •nture yeu i

I n*tD you mat* ;oe potungt. trrd the ragnt talent, appty le

a apnermg lo all aopircabw •mptoymeni (•guiaeent

Personalized

photos

Photos that reflect the

industry or task the user
is utilizing enhances the
cohesiveness and

overall user experience

>»-' ,*

Naw Hampanaa Afwrauen el Terraei pwmtt ar* imu** Oy tna NHMS AJtwaOon el Taciaei |AeTi Bweau Tiaa

parmt prowcli New Mampwwa Hirta<* waWrt. onnKing wciei tuppket enp grounOwat*' Oy conooamg tea

erotien ane managmg Mormwatar runoH trem aawaiopae areat An Aot peimK n rapiwao wtwnarer a

proyact prepem to auure nwa man 100.000 teuara feel of conuguout lenaei n0,000 tquei* feet. H any

portien of tna proyact •> wiBwi |y>a proteaaO tneratanOl. or •wurM an area newng a graoa of 3S percen) Or

preatar wmw< V> faaf of any turtaca matai. at aoewron le met# targor Mturpancet. tna AoT Pamw By Rula

appnet to tmaiier Met

Thn petmepng program apenat to aarm monng opetaBent. tucn aa mPuaBiai. terameroal. and mioarmal

earalepmanlt at wea at tane pet. gteael pet. and rpch guamat Parirnu ara rttuad By IdfDES aAar a

wcnmcai rewaw el me appacauen. amen ndudet Vw proyatl plant and tupporeng docunonit.

What typa of busintss do you wwit to start?

Se/ecr.

Ttwr* are lypicaly five ttept lo tlartng * Butmett m New Momothue Ooom an mdutBy <

te« deMt gn tn* Mow Oiet moy M lolovam to you.

1 Sesren lor * Butmett nome

2 Oeat* * new butmeti or nonpfOO

3 Qegraler your Buuneta

4 Itegltlet *t a New HemptMe ampleyer

S. Firrd en i

Source: NM stakeholder and user interviews, best practices across other states
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Features and release plan: Release 2

Release 2 feature example: Personalized checklist and progress indicator
Note; Included wireframes are illustrative examples and final design may change

Planning to open a food and beverage business
Mntf evf nM Ippiv* jwur taalMi

Ihe betow stepscoeiatn resources am (eouirements to olv) fw a food and beverage comply in me state of

MOW HampsAiro Pieose noio that the Nee Hampuwe 9id*nes4 Services PertM sie resources can heto ̂ ade
yeu tfkroagh the Otoanug process for your bigness. However, the slate ol NH strongly eecoa^es at you to
consult wNfi yourattorney, certtfwd pubic aceoumant <CPA| end insurme camor wtwr> nalahg tmporunc

dectsiens cencerU'hg your Msmess.

L,

forming an tnttty SgeaiBg Immna Securing iKvnm tna pcrmnt

r

Choose woricer's compensetien end unemployment Insunmce

II |«ui Duiwe« Km one oi nco «4mloyc«. werkoit coinponHlion mouronco mo lowploy—nl
•nauraece eec mandatory.

•KCtSS SEBVICE ■ '

Choose general HabUlty insurance

Geneifl XbH imuifonce conatmeelOBilmllimilW lOlMoa 10Inmi c piopoiHr *■«»i» nnndolQi|
to< ollwmMei. As«foadMdbeMiogoa«ilntM.na( weceooryeuto tooil poaoning claim.

Progress tracker
A user can keep track of
progress as they explore
each step related to their
business lifecycle stage

Personalized
checklist

User has access to a
checklist that Is tailored to
their individual business
and industry

Planning to open a food and beverage business
nnd owf ■***•••*• W ple» tot your bu»ln»»»

Tlw o«4o«r stoot contain imouico* and raounamann to plan lor a fooo ana oavarag# company m tna ttata Of
Nam Hamptnira Piaata noic mat ma Naw Hampwiva Buunata SarvKai ^onai wia tatourcat can nalp guMa
you tncoufH tha pianntng piocMc for ytMir ommnt Mowr-ai. ma uata of NH tPonply ancowapat aa you to
coniuR wttn yout atlornay. cartiflad putMK accountant (CM) ano msuranca catnai ««nan makmg Mipenant
Oaciwont cencanung yeui Buwnatf

vou oat To\ couoiirr

forming an anlity tacwrtng Iwgaianca Socunng licantat and parmila

> ■ ChooM worlcvr's compfwrtton and unvmploymafit Irtsurann

> B CheoM gvoaral UsbiHty Insuranca

UAMHOM

Raview optional additional insuranco

aaCK TO rOIMNNO M INTrTY COSTlMuE TO StCUOING LICESSES AND PERMITS

Interactive checklist

The personalized checklist
allows users to check-off
tasks as they are
completed, automatically
updating the progress
tracker

Source: NH stakehcMer and user interviews, best practices across other states
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Features and release plan: Release 2

Release 2: Execution plan
Potential Timeline: April 2023 - March 2024

NOT EXHAUSTIVE

External build team resourcing:

Cross-cutting team:

Squads 1 & 2:

(12 months)

Profile management and
logged in experience

Project Manager

Design lead

Business and strategy lead

Quality Assurance lead

Squad 1: Profile
management and logged
in experience

Squad 2: Recommended
search results and

personalized photos

Delivery lead

Technical Architect

Designer

3-5 Web developers

Squads 3 & 4:

(8 months)

Task reminders and

calendar of events

Squad 3; Task reminders
and procurement lists

Squad 4: Dynamic
checklists and progress
indicator

Technical Architect

Content manager

Designer

2-4 Web developers

-12-16 total potential resources^

1. Squad make up and final resource count Is an estimate and may be refined
Source: NH stakehotder and user Interviews, best practices across other states

Capability building:

0 High priority

9 Medium priority

O Low priority

Technological capabilities

Full technical blueprinting to understand
integration and logged in experience
opportunities across agency tech stacks

Pilot and implement data-sharing protocols
between agencies for basic business data

Improve mobile accessibility of state
services and portal

Organizational capabilities

Improve cross-agency collaboration and
engagement

Implement governance protocols to support
portal ownership and responsibility
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Features and release plan: Releases 3 & beyond

Ask our virtual assistant d

HI there! How can t assist you today?

WORKFORCE ENABLEMENT

FIND BUSINESS SUPPORT

PAY TAXES

APPLY FOR LICENSE OR PERMIT

SOMETHING ELSE

Release 3: Increase user efficiency further
through strategic integrations

Users will be able to:

•  Find services through Al-powered
chat, search, and questionnaires

•  Autofill forms using information
populated by other state services
leveraging SSO

•  Enable notifications for status

updates, event reminders, and
more

•  Calculate tax withholding
estimates related to employees

User benefits:

'  Easier access to services and

support

•  Increased efficiency and
reduced repetition

•  Improved visibility into
upcoming events,
supplemental services

•  More information to explore

Source: NH stakeholder and user interviews, best practices across other states
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Features aiMl release plan; Releases 3 & beyorxl

Releases 3 and beyond: Potential epics and features
Refine and digitize - Refine and improve portal functionality: digitize and create process to scale by directly integrating state
NOT EXHAUSTIVE

Epic Operational benefit Features

services over time (Ongoing)

I Detail to follow
AHrlitinnal e\/etAm rAnttiromanfel

User setup Better accessibility for ail
user groups, including
personalization via feature

Manage notification settings to ensure you are only notified when relevant Content management system (CMS)

Expand Single-Slgn-On to enable access to all state agencies Single sign on (SSO) and authentication

enhancements Access other NH systems directly from the portal using Single-Sign-On

Navigation Better access to relevant

services, efficient and
quality support

Use content tracking to view the same content as your last session in the portal Databases

Search

results

Better access to relevant

services

Customize the order of the sort list of search results Curated recommendations logic

Dashboards More information to explore
per business phase

Answer questionnaire to discover steps to get started Curated recommendations logic

Receive notifications of available services Content management system (CMS)

Checklist Greater visibility into
business registering and
maintenance requirements

Create a checklist that includes non-essential services relevant to your business Content management system (CMS)

Get support Better access to available

support sources
View the request tracker to ensure your request for support is being reviewed Validation and progression logic

Fill out forms using autoflll from Information previously submitted in other state
forms

Databases. APIs

1 Leverage the AJ powered search to receive all requirements for your business Al library/tool

Notifications Greater visibility into
events and opportunities

Receive event reminders for events in your area Curated recommendation logic

Content Clearer content availability
feral! user groups

Use a cost/tax withholding calculator to estimate the cost and required tax
withholding for the number of employees that you plan to have

Content management system (CMS)

1  Technical discovery required to determine feasibility of some potential Release 3 features 1
1. System requlremerrts to be validated wfth IT team during exploration stage
Source; NH state websites, NH staketKMef and user Interviews. NH state agerKy data
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Features and release plan: Releases 3 & beyond

Release 3 feature example: Al powered search
Note: Included wireframes are illustrative examples and final design may change

recruit

recruit

RELATED NH SERVICES

NHJobs recruitment portal

Recruit employees

e
NHWorks job match system

•M NH Youth Employment Certificate

NH return to work Initiative

Keyword search

Use a key word or
phrase to be
directed to relevant

sources available in

the BSP

Look-ahead suggestions

Resources or tools are

suggested as the user types in
keywords to facilitate navigation
and awareness of what is

Source: NH stakeholder and user Interviews, best practices across other states available
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CapabillUes assessment

The capabilities assessment highlighted technical and cultural strengths
and identified potential gaps to address during Portal implementation

A holistic review of capabilities was conducted to determine gaps in the state's ability for departments to
integrate and sustain maintain a potential business services portal

Focus area Source of input Output

Technical

capabilities
Synthesis of key consideration
discussion with DOIT staff and

agency leads at March 2023 session

List of key technical
considerations that may be
relevant during integration of BSP

Organizationai
capabilities

o
o

10-questlon survey, completed by 11
agency leads during March 2023
workshop and insights from completed
stakeholder interviews

Results from survey that helped
identify cultural strengths and
potential gaps across key
principles

Source: NH ■takehoWer and user interviews, best practices across other states
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Capabilities assessment: Te(^nical capabilities

Three levels of technical requirements may apply to the Business
Services Portal

Type of requirements Description

■

Functional

requirements

Non-functional

requirements

System
requirements

Product features or functions that must be

implemented to enable users to accomplish their
tasks (e.g., search bar, login)

Requirements that define how the system should
work based on quality attributes (e.g., operability)

Technical capabilities needed into deliver the
functional requirement (e.g., SQL database)

Source; Discussions with DOIT representatives, https://www.aRexsotl.com/bl09/business/functional-and-non-hjnctional-requtrements-specification-and-t^>es/
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CapabltUes aswssment: Tecfinlcal capabflltles

Functional requirements are met by identifying and building features
that fulfill user needs

Example of user needs and subsequent functional requirements as shown by MVP Release 1 features

User need Functional requirement (feature)
As a small business owner, I want to browse the portal so that I can find the Main navigation
most relevant service to my current business need

As a small business owner, I want to search the site so that I can find Search
relevant services based on my desired keywords

As a small business owner, I want to see a list of potential results so that I Results list
can browse services related to my query

See features and release Plan section for more full lists of features to be included in each Release

Source: NH state websites, NH stakeholder and user interviews. NH state agency data, best practices across other states
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Capabllties assessment; Technical capabilities

O Non-functional requirements must be considered in the technical
blueprinting phase of each release (1/2)

List of potential non-functional requirements to consider in all releases NOT EXHAUSTIVE

NFR Description

Availability Degree the solution is operable and accessible when required
for use

System must have 99.99% availability with online
backup support

Compatibility Degree the solution operates effectively v/ith other
components in its environment

System must maintain interface design in Mac and PC
web browser as well in via mobile devices

Functionality Degree the solution functions meet user needs (sustainability,
accuracy, and interoperability)

System validations must detect at 98% percent of
applications errors before submission

Maintainability Ease with which solution can be modified to correct faults,
improve, or adapt

System must require no more than 1 hour of
maintenance per year

Performance

efficiency
Degree a solution performs its designated functions with
minimum consumption of resources

System must complete 100% of daily interactions, while
using a maximum of 70% of available RAM

Portability Ease that a solution can be transferred from one environment

to another

System must be fully accessible and functional on-site
as well as off-site using a secured device

Reliability Ability of a solution to perform its required functions under
stated conditions for a specified period

System must have a mean time to failure of at least 200
hours

Scalability Degree with which a solution can grow or evolve to handle
increased amounts of work

System must handle an increase of 1,000 additional
users while maintaining current load times

Source: lr>dustry best practices, expert imerviews
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C«p8bllKie3 ss4es«nent: Tectvilcal capabilities

e Non-functional requirements must be considered in the technical
blueprinting phase of each release (2/2)

List of potential non-functional requirements to consider in all releases

DescriptionNFR

NOT EXHAUSTIVE

Security Aspects of a solution that protect solution content or
components from accidental or malicious access or use

Only the administrator role can add and delete files in
the system

Usability Ease viflth which a user can learn to use the solution System must display navigation prompts for at least 75%
of interface transitions

Certification Constraints on the solution that are necessary to meet certain
standards or industry conventions

System must prevent user from exceeding government
loan limits of 100,000

Compliance Regulatory, financial, or legal constraints which can vary
based on the context or jurisdiction

System must transmit information on new business
registration to Secretary of State office

Localization Requirements dealing with local languages, laws currencies,
cultures, spellings, and other characteristics of users, which
requires attention to the context

System must translate Spanish and French comments to
English sub-captions

Service level

agreements
Constraints of the organization being served by the solution
that are formally agreed to by both to the provider and the user
of the solution

System must generate an automated decisions
(approval/denial) within one hour of the submission of a
user account request

Extensibility Ability of a solution to incorporate new functionality System must allow new and pending roles to be added
to the roster without disrupting active algorithms and
reporting

Source: Industry best practices, expert Interviews
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Capabilities assessment: Technical capabilities

^ The build will integrate the state's complex data
and service systems beyond the website

ILLUSTRATIVE

Examples of system requirements

Web application architecture

Business Services Portal

Website browser

Server

Identity & profile management

Presentation layer

Business / application layer

Persistent storage layer

Data sources I 3*^^ party integrations I State Services' systems

</i

2 1
O o

Potential system
requirements for BSP

MVP Release 1

Content management system (CMS)

Microservice architecture

Databases

APIs

]
Profile and account management

Curated recommendations logic

Validation logic, progression logic

Release 2

Release 3 and beyond

Single sign on (SSO) and authentication

Al search library/tool

Additional requirements may be identified
during implementation

Source: httDs://www.altexsoft.eom/btoq/enQjneerinci/w<eb-aDDlieatiorvart^itecture-how-<he-web-wof1(s/
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CapabQHies assessment: Technical capabilities

Technical guiding
principles can help
develop capabilities
towards a best-in-

class business

services portai

Defined data governance to manage data collected from and
provided to users, and maintain trust with users

Cloud-driven infrastructure to allow for easier integration and
flexibility of systems by scaling as needed

Resilient IT architecture to identify systems in place relevant to
services portal and ability to evolve as needed

Cohesive verification and access management across teams and
departments

siiH applications with APIs to connect between modular91" services and other applications

Purposeful operating model with teams/squads that iteratively
develop and deploy releases

Source; Industry best practices, expert interviews
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CapabllNles assessment: Technical capabilities

Technical considerations for portal build and discovery

User-centric design^

Portal should employ an
agency neutral and user-
oriented portal approach

o
ri

OOO

MVP approach

A thin MVP that that allows

for features and services

to continually be added to
portal is essential for

success

On premise vs. cloud
hosting

DOIT server has enough
space to fully host a
release 1 version of the

portal on premise

r>

Data-access limitations Repeatable foundation

Agencies must have
perception of full
ownership of their data
and grant other agencies
access when appropriate

Integration and back-end
infrastructure should be set

up in a way that can be
replicated in the future for
other state use cases

Content maintenance

Clear content guidelines
must be implemented to
ensure all portal content is
updated, relevant to users,
and representative of
agency offerings

Technology
governance

Clear ownership and
responsibility for the portal
must be defined

BSP maintenance and

funding

The portal's subsequent
releases and continuous

maintenance will require
regular funding and
ongoing agency buy-in

Data regulations

Several legislations
regulating the way state
data is shared, accessed,
and utilized must be

considered throughout BSP
build and operation

Discovery across
agencies

Technical blueprinting can be
complex, and separate
discoveries may be needed
for each department and
agency

1. Cross-cutting betvteen tecbnical snd organtzational capabilities

Source: Conversations vrftn DOIT and other state agency representatives. Industry best practices
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Capabtlrties assessment: Organizational capabilities

Key cultural guiding
principles can help
develop capabilities
towards a best-in-class

business services

portal

User-centric design to enable ease of front-end user
experience and engagement with relevant services

Frontline empowerment so organization can effectively

[flflrV support users and respond to queries

Key metrics and analytics tracked for usage and
uptake, with processes to make changes

IRR

Thorough security protocols with clear protection of
user data

Source: Industry best practices, expert interviews
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Capabilities assessment: Technical capabilities

The organizational capabilities assessment indicated that there may be
current gaps in user-centric mindset and data access across agencies

H Somewhat agree H Strongly agree

% of respondents that indicated they agree (N = 11)

User-centric

PMM design
My department's website is easy to navigate 36%

Users can complete tasks and use services from my department
through online, mobile, or over-the-phone self-service

27%

Users of my department's services know where to find help or
ask questions

18% 27%

Frontline

empowerment
Helping users complete tasks or get their questions answered
does not require manual tasks on the backend

Our frontline team(s) workflow is easy to manage and review 70%

81%

Our team is well resourced to respond to and support New
Hampshire businesses

72%

fiffii
Key metrics and
analytics

It is easy to get or share data with other departments in the
state when needed

36%

Metrics and data around use of my department's services are
regularly tracked and shared with me and my team

45%

Decisions on how users interact with my department and use
our services are made effectively 54%

Thorough
security
protocols

My department has clear security protocols to protect user data
and confidentiality

Source: Capabilities essessment survey taken by NH Departments
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Capabilities assessment; Technical capabilities

Building organizational capabilities requires cross-agency buy in,
defined portal ownership, clear guidelines, and data transparency

Extensive buy In

Agencies that will be involved
in the portal build and
maintenance must have a

vested interest in its success

Defined ownership

Clear ownership of the overall
maintenance and oversight of
the portal is essential to
facilitate cross-agency
collaboration

Source: Industry best practices, expert interviews

[5

0

Clear guidelines

Guidelines for content

management and upkeep
must be well-defined and

communicated across

agencies

Data transparency

Agencies should maintain
ownership and control over
their data, but data

transparency where relevant
for portal success is
imperative
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KPI tracking and reporting

Creating a hierarchy of KPI metrics can measure success and drive
decision making across the entirety of the user experience

Outcome metrics

Experience
drivers

Awareness

metrics

Operational KPIs

Why does it matter?

Captures the business and economic results and
demonstrates the value of experience improvement

Offers the big picture view of users' perception of their
experience (e.g. GSAT, NPS)

Captures results of attempts to close gaps in utilization and
awareness of state services

Allows real-time reads on operational KPIs identified as
leading indicators of great experience

Source: Industry best practices, expert interviews
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KPI tracking and reporting

Measuring key KPIs at each level of the pyramid can enable data-driven
decision making on future initiatives and portal features

KPls to measure short-term value

(within 12 months)

Outcome metrics

Experience
drivers

Awareness

metrics

Operational KPis

% of help requests triaged
correctly in initial attempt

Usage by service

Number of visitors to the portal

Number of call center calls

Cost-to-serve business users

KPIs to measure long-term value
(12+ months)

•  Number of new small businesses

•  Number of minority-owned
businesses in the state

Satisfaction score (OSAT)

% of businesses in compliance

Number of vendors per new
procurement opportunity

Number of international visitors to

the portal

Number of filings and applications
in the backlog for each service

Source: NH staketiolder and user Interviews, Industry best practices, expert Interviews
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KPI tracking and reporting

Business Services Portal costs are based on initial build, size of state's
business activity, and overall portal experience

other states' cost

Budget examples from other states: breakdown by categ

MARYLAND ADI7^^KJA

Initial build^:

$7.8M

initial build'':

$9.3M

KENTUCKY
BUSINESS

Total builder

$37.5M

One Stop
Initial build;

$7.6M

Total build:

$19.2M

inJbiz
Initial build^'^:

$9M

Higher business activity in a state correlated to higher total spend, but initial build budget
plateaued at a minimum of -$7-9M regardless of state size or amount of business activity

ory:

1

Cost

categories

%

Professional and

outside services

Software

Hardware

Other

1. Assumes costs prior to 2022 are for tnttiai build
2. Digitization of resources may account for increased portal buOd cost
3. Only 1 year of costs available
4. Analysis based on portals with categories given (e.g.. Kentucky and Arizona)

Source: Various state government websites

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission Is strictly prohibited. This deck does not constitute legal, medical, accounting, lax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.

59



KPI tracking and reporting

Case study: Kentucky's 6-year, $19M budget
Kentucky's 6-year timeline was due to a combination of the need to digitize business registration,
technology sophistication at the time, and was largely engineered in house with partial staff time

Components

(All costs in $MM) Total 6-year cost

Third party project
management

1.5 1.25 1.25 4.0

Infrastructure 0.5 0.2 0.7

Web Framework &

Development
1.2 1.2 1.2 3.6

Messaging
Development

0.25 0.5 0.5 1.25

Registration (system
and database)

1.6 1.6 3.2

IDMS 0.5 0.5

Business Rules Engine 0.55 0.25 0.25 1.05

USPS National Change
of Address & Validation

0.81 1.2 0.4 2.41

Training 0.35 0.25 0.25 0.85

Analysis 0.25 0.75 0.5 1.5

Total enterprise
investment

7.51 7.2 4.35 19.06

In Kentucky, -$8-1OM was allocated to digitization and automation of services, the remaining was focused
on portal development, integration, and capability building

Build priorities:

Phase 1

Build portal framework

Fully automate and integrate
various registration functions

•Map the business process across
the state government

Phase 2

Begin automating and integrating
primary programs (e.g., annual
filings, taxes)

Finalize business process mapping

Deploy technologies required for
implementation of services
indicated in business process
mapping

Phase 3

Complete automation and
integration of primary services

Shift to smaller licensing and
compliance needs

Source; Mtps7/onestop.ky.gov/SiteConectionDocuments/Kentucky%20Busine5s%200r)eH20StopH20Portal%20Final%2QAsses$ment.pdr
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Appendix A: Potential PR Campaign

An initial PR campaign paired with long-term investment in digital media
and strategic partnerships can increase awareness and adoption
Objective: Increase awareness and adoption of the Business Services Portal
Exemplary

PREUUINARY DRAFT

Strategy Tactics Channels

Initial press
* Detailed press release

• Announcement event

• NH.gov

•  Live event

J^il campaign
•  IntervieNws with local media •  Local media

o^® o O

Digital media
marketing

Search engine optimization

Search engine marketing

Retargeting ads

Social media marketing

Direct email marketing

NH.gov

Google Ads

Social media posts/ads

Email

Blog posts

Co-marketing
with economic

development orgs

Partnership announcements and events

Joint blog posts, video, and press releases

Customer success stories, video, and co-
branded storytelling

NH.gov

Reciprocal partner links

Partner social media and email distribution

Co-branded social media posts

Source: Irtdustry best practices
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Appendix A: Potential PR Campaign

Successful co-marketing efforts in NH would require the alignment of
partner communication strategies to create mutual value
PREUMINARY DRAFT

Exemplary

Co-marketing launch campaign Month 1 Month 2 Month 3

□

Gain support of strategic partners such as SBDC, Hannah
Grimes, and SBA

Align on common pain points that each partner's
audiences share

Agreement with co-
marketing partners

Launch
event

I  I Align on project timeline, ownership of content and
'  ' assets, and communication plan

Align on joint
communication plan

I  I Collaborate to create messaging that cleaiiy
'  ' communicates how your respective products provide more

value for the business ovimer when used together

Orchestrate co-marketing
efforts (create assets,
align on channels, etc.)

I  I Execute co-marketing activities, particularly leveraging
'  ' launch events in business districts throughout the state

Run co-marketing
launch campaign

Source: Industry t>est practices
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Appendix A; Potential PR Campaign

The Business Services Portal marketing strategy would consist of four
key components, each with its own set of considerations
PREUM1NARY DRAFT

Component Considerations

Marketing context

Marketing tactics

Plan for first adds/cuts and risks

What are the product goals, who is the target audience, what are the priority opportunities,
and what are the product roadmap highlights?

Who are the product sponsors, and potential marketing partners?
What are the media consumption habits of the target audience that should be considered
when selecting media?

What are the best set of channel tactics that will accomplish each objective most effectively
and efficiently?

What is the expected cost of each tactic?

What is the expected timing of each tactic to be In market?

What is the overall budget for each objective?

What is the expected Incremental impact from all objectives in the plan?

What are the tactics to be added to the marketing plan if the budget Increases?

Which tactics should be removed first if the budget decreases?

Create a detailed messaging hierarchy What is the key message for each target persona?

What are the prioritized list of product features or customer benefits for each target
persona?

Source: Industry best practices
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Appendix B: Service prioritization methodology

Prioritizing key services for MVP in Release 1 can ensure early impact

Prioritization approach

There are 62 total

in-scope NH
business services

Reviewed all in-scope
services to identify
which are required by
law for all NH

businesses

Assessed the

remaining services
against quantitative
and qualitative criteria
to determine -20

additional services for

Release 1

Applied guiding
principles to fill gaps in
holistic set of

prioritized services

12 services

• ••••
• ••••

18 additional

services

5 additional

services

Detail to follow

Source: NM state websites, NH stakeholder and user Interviews, NH state agency data
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Appendix 6: Service prtoritization methodology

Services required for all NH businesses can be higher priority for MVP
Release 1 of Business Services Portal

n Details to follow

Service

requirement level Required for all Required for some Optional for all

Definition Services are required by
regulation for all NH
businesses

Services are required by
regulation for certain NH
businesses

Services are optional and
not required by regulation
for NH businesses

Example services • Registering a business

• Paying business taxes

• Obtaining an
environmental permit

• Getting a liquor license

• Posting jobs

• WorklnvestNH

Consideration for

Services Portal

1 Likely to be included in
1 Business Services Portal

Require further consideration based on other criteria

Source: NH state taws arxi regulations. NH stakeholder interviews
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Appendix B: Service prioritlzalion methodology

NH business services that are required for all businesses
The following services offered by various NH agencies may be a starting point for the portal:

Lifecycle stage Journey Organlzation(s) Service Name

Plan for & Open
your business

Plan for a business SoS

Register a new business SoS

Business name lookup

Create a new business or nonprofit

SoS Register a trademark

SoS Register a tradename

DRA Register a business in NH for tax filings

NHES Register as a new NH employer

Manage Manage employees DOL Employee Safety Standards & OSHA

your business
DOL Workers' compensation division

Provide information SoS File an annual report

Pay taxes NHES NHES Web Tax & New Hire Reporting System

NHES Unemployment compensation tax

Federal
Sourca: NH state websites. NH stakeholder and user Interviews. NH state agency data

Obtaining Federal Tax ID
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Appendix B: Service prtoritlzaUon methodoiogy

O Priority services for BSP based on quantitative and qualitative criteria
Methodology: In-scope services in NH that are not required can be reviewed across a series of criteria, and
scored on a scale of 1-3 (Low-Medium-High), with a composite score to help identify priority services

I  I—'
1. I

Type of data

=□
=□

Criteria

9
Key question

I

-o-
Source of insight

Quantitative Regular usage How often is this service used by
the average NH business?

Data published and shared by from
NH state government agencies (e.g.,
annual reports)

Prevalence in
other state portals

Was this or a similar service found
in other states' business portals?

Review of other state agency portals
and common occurrence of services

Qualitative Stakeholder
experience

Did state leaders highlight this
service as a key value add for a
business portal?

Interviews with stakeholders in NH
state government agencies

User/business
owner experience

How important is it to include this
service based on user feedback?

Interviews with end users of NH
state govemment agencies

Source: NH state websites. NH stakebotder and user Interviews. NH state agerKy data
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Appendix B: Service prioritization methodology

O Guiding principles provide a top-down prioritization
of services

Services within the BSP should coliectiveiy be:

Applicable across stages
of the business lifecycle
for New Hampshire
businesses

Representative of many
partners incl. New

Hampshire departments,
agencies and state-
contracted services

Tailored to specific
industries, especially to
those most common and

relevant in New Hampshire

oo
©©

Business

Services

Portal

Geographically
considered for businesses

across all regions of New
Hampshire

Inclusive and equitable
for marginalized
populations and business
owners in New Hampshire

For discussion

Are there additional

guiding principles unique
to NH that should be

considered to ensure

alignment to the
governor's priorities
and/or BEA's strategic
plan?

Source: NH stakeholder and user interviews
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Appendix B: Service prioritization mettiodology

The 36 services in MVP Release 1 are representative
of several NH agencies' offerings

MVP Release 1 Services per NH Agency, #

Other

Office of Professional

Licensure & Certification

B E A Department of
Business and Economic Affairs

Department of
Environmental Services

Secretary of State

r
i  Bu:Business

Services

DtrAKTMEhTTOF lABOt
Department
of Labor

^^^F'ortal NH Department
of Revenue Authority

NH Employment
Security

id.

44

Even in the MVP

release, most

departments will be
represented in the

Business Services

Portal

Source: NH stakeholder and user interviews
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Appendix C; User and stakeholder research

Interviews with 13 end users and economic development stakeholders
revealed themes that can inform the design of the portal

9 ooiQO c> ff?
"You don't know what you
don't know"

Clarity of required and
recommended steps Is key for
first-time business owners so that

they don't miss anything

Trust In my community

Business owners tum to sources

that they trust for support -
primarily in their own
communities

Obvious ownership

Frustration with both state and

local govemment takes hold
when the owner of a required

service is not Immediately
obvious

Respect for my business

Feelings of insignificance and
distrust occur when business

owners reach out to the state

and receive delayed or no

responses

'I did not even know we were

supposed to register as a health
club until a year into if

- Fitness club owner

'Working with other NH
businesses and hearing their
advice is an invaluable resource'

- Distribution company owner

'/ never know who is supposed to
be in charge - the town or the
state?"

- Restaurant owner

'It's difficult to call the state - you
get caught up in automated
responses'

- Fitness club owner

Source: User and stakeholder intervieva

CONFIOEhfTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is sfrictly prohibited. This deck does not constitute legal, medical, accounting, tax. or other regulated advice, such as professional advice normally provided by Icenses or certified practitioners.

73



Appendix C; User and stakeholder research

Interviews with 14 stakeholders have uncovered challenges that impact
business owners in the state

□ O
□ □

OwO

Disjointed experience
Varying degrees of consistency in
website design and content detail
create a fragmented end user
experience

Manuai request tracking
State employees spend time
manually routing and following up
on requests on behalf of
businesses

"Department of fatigue
Fatigue sets in when users
navigate multiple
departments to complete a
required task

Resource constraints

Lack of time, funding, and labor
throughout state agencies impact
their ability to track and deliver
services

"The departments are proud of
what they do they want credit and
exposure, but it's not a great user
experience"

- State employee

'There can be communication
issues when linking businesses to
services, and sometimes the
back end handoff between
agencies isn't clear"

- State employee

'It's time-consuming for the
business to chase down and
follow up on these services"

- State employee

"We are extremely resource-
constrained, especially on the
labor end but also in terms of
funding"

- State employee

Source; User and stakeholder interwews
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Appendix C; User and stakehotder reseat

Risk tolerant

Low business

acumen

High business

acumen

Krista

Childcare expert

Aspirational

Communal

Idealist

Ken

Tech founder & CEO

Ambitious

Influential

Sociable

3

Maggie
Restaurant owner

Confident

Independent

Self-starter

0

Meet our - ' risk averse
✓

✓

personas

These are fictional

characters based on the

stories of the real

business owners we

interviewed

They will help us keep
business owners front-

and-center during
ideation

Source: User and stakeholder irtterviews
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Construction partner

Pragmatic
Reputable

Knowledgeable
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Apperrdix C: User and stakeholder research

Personas represent a
range of different
business types

Krista

Chlldcare expert

Ken

Founder & CEO

Maggie
Owner

Alan

Partner

Industry Chlldcare Technology Food & beverage Construction

Size Micro Small Small Medium

Structure Sole proprietor Corporation LLC Partnership

Model B2C B2B B2C B2G

Distribution channel Traditional Digital Traditional Traditional

Location Seacoast Western NH Hillsborough County Northern NH

Headquarters In state In state In state Out of state

Maturity Planning Starting Growing Managing

Source: User and staketiolder Merviews
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Appendix C: User and stakeholder research

Personas also represent
key attitudinal
characteristics that were

observed

Krista

inquiring idealist

Ken

inspired influencer

Maggie
Preoccupied performer

Alan

Demanding director

'/ want to learn how /

can better serve my

community with my

expertise."

'How fast can 1 take

my business from 0 to

100? Challenge

accepted."

'I've done this before -

1 can find the answer on

my own."

'I've been in the game

for a while now — 1 can

see problems coming

from a mile away."

Tenacity • ooo

Easily overwhelmed

• •••

Driven to succeed

• •OO

Gets it done

• ••O

Has grit

Independence • •OO

People person

• OOO

Making connections

• •••

Likes solving problems

• ••O

in meetings

Attention to detail • ••O

The important stuff

• OOO

Who has time?

• •OO

Does basic research

• •••

Has attorney review

Tech-sawy • •OO

Getting better

• •••

Digital native

• ••O

Mostly up to date

• OOO

Would rather call

Source: User aid stakeholder Intervievivs
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Appendix C: User and stakeholder reseanrh

Krista

inquiring idealist

Age: 42 | Childcare expert

Tenacity • ooo
Easily overwhelmed

Independence • •oo
People person

Attention to detail • ••o
The important stuff

Tech savvy

Getting better

Fictional persona

oo

7 feel responsible for helping alleviate the childcare shortage that is affecting
my friends and neighbors."

Krista has always found inspiration in stones of people serving their
communities. She feels motivated to open her own home-based
childcare center to alleviate the strain on working parents in her
neighborhood after working in childcare her whole career. She has no
business background and little idea of what is required to open one.

Risk tolerant

Low business

acumen

High business

acumen

J

Risk averse

e Exploration
"I need to learn what opportunities are
available to me"

Goals and motivations

•  Helping out her nehwork of young,
working parents

•  Establishing herself as a reputable
buslnessperson and childcare expert
In her community

Pain points

•  Navigating unfamiliar processes and
systems

•  Making sense of business jargon

•  Impersonal help and support

Business classification

Industry

Size

Structure

Model

Channel

Location

Headquarters

Maturity

Childcare

Small

Sole proprietor

B2C

Traditional

Seacoast

Planning

Source: User and stakeholder interviews
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Appendix C: User and stakeholder research

Learning about opening a home-based childcare center
Fictional persona and user journey | Currentstate

Planning for my business

Researching childcare licensing

What's Searches for requirements to open a home-

happening based childcare center

Navigates to the OHHS and OPLC websites and
reviews the posted rules and certifications

Reviews list of fonns to fill out and browses for

infonnation about openirtg a business

Researching how to start a business Contacting CCLU

Q Web ^ Phone Pece-to-face P Mobile {app or web)

Getting support

Searct>es for information about stating a
business in New Hampshire

Reviews information from NH.gov ar>d the DRA

Reviews information on unofficiid third-party
websites

Calls the CCI-U and receives a message from an
answenng machlrte directing her to send an
email

Sends an email with questions the rwxt day

Receives a response from the CCLU and learns
about certification requirements and an
approach to starting the business

Emails the BEA and local organizations that can
help get her business off the ground based on
the representative's recommendation

Experience © Intimidated

Feels overwhelmed t>y the list of paperwork

Feels unsure if she will ever be able to receive

certification

'Where do 1 even begin? Which of these PDFs
are relevant for a newbie? I dont think ni be able

to sort through all of this...~

<§) Confused

Feels confused about where to find reliable

information.

Feels unsure about the reiiablllty of mird-party
websites

Tm not sure that I'm ready to regisfera
businessyusr/et... tjust want to know what II
will take to get one started.'

® Frustrated

Feels disrespected by being referred to an emaH
address <M>en she called to discuss with

someone

'/(Mil take longer for me to sit and type an email
Ihanit would to exf^ain my interest overthe
phone. What a waste of time.'

(^ Optimistic

Feels h^py to Imow that there are resources
avall^leto help

"Finally hearing from someone about what it
takes to get started was so helpful. 1 am starling
to feel better about moving forward with this."

Pain points Unclear entry point to get started on tt>e licensing Unclear entry point to learn about settirtg up a Answering machine message suggests that she Unclear next step after reaching out to other
process or what licenses she needs. business in New Hampshire. send an email. support organizations.

Overwhelming number of forms presented up Unofficial third-party sites links appear priorttized Time wasted trying to get In touch with Unanswered questions remain about how to
front. in search results. someone. bring her business to life.

No dkectlon for a new or interested business

owter on licensing information.

Services

etqilored
Childcare licensing unit (DHHS)

Apply for a professional license (OPLC)

NH.gov/business

Business rtame lookup (SoS)

Registering a business in NH (DRA)

Third party Mbsites

Childcare licensing unit (OHHS) Free business advice (BEA)

Business consulting (BEA)

CoC services

ROC services

SBDC services

Touchpolnts

Source: User and stakehtMer interviews
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Appendix C: User and stakeholder research

Learning about opening a home-based childcare center
Fictional persona and user journey \ Future state \ Prototype password: NHBSP2023f

Planing for my business

Sub-Journey

What's

happening

Researching childcare licensing

Searches for requirements to open a home-
based childcare center

Navigates to the Busirtess Sen/ices Portal and
reviews licensing requirements listed

Navigates to the DHHS artd OPLC websites with
order of licensing requirements in mind

Researching how to start a business Contacting CCLU

O Wati ^ Phone ^ Pace-to-faee Q MoWIe (app or web)

1Getting support

Browses the portal for information about starting
a business in New Hampshire

Navigates to the plan a new business checklist

Reviews steps Involved to create a home-based
childcare business

Submits questiwts to the CCLU dirough the portal's
contact us form when she feels blocked from moving
forward

Receives an email response from the CCLU regarding
her specific certification questions

Begins the application process to receive certification
Receives a confirmation email and expects to receive a wt the CCLU website
response within 24 hours

Receives a 'next steps' email to prompt her to move
forward ̂ ile she waits on an answer

Experience Q Informed © Excited © Surprised © Confident

Feels like she understands the steps involved to
receive certification

Feels excited about the idea of completing the
diecklist for standing up her business

Feels surprised to learn that she can move forward with
other activities w4iile she waits to hear back from CCLU

Feels confident biat she has all of the requirements to
receive certification and move forward wifii the process

Feels intimidated by the number of steps
Involved in receiving certification

Feels motivated tofollowthe email's prompt to move
forward

"f like how this lays out the order of actions fo
take to receive certification, tut I'm still nof sure

if I'll be able to complete everything.'

~l can see mysetfcoming back to this and
ctiecking off the things I've completed - it vail
keep me on track."

'1 guess I'm not as blocked as 1 thought 1 was.' 'I'm glad I coulddear that up before submitting
an application.'

Pain points Intimidating number of steps involved in
receiving certification

Unable to track progress against completing
steps without logging in

24 hours feels like a slow response time Support is provided through email when a (riione
call would be helpful

Services Childcare licensirtg unit (DHHS) NH.gov/business Childcare licensing unit (DHHS) Free business advice (BEA)

explored
Applyfor a professior^l license (OPLC) Business name lookup (SoS)

Registering a business in NH (DRA)

Business consulting (BEA)

CoC services

RDC services

SBDC services

Touchpolnts

Source; User and stakeholder interviews
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Ken

Inspired influencer

Age: 26 | Founder & CEO

Tenacity • •••

Driven to succeed

Independence • ooo
Making connections

Attention to detail • ooo
Who has time?

Tech savvy

Digital native

Fictional persona

Source; User and stakeholder interviews

1 have always been a driven person. I like to think of my layoff as a huge
opportunity for me, not a loss."

Ken was recently laid off from a social media marketing company. He
has an idea for a productivity app, and he feels that this is the right
moment to pursue it. He feels confident in his ability to succeed, and
knows there are likeminded entrepreneurs in the community that he
can learn from. He has a passion for technology and startup culture.

Risk tolerant

Low business

acumen

High business

acumen

Risk averse

Tasks

"I need to complete a business task"

Goals and motivations

•  Turning his Ideas into reality

• Working with other like-minded and
entrepreneurial types like himself

•  Making connections and taking his
business to the next level

Pain points

•  Keeping track of details and deadlines

•  Impersonal help and support

• Waiting to receive permission to move
forward

Business classification

Industry

Size

Structure

Model

Channel

Location

Headquarters

Maturity

Technology

Small

Corporation

B2B

Digital

Western NH

In state

Starting
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Registering a new technology startup
Fictional persona and user journey \ Cunentstate

Starting my buskiess

Q Web ^ PtK>ne ^ Fac«-to-bce Q Mobfle(apporweb)

Sub<joumey ;$r»ating a new buslj

What's Navigates to the SoS website and creates a

happening QulckStart account

jGettIng su|^i

Browses contact information associated

with SoS and QuickStart

^ Registering as a buslne
/and employers

Finishes his registration with SoS and
refers to his notes about next steps

^ Registering a tradem^
^ and trade name

Registers a trademark and trade rtame for
his business on the QuickStart website

BtfHng business Insur

Texts his personal insurance agent with
questions around insuring his business

Fills out the required papervtork to create a
corporation

Stops midway through the application when
he realizes he has questions

Sends emails to departments that sound
like they can help, but he gets no
immediate responses

Calls an SoS helpline, and learrts that he
stiould connect with an attorney, the BEA,
and the SBDC for fundamental busirress

questions

Searches for the DRA and NHES websites

Fills out the required paperwork for each as
was mentioned and axnpletes all the tasks
he had noted

Receives confirmation that the form was

submitted

Calls SoS after a few days follow up on his
application

Searches for quotes online and firvds a link
to the DOI website

Finds that the search is by conpany riame
and decides to perform a search in his
^wser instead

Experience © Unsure ® Frustrated © Productive © Impatient © Let down

Feels unsure that he is settkig up his
company in the right way

Lacks confidence that his inclination will set

him up for future success

Feels overwhelmed by number of
contacts listed,

Feels unsure of which he should reach

out to for his specific questions

Feels like he has accompKshed quite
a bit in just a few days

Feels frustrated to learn that this is not an

automated process and that it may take
weeks to receive manual approval

Feels confused about the inabibty to
browse insurers by the type of coverage
as he's seen in healthcare coverage
marketplaces

•/ know die ftimt says 1 have
everything 1 need... but if 1 submit it,
will it be right for me? Wlilbe ableto
grange it later?"

'There are so many confacfs listed
here and they all seem irrelevant for
new businesses."

'Setting up was relatively painless
once 1 knew what 1 had to do."

'1 wish 1 had known that this was such

a long process -1 would have applied
soorterand not followed up right
away."

'It's insurance - why cant 1 browse
insurers by th&r coverage and costs?
I've seen that done before."

Pain points Understanding if the business structure
he's selected is the right one for him.

Unsure of what similar Ixisinesses in

his industry ttave selected.

Unclear point of contact for initial
questions.

Low confidence that SoS contact

knows if he's setting himself up for
success.

Referred to other contacts to answer

questions.

Unsure if these are the only other
departments he needs to register
with.

Unclear next step after atitial business
setup.

Unclear timelirre for approval.

Costs to apply buried in page content.

Unable to browse insurance

companies by their offering.

Unaware of insurers in the state that

provide the coverage that he needs.

Services

explored
Busirtess name lookup (SoS)

Create a rrew tKisiness or nonprofit
(SoS)

Create a new business or nonprofit
(SoS)

Free business advice (BEA)

SBOC services

Local attorrtey services

Create a new busirwss or nonprofit
(SoS)

Registering a business in NH (DRA)

Register as a new employer (NHES)

Register a trademark (SoS)

Register a trade name (SoS)

Free business advice (BEA)

Business owners' insurance (DOI)

List of certified insurance companies
(DOI)

Touchpoints rn

Source: User and stakeholder intaviews
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Registering a new technology startup
FicSonal persona and user journey \ Future state \ Prototype password: NHBSP2023f

Sub-Joumey

Whafs

happening

treating a new business

Navigates to the SoS website and creates a
QuickStart account

Fills out the required forms to create a
corporation but stops tiefore submitting

Searches for more information about
creating a business and navigates to the
Business Services Portal

Reviews content dedicated to starting a
tHJskiess

Getting support
•l.-.iiilr.-W'j. . -IrS

Navigates to the portal and submits a
question at>out t>usir>ess structures usirw
the chattMtfunetlon^itv

Reviews me bot's suggested content wtd
returns to QuickStart to complete his
requtred forms

Registering as a business
and employer

Q web Phone

T-£»i

Finishes his registration with SoS ar>d
refers to the checklist on the portal about
next steps

Fills out the required paperwork for DRA
and NHES from direct links available on the

portal

Registering a trademark
and trade name .

Reviews information about registeringa
trademark and trade name on the portal
and estimated approval times

Navigates to the QuickStart website and
registers a trademark and trade name for
his business

Receives confirmation that the form was

submitted

Starting my business

Face <0 face Q Mobile (app or web)

Ing business insur

Reviews Insurance Information provided m
the portal's new business checklist

Navigates to the DOi website

Searches for companies mat he saw
mentioned in the portal for quotes

Experience © Optimistic Confident © Productive ® Informed © Prepared

Fe^s happy to know that there are
resources available to help

Feels confident that he tias me right
structure for his business after confirming
wim the chatbot

Feels like he has accompKshed quite a bit
in just a few hours

Feels like he had a good idea of how long
the ̂ ocess would take ahead of time

Feels let down mat the process isn't
automated

Feels prepared to perform a search since
he has seen a list of ava^able companies
ahead of time

Feels let down mat the process to find
insurance isn't easier

'if's hefpful to know the difference befween
ttrem, espedatly a Corporation and an S
Corporation'

"That was the quick answer 1 was
looking for-I'm glad 1 didnt have to
call anyone for that.'

'It's nice to have the next steps
available in one place.'

'1 won't have to follow up on this for a
while.'

'/ was expecfrng this to be more like a
marketplace. At least there are links
to comparries to review in the portal.'

Pain points Understanding if the business structure
he's selected is the right one for him

Some back and forth required to receive
the appropriate help content

Takes we^ to receive approval Urtable to browse Insurance

companies by ttwir offering

Services

explored

Business name lookup (SoS)

Create a new business or rtonprofit
(SoS)

Create a new business or r>onprofit
(SoS)

Free busir^ess advice (BEA)

SBA services

Local attorney services

Create a new business or nonprofit
(SoS)

Registering a business In NH (ORA)

Register as a new employer (NHES)

Register a trademartr (SoS)

Register a trade name (SoS)

Free business advice (BEA)

Business owners' Insurance (001)

List of certified insurance compare
(DOI)

Touchpolnts rn

Source: User and stakeholder Interviews
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Maggie
Preoccupied performer

r

Age: 33 | Owner

Tenacity • •OO

Gets it done

Independence • •••
Likes solving problems

Attention to detail • •OO
Does basic research

Tech sawy

Mostly up to date

Fictional persona

Source: User aid stakeholder interviews

"The success I've had so far has me feeling confident about what this
business could be in the future."

Maggie owns a successful restaurant in her hometown and has
gained confidence as her business has taken off. She has ambitions
of opening multiple restaurants in her region, but she keeps those
goals to herself and minimizes others' perspectives as she feels that
can make her own decisions.

Risk tolerant

Low business

acumen

High business
acumen

Risk averse

e Exploration
"I need to learn what opportunities are
available to me"

Goals and motivations

•  Making more money to support her
family with iess focus on managing the
restaurant itself

•  Being seen as a successful and
enterprising person in her community

Pain points

•  Navigating rules and regulations
outside of her hometown

•  Making phone calls for tasks that
should be easily completed online

•  Seeking other perspectives

Business classification

Industry

Size

Structure

Model

Channel

Location

Headquarters

Maturity

Food & Beverage

Small

LLC

B2C

Traditional

Hillsborough County

in state

Growing
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Opening a second restaurant location
Fictional persona and user journey \ Currentstate

Sub-journey

What's

happening

Files annual report

Considers opening a new location to boost annual
ifKOfne

Stops at her local bank to get preapproval

Reseaches supplemental options from the BFA aixl
BEA

Searches for available real estate

Calls a realtor she knows for he^, who suggests she
may be eligible for further loans and grants

Searches for more information and finds the Local

Restaurant Infrastructure Investment Program

Submits questions through the the My Inquiry tool
but does not hear back

Growing my business

kpplying for required permits

Finalizes contract on a new location and searches

for a contractor to renovate

Searcfies and applies for permits from the state,
which are approved after a few weeks

Meets with a local inspector and teams she is not in
compliance wlU^ local ordinances regarding the
location's septic system

Reduces number of seats in her restaurant

development plan to Tit within the ordinances

QS Phone□ Web

! I

Mobile <spp or web)

hieving full compllane*

^plies for a liquor license on the NHLC website

Searches through the NHES and OOL websites to
ensure that she is in compliartce

Emails contacts listed on tlw DOL and NHES websites a
list of questions and waits for tl>eir responses

Experianca @ Hopeful
Feels excited that there are options to help her fulfill
hw dream of a second location

Feels surprised to team that the bank can partner
with the BEA and BFA

This sounds like a good option, tut I dont
understand how it works. I want to make sure I dont
get in over my head wffh a sup^ementel loan.'

@ Overwhelmed

Feels overwhelmed with the amount of Information to
consider

Feels unsure of the more technical requirements
involved in available loans and grants

'I dont think a lot of this applies to my restaurant. I
Mis/i / could get a quick explanation of what's
required for a t>asic build.'

® Upset
Feels blirtdsided by unknovwi local requirement

Feels upset that she has additional paperwork to
complete and another fee to pay

'Seriously, why didn't I hrtd out about this required
permit when I was finding a place to build? It
deifnrfefy would have factored into my decision.'

© Anxious

Feels stressed that she will be caught off guard again
in terms of maetirtg requirements

Feels unsure if she Is in full compliance with the state

'/ feel like I've done everything I need at this point,
but it would be nice to have someone confirm that for
me.'

Pain points Referred to other contacts to answer questior».

No liolistic overview between private lenders w)d
supplemental funders to understand full funding
scwiahos

Online content written for expert user.

No response from My Inquky tool

Delay in approval of state permits.

Unaware of local requiremertts.

Unclear if she has met all of the state and local
compliance requirements to open a restaurant

WaKmg for someone to reply to her email and
addltional follow ups.

Servfces
explored

File an annual r^ort (SoS)

Local bank services

Free business advice (BEA)

Busirress loans (BEA)

Credit enhancement artd loans (BFA)

Local realtor services

GOFERR My Inquiry to^ (Governor's ofTice)

Real estate development (BFA)

Incentives and tax credits (BEA)

Special desigr^ation (BEA)

Licenses and cerliricatlons (DES)

Project review «id compliance (DNCR)

Local permitting services

Ap(^ for liquor license (NHLC)

NH youth employment certificate (DOL)

Marfdatory posters (DOL)

Business coir^iKance (NHES)

Teuehpolnts

Source; User and stakeholder interviews
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Opening a second restaurant location
Fictional persona and user journey \ Future state \ Prototype password: NHBSP2023I

Sub-Joumey

What's

happening

IlooIdng for funding kpplying for required permits

Q Web ^ Phone

1hieving

Growing my business

Face-to-tsce p Mobile {app or web)

 full compliance

Files annual report

Considers opening a new location to boost artnual
ncome artd applies for preapprovai

Researches sueplemental business loan options on the

Business Services Ponai

Reviews success stories from other restaurants

Reviews FAQs on the portal about the Local Restaurant
Infrastructure Investment Pro^am and st^Ks an
application

Reviews Information about location restrictions on the

portal and calls a realtor to discuss what she's learrted

Meets with a local inspector to ensure the property her
realtor suggests can accommodate her business plans

Finalizes contract on a new location and searches for a

contractor to renovate

Reviews the licenses artd permits section of the new

busirwss checklist on Ote portal and submits
aF^lications

ConfinTis with local inspector that all local required
permits have been secured

Submits a request the portal for OES review and
receives a confirmation that a representative will reach
out within 24 hours

Receives a phone call the next day and confirms she
has all required state permits

Searches the portal for compliance information and
reviews a summary of DOL, NHES, andORA
requirements for opening a new location

Gathers the required posters and structures books to
account for the state meal tax

Applies for a liquor license on the NHLC website

Reviews the checklist for opening a new restaurant on
the portal to be sure that she has completed all tasks

Experience ©Hopeful ^ Informed © Confident © Excited

Feels excited that there are options to help her fuKID her
dream of a second location

Feels comfortable with pursuing altemate forms of
fuixling to move forward

Feels knowtedged}le about potential pitfalls that other
restaurants m£^e when expanding their busk^esses

Feeis prepared to discuss with a realtor

Feels secure that all required permits have been
acquired and that her restaurant will beset up for
success

Feels excited to open knowing mat all of the
requirements have been completed and she can focus
on running the business

This sounds like a good option, especially now that 1
know how it wo/fts for other restaurants.'

'I'm glad 1 saw this when 1 did-it totally changed
the types ofproperties 1 had the realtor searing
for.'

'It's nice to know there are people at the state and
in the community who are wiling io reach out artd
answer questions '

"GeWftg ready to open is so stressful on its own.
Hawng compliance requirements listed in one place
helped me make sure 1 didnl miss anything.'

Pain points Long list of FAQs are difficuit to parse Only state permit requirements available on the portal Manual process to confirm that all required permits
have been secured

Unsure if list of compliartce requirements is up to
date

Success stories do not include people from her region Realtor didn't bring up potential septic system issues
wtiile touring initial properties

Services File ̂  annual report (SoS) Local realtor services Licenses ar>d certificatiorts (DES) Apply for liquor license (NHLC)

Local bank services Real estate development (BFA) Project review ar>d compliance (DNCR) NH youth employment certificate (DOL)

Free business advice (BEA) irtcentlves and tax aedits (BEA) Local permitting services Mandatcvy posters (DOL)

Bu^ness loarts (BEA) Special designation (BEA) Bustrtess convriance (NHES)

Credit enhartcement and loans (BFA) Business tax information (DRA)

GOFERR My Inquiry tool (Governor's ofTice)

Touchpolnts

Source: User and stakeholder Interviews
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Alan

Demanding director

Age: 48 | Partner

Tenacity • ••O

Has grit

Independence • ••o
In meetings

Attention to detail • •••
Has attorney review

Tech sawy

Would rather call

ooo

Fictional persona

Source: User and stakehdcter interviews

7 have a reputation of delivering quality work on-time and at a fair price, I'm
worried that reputation won't hold up if I can't find workers to do the job."

Alan and his partners do business throughout the northeast. He
feels confident in their recent expansion into New Hampshire, but
he also feels impatient with the pace of forward progress. He
knows his reputation is on the line and does not want to lose out of
future work due to delays in his current project.

Risk tolerant

Low business

acumen

High business

acumen

Risk averse

Assistance

"I need help with something"

Goals and motivations

•  Completing projects on time and under
the budget

•  Finding the right people for the job

• Winning new contracts based on the
quality of his prior work

Pain points

•  Navigating complicated and unfamiliar
systems

• Wasting time in front of a computer

•  Having to write an email when a phone
call would be quicker

Business classification

Industry

Size

Structure

Model

Channel

Location

Headquarters

Maturity

Construction

Medium

Partnership

B2G

Traditional

Northern NH

Out of state

Managing
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Recruiting and upskllling employees Managing my business ^
Fictional persona and user journey \ Current state

Q Wtb ^ Ptwne ^ Faee-to-faee Q Mobile (app or web)

Sub<joumey
■ Researching workforce
H development options

% Creating an account and 1
# posting jobs I

k Contacting support 1
F organizations î Recruiting employees \ Upskllling employees

What's

happening
Asks his business partners for advice on
finding workers in his rural araa

Calls BEA to find resources available from

the state when partner provides Alan with a
phone number

Leaves a vacemall when no one answers
the pTione

Receives a call back from BEA end learns

about NHES services

Searches for NHES and begins to browse
available content.

Navigatesio the NHWorks job match system

Struggles to create an account on the
system arxl post a job

Calls a full-service support center neaft>y
that he found on the NHES rMbslte

Leaves a voicemail when no one answers

the phone

Receives a call back and shares his situation

as well as his frustration

Finishes sign up process with NHES support

Emails NHES contact asking if they could
IrAroduce him to officials at the local

community college to participate in a job fair

Learns that ha missed the job fair and will
have to wait until the next one

Learns from NHES that he can cocreate

upskllling content with the college to Improve
worker pertormarKe

Navigates to die Worklnvest NH application
and submits an application

Schedules a meeting with the college faculty
to discuss this program

Begins cocreating a curriculum to be
delivered to workers in two months

Experience ® Frustrated @ Confused (§) Impatient © Let down © Relieved

Feels hustrated when his call for support
goes unanswered after struggling to fill jobs
for weeks

Feels confused navigating the many links
and PDFs on the NHES website

Feels impatient about wasting time to fill
out the forms on the NHES system

Feels like he wasted time emailing NHES
and the community college

Feels relieved that he can help t>oth his
business and his employees

Feels ir>efficient vrfiile trying to complete the
sign up process

Fe^s appreciative of the contact's support
to t>elp him move forward

Feels cautiously optimistic at>out it making
an Immediate impact

'If tNs goes on much longer our project is
gang to be delayed - is there anyone who
can point me in the right direction ?'

'1 wish 1 would've known whaf / needed

before 1 sat down to set up an account.'
'All of thisjust to post a job... let's see if 1
even get any responses.'

1 wtsh 1 would've known aboutthis

sooner- it doesn't help me this time.
Maybe I'll try them next time, but I'll be
sure to ask about the date up front.'

This sounds great in theory, but how can 1
be sure that it will work for my business?'

Pain points Urtaware of state recruitment support
system.

Parsmg similar-looking links and PDFs
without descriptions.

Delay in hearlr>g back from NHES
contact.

Unaware of job fair and community
college engagement

Unaware of upskiiling partnership
program.

Delay in hearing back from BEA contact. Failing to finish filling out unfamiliar forms
with information that is rtol readily avajlEk)le.

Signifrcant time spent filling out required
fields to create an account artd post his
jobs.

No opportunity to see when the next
upcoming job fair will be.

No success stories to review impact of
the program ahead of time.

Services

explored

Free business advice (BEA) NHWorks job match system (NHES)

NHJobs recruitment portal (NHES)

NHWorks job match system (NHES)

NHJobs recruitment portal (NHES)

Recruit employees (NHES)

Work opportunity tax credit (NHES)

Networking groups (NHES)

Job fairs (NHES)

Local community ct^lege

WorklnvestNH (NHES)

Locrd community college

Touchpolnts

Source; User and stakeholder interviews

rn 05}

CONFIDErfTlAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certified practitioners.

88



Appendix C: User and stakeholder research

Recruiting and upskilling employees
Fictional persona and user journey \ Future state \ Prototype password: NHBSP2023!

Managing my business

Q Wtb ^ Phone ^ Face-to-face Q Mobile (app or web)

Sub-joumey
■ Researching workforce
H development options

% Creating an accountand t
# posting Jobs i

k Contacting support 1
Forganizations ik Recruiting employees

i  ̂
■ Upskilling employees

What's

happening

Navigates to the Business Services Portal
and searches for recniifmeni information

Reviews Information about the NHWorks job
match system

Navigates to the NHWorks Job match system
through a direct link from the portai

Struggles to create an account on the system
and post a job

Navigates back to the portai and clicks on
the Get Support option for NHES

Calls the full-service support center that the
sKe recommends

Shares his situation as well as his

cftailenges signing up for the system

Finishes sign up process with NHES support
and learns about other services

Navioatesto the calendar and iaams that a

JcX) fair is comirtg up at the community
college

Submits a request to partioipate through the
form

An NHES contact introduces him to officials

at the local community college via email

College administrators send over the details
artd day-of logistics to review

Learns from the portal that other businesses
have cocreated upskilling content with the
college to improve worker performance

Navigates directly to Worklnvest NH artd
submits an application

Schedules a meeting with the college faculty
to discuss this program

Begins cocreatirtg a curriculum to be
delivered to workers in two mcrtlhs

Experience infomied @ Confused Q Appreciative @ Hopeful © Relieved

Feels mformed al>out the available services

fromNHES

Feels inefficient while trying to complete the
sign up process

Feels appreciative of the contact's
responsiverwss and support to help him
move forward

Feels happy to have immediate access to
students who are looking for work to he^
alleviate the worker shortage

Feels relieved that he can help both his
business and his employees

Feels cautiously optimistic about it making
an immediate Impact

This sounds 6ke exacWy fhe kind of thing 1
need to get pest this roedblock.'

'Geftirtg here was easy, bat getting set
up isn1 very dear for the average
person.'

'/ let her know that I'm not very good with
computers, end she was able fo help me
out'

'I'm gled 1 saw this when 1 did and could
join betore it was too late.'

'It's nice to know that other businesses have

had success wrfh this - makes it seem like it

mil be a good use of fime?"

Pain points Unaware of state recruitment support
system.

Failing to finish filling out unfam iliar forms
with irrformation that is not readily
available

Time spent filling out required fields to
create an account artd post his Jobs

Listening to instnjctions over the phone
while performng actions on the

Unaware of Job fair artd community college
engagement

Time (0 create and deliver upskilling training

Delay in hearing back from BEA contact
computer

Delay in email responses ft'om NHES and
college a^inistrators

Services Free business advice (BEA) NHWorks Job match system (NHES) NHWorks job match system (NHES) Networking groups (NHES) WorkJnvestNH (NHES)
explored

NHJobs recruitmertt portal (NHES) NHJobs recruitment portal (NHES)

Recruit employees (NHES)

Work opportunity tax credit (NHES)

Job fairs (NHES)

Local community cdlege

Local community college

Touchpoints

Source: User and stakeholder Interviews

r~i ri
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Appendix A: Potential PR campaign

Appendix B: Service prioritization methodology

Appendix C: User and stakeholder research

Appendix D: Case studies from other states
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Appendix D: Case studies ftxtm other states

Fewer than half of states have a business portal — only 11
have portals with advanced features
AS OF MARCH 2023

# Portal is mature with
advanced features

0 Portal is in early stage
and/or has limited features

Q Maryland
Q Pennsylvania

e New Jersey
Delaware

Q Kansas
^ South Carolina
Q Oregon

Indiana

^ West Virginia

<E> Kentucky
<D Connecticut

Louisiana

Mississippi

Hawaii

® Utah
Missouri

Arizona

Nevada

New Mexico

^ Virginia
Colorado

@ Wisconsin

outside-in ̂ search ® Washington, D.C.
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Appendix D: C«se studies from other stetes

A scan of all 50 states determined 23 states have business portals with
varying degrees of sophistication
AS OF MARCH 2023

Of the 23 states with portals:

12 use a variation of
"Plan-Start-Manage-
Grow" llfecycle^

6 have a virtual chat
assistant or type-ahead
search bar to get help

14 have direct links to
Help/Contact Us pages

17 have a log in
capability

Phases^Plan
l^Start

r̂Grow

Example services and features Prevalence within states^

Business Name Search tool

Funding opportunities resources

Start your business check list

Business registration

Obtain Federal Employer ID number

Business insurance application

File annual reports

File and pay taxes

Licenses and permits renewal

Registering new locations

Workforce education and training

Hiring portal

100%

See appendix for case studies and additional notes of best-in-class Business Services State Portals

1. Mapping of the user journey at aB stages of business development, from initial development of business plan (Plan) to opening new locations and increasing woddorce (Grow)
2. Considers the 23 states with Business Services Portals

Source: Various state websites
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Appendix D: Case studies from other states

Maryland Business Express' Intuitive and user-friendly landing page
facilitates user navigation
PREUMINARY DRAFT

MARYLAND

BUSINESS
■ 7 -TT.-i:

OPEN FOR BUSINESS

PLAN
your business

!■
START
your business

MANAGE
your business

CROW
youf business

I Sak Ae*nt Hary

Business iifecycle layout
Portals that grouped services and features by
place in the business Iifecycle optimized portal
navigation

Al chat-bot

Virtual Agent assists client in navigating
different services, features and resources

Key attributes LIfecycle stages

Ease of navigation Plan

Portal visualization Start

Content tone Manage

Digitization of resources Grow

Descriptive resources

Key;
Feature has complete functionality

Feature Ajnctionality is incomplete or non-existent

Portal overview

Maryland's business portal's visuals and design
supports user experience and ability to navigate
resources.

Source: hnps://busine$sexpress.maryland.gov/
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Appendix D: Case studies from other states

PA Business One-Stop Shop maintains a dynamic portal with relevant
resources highlighted on landing page
PRELIMINARY DRAFT

Business llfecycle layout

Portals that grouped services and features by
place in the business lifecycle optimized portal
navigation

Search bar

Search bar allows users to navigate across
different features and services

^Business
lllJ Orw-StopShop

Abouj Library Events FssdbsekE? Contact Us ^s«areh Q^

o
n'l'Mrocr , K

Welcome to your guide for doing business in j
I  l^nnsylvania! J

I
Whether you are thviking about r.arting your own business, expanding your existing company, or are considering a move

this site v^ll provide useful information to helpyou work smart and live happy m Pennsytvania.

o the Keystone State,

eCommerce Resources Small Business Funding Trending Links

Content tone

Tone of content is approachable, making it
more relatable to any user

Key attributes Llfecycle stages

Ease of navigation Plan

^ Portal visualization start

^ Content tone Manage

^ Digitization of resources Grow

m Descriptive resources

Key:

Feature has complete functionality

Feature functionality is incomplete or non-existent

Portal overview

The Pennsylvania business portal highlights
resources that might be relevant to users, making
large amounts of content more
comprehensible.

Source: https://business.pa.gov/

CONFIDENTIAL AND PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. Any use of these materials
without specific permission is strictly prohibited. This deck does not constitute legal, medical, accounting, tax, or other regulated advice, such as professional advice normally provided by licenses or certried practitioners.

94



Appendix D: Case studies from other states

New Jersey's BUSINESS.NJ's landing page invites the user to begin their
personalized experience
PRELIMINARY DRAFT

Business llfecycle layout

Portals that grouped services and features by
place in the business lifecycle optimized portal
navigation

Search bar

Search bar allows users to navigate across
different features and services

$BUSINESS.NJ.GOV -fPlan Start Operate Growj

Your first stop

for doing business

in New Jersey.

A COVID-19 Ask an Expart My Navigator

Access Your Personalized Business information
^  Start dn<i k'ow your New Jereev or oui o> stole buemeee wih Nevigetof todeyi

▼  ■

Account

creation

Users are

encouraged to
create an

account and

access more

personalized
content and

resources

Key attributes Lifecycle stages

^ Ease of navigation Pian

^ Portal visualization Start

^ Content tone Manage

^ Digitization of resources Grow

^ Descriptive resources

Key.

0 Feature has complete functionality

0 Feature functionaltty is incomplete or non-existent

Portal overview

BUSINESS.NJ streamlines the user experience
by highlighting the search bar functionality and
encouraging users to sign up for the portal

Source: https://business.nj.gov/
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Appendix 0: Case studies from other states

The Delaware One Stop portal provides a step-by-step guide to users for
key lifecycle stages
PRELIMINARY DRAFT

Business llfecycie layout

Portals that grouped services and features by
place in the business lifecycle optimized portal
navigation

Account creation

Users are encouraged to create an account
and access more personalized content and
resources

GROWPREPARE START"i. One
''Stop

OPERATE GET HELP

We come to the Creel?an orcotifU to begin ̂ vur

license regislrafian or

renew your exisling business

lirenscs.

Delaware One Stop Additional

groupingsThe registration and licensing portal for businesses

operating in the State of Delaware

CtuieanaocMul m

Leam more

I
^Learning Registration licensing Hiring

e
Withholding

alternative ways
to navigate the
portal and
access

resources

effectively

Key attributes Lifecycle stages

Ease of navigation Plan

Portal visualization Start

Content tone Manage

Digitization of resources Grow

Descriptive resources

Key

0 Feature has complete functionality

0 Feature functionality is incomplete or non-existent

Portal overview

Delaware One Stop guides user through what
steps are related to each stage of the business
lifecycle.

This provides additional support to more
inexperience businesses who lack an awareness
of what each stage entails.

Source: https://onestop.delawa'e.gov/
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Appendix D: Case studies from other states

The Kansas Business One Stop lacks an in-depth overview of state
resources and services
PRELIMINARY DRAFT

Welcome to the

KANSAS BUSINESS ONE
STOP
It's time to turn your great idea into a prosperous business.

IQ %

Content tone

Tone of content is

approachable, making it
more relatable to any user

CROW

HirrnAgontKav.tnestataiofficiol W
dMitbotl rm hars to hatp you wtth ^
your Konso* bu»ln—« quortem. M

Business lifecycle
layout

-Portals that grouped services
and features by place in the
business lifecycle optimized
portal navigation

Key attributes Lifecycle stages

Ease of navigation Plan

Portal visualization Start

Content tone Manage

Digitization of resources Grow

Descriptive resources

Key:

Feature has complete functionality

Feature functionality is Incomplete or non-existent

Portal overview

Categories of services or resources are described
but there is no further insights into individual
services and offerings; user must navigate to
other departments.

Source: https://l(sbiz.kansas.gov/
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Appendix D: Case studies from other stales

South Carolina Business One Stop portal emphasizes its ability to
streamline business users' interactions
PRELIMINARY DRAFT

Business lifecycle layout

Portals that grouped services and features by
place in the business lifecycle optimized portal
navigation

Step Guide
/^ow to St/JAt yhajt BuAi/teAA

qp

OPEN

Business Quick Links

Get straight to the info you need by clicking our one of the quick links below.

s
0

-©
©4

5^^
ton

Additional

groupings

Additional

groupings of
resources

provides
alternative ways
to navigate the
portal and
access

resources

effectively

Key attributes Lifecycle stages

Ease of navigation © Plan

Portal visualization •Start

Content tone •Manage

Digitization of resources•Grow

Descriptive resources

Key

Feature has complete functionality

Feature functionality is incomplete or non-existent

Portal overview

South Carolina Business One Stop uses a casual
and instructive tone to make information more

accessible and relatabie to all users.

Source: https://scbos.sc.gov/ I
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Appendix D: Case studies from other states

Oregon Business Xpress caters to users at all stages of their business
lifecycle but presents an overwhelming number of resources per stage
PREUMINARY DRAFT

Content tone

Tone of content Is approachable, making it
more relatable to any user

CtaewcPtiM* - StanupTMkit CarMleatton SMut Q

Navigate Your Business
Journey

Oregon's state agencies are available to help you start your

business journey, or meet you where you are to help you expand,

grow, and succeed

Small Buslnaas

Owners

Minority Busirwss

Owners

Women Business

Owners

Veteran Business

Owners

User demographics

Resources are grouped by user
demographics to facilitate navigation

Key attributes Lifecycle stages

o Ease of navigation plan

Portal visualization start

Content tone Manage

O Digitization of resources Grow

O Descriptive resources

Key:

0 Feature has complete functionality

O Feature functionality Is incomplete or non-existent

Portal overview

Business Xpress' portal design visualization
facilitates use and navigation.

However, resources are not filtered or narrowed,
leading to many repeated resources per sub-
category.

Source: https://www.oregon.Qov/busine9a/pagee/index.83px
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Appendix D: Case studies froni other states

Indiana's IN BIZ portal provides clear access to services most
businesses must use
PRELIMINARY DRAFT

Partial business lifecycle layout

Portals includes a "Start" and "Manage" stage
but offers no resources for users planning or
expanding their businesses

I START A NEW
I  BUSINESS

FILE MY BUSINESS

ENTITY REPORT

TAX

REGISTRATION

Kt&liltS NDW -

ORDER A CERTIFICATE

OF EXISTENCE

BUSINESS SEARCH

WORKFORCE MANAGEMENT

TAXES& FEES

L««Pn Mor#

Additional

groupings

Additional

groupings of
resources

provides
alternative ways
to navigate the
portal and
access

resources

effectively

Key attributes Lifecycle stages

Ease of navigation Plan

Portal visualization Start

Content tone Manage

Digitization of resources Grow

Descriptive resources

Key.

# Feature has complete functionality

# Feature functionality is incomplete or non-existent

Portal overview

IN BIZ highlights practical services businesses
must use at some point in their life cycle, but it
does not create awareness of any additional
business services the state may offer (e.g., layoff
aversion, business advising, etc.).

Source: https://inbiz,in,gov/BOS/Hofne/lndex
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Appendix D: Case studies from other states

West Virginia One Stop Business Portal's simple design is enhanced by
clear and instructive information
PRELIMINARY DRAFT

A.

■.

WV One Stop
siness Portal

Ready to Start or Manage uickUnks
Your Business? Starbng a new busaiess^

- Create Bn account as a new business ■ ^ Busmees Sterbip VAzard

- Create an acaxini lo manage your curent ■ ^ Busness Fundanenteis Wodtehop
business ■ y Start a west Virginia Busecss

)i * Lncal Economic Oevetopmenl itesfstance

'S» Access MyTaxes Portal

Already Have an Account? M k State Ite WMi-ln Services

Log-m nete 1 ' Request for Tax Steaemer# of Good Slandir>(

1 ' How to CXitaai a Contiwlor Liceme

1  k Find Ouateied Emsloyees

Guest Annual Report Filing K
•

rse your SOS annual recwn as a guesf ?vS .

Expand

Upcoming Deadlines
employer Wtritiolding Taxes Due MontMyOuaiteily
Division o( Labor Announcements and Main

I OueeAnawi i^wrt rsa^

Quick-links

Commonly used services and resources shown on
landing page facilitates user navigation of portal

Business lifecycle layout
Grouping services and features by where they

Key attributes Lifecycle stages

Ease of navigation Plan

Portal visualization start

Content tone Manage

Digitization of resources Grow

Descriptive resources

Key

fall in the business lifecycle optimizes portal
navigation

Source; https://business4.wv.gov/Page$/default.aspx
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Feature has complete functionality

Feature functonality is incomplete or non-existent

Portal overview
The portal's overall design Is simple but the
information and resources that are provided are
also simplified and made very accessible to all
users.
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Appendix D: Case studies from other states

Kentucky Business One Stop organizational structure provides user with
a clear navigational path
PRELIMINARY DRAFT

KENTUCKY
BUSINESS

One Stop

Plan Start Manage Expand Move

b!!! $) i O;!
I LICENSES
I &PERMfTS

BUSPCSS SERVICES

Business lifecycle layout

Grouping services and features by where they
fall in the business lifecycle optimizes portal
navigation

Key attributes Lifecycle stages

Ease of navigation

Portal visualization

Content tone

Digitization of resources

Descriptive resources

Plan

Start

Manage

Grow

Key:

Feature has complete functionality

Feature functionality is incomplete or non-existent

Additional groupings

Additional groupings of resources provides
alternative ways to navigate the portal and access
resources effectively

Source: https://onestop.ky.gov/Pages/default.aspx
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Portal overview

Kentucky Business One Stop resources are
bucketed in a clear manner that makes the portal
more navigational.

However, resource descriptions are long and
often link to external webpages.
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Appendix D; Case studies from other states

Connecticut Business portal does not guide or instruct users on
resources most applicable to them
PRELIMINARY DRAFT

j start your Business All Busiriess servites Employers Licenses &. Permits Business Assistance Resource Center Top Tools.

Your one stop for doing
business in Connecticut

No matter your business needs,

we're here to help.
Of. 10

Partial groupings

Highlighted service categories do not
encompass full range of business services
which might affect navigation of portal

Key attributes Lifecycie stages

'-'A.
Ease of navigation w Plan

•Portal visualization •Start

•Content tone •Manage

•Digitization of resources•Grow

•Descriptive resources

Key:

Feature has complete functionality

Feature functionality is incompiete or non-existent

Content tone

Tone of content is approachable, making it more
relatable to any user

Source; https://business.c1.gov/
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Portal overview

The Connecticut Business Portal has various

business services but limited guidance to user
on what might be applicable to them
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Appendix 0: Case studies from rther states

Overview of functionality of 11 state portals
PRELIMINARY DRAFT

Feature has complete functionality

O Feature functionality is incomplete
or non-existent

Key attributes Journey stage

Ease of

navigation
Portal

Visualization

Digitalization
Content tone of resource

Descriptive
resources Plan Start Manage Grow

Maryland • • •  • • •  • • •

Pennsylvania o • •  • • •  • • •

New Jersey • • •  • • •  • • •

Delaware o O •  • • •  • • •

Kansas o o •  o O O  O O

South

Carolina o o •  o • o  • • •

Oregon o • •  o o •  • • •

Indiana o o •  • o o  • • o

West Virginia o o •  • • •  • • •

Kentucky • • •  o o •  • • •

Connecticut

Source: Various state welnites

o • •  • o o  • • o
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B E A
Haw Hamptnjr* Dapprtmant Pf

BUSINESS AND

ECONOMIC AFFAIRS 56
A

January 5,2023

His Excellency, Governor Christopher T. Sununu
and the Honorable Council

Stale House

Concord, New Hampshire 0330!

REQUESTED ACTION

Authorize the De|>artment of the Business and Economic Affairs (BEA), Division of EconcKnic

Development, to enter into a retroactive agreement with McKinsey & Company, Inc. (VC# 331384), of
Washington. District of Columbia in the amount of $ 1,000,000 in American Rescue Plan Act (ARPA)
State Fiscal Recovery Funds (SFRF) to fund a Business Support Portal Feasibility and Design project,
effective upon Governor and Coimcil £q>proval for the period of January 1,2023, through June 30,2023.
This is an dlowable use of ARPA SERF funds under Section 602 (cXlXA) to respond to the public health
emergency or its negative economic impacts. 100% Federal Funds

Funds are available as follows:

03-22-22-220510-26680000

ARP Business Sq>p(Mt Portal

102 - 500731 - Contracts for Program Services
FY2023

$1,000,000

EXPLANATION

This item is submitted retroactively due to consideration of the timeline for the expenditure of ARPA
SFRF funds and the need to allow for sufficiem time for future implementation of recommendations
resulting from this project. The economic impacts of COVID-19 have resulted in a significant increase in
demand for digital platforms and options that ease the burden to access business and government
services. Significantly reducing the burden for new and existing businesses to access state government
services is also central to New Hampshire's Economic Recovery and Expansion Strategy (ERES)
economic development and workforce development goals. A major reason for this strategy is the fact
that states New Hampshire competes with for recruitment and retention of businesses have advanced
initiatives such as this, putting New Hampshire at a competitive disadvantage.

To address these issues, BEA obtained an RFP and this agreement is the result of that RFP process.
McKinsey & Company, Inc. is a qualified third party that will work coliaborativeiy with BEA and
essential state agencies associated with business and employee support to develop a strategic road map to
create a more responsive and cohesive online system dedicated to addressing the needs and expectations
of businesses, employees and small business owners in the state. Considering the timeline for
e?q>enditure of ARPA SFRF funds, BEA targets Ma> 2023 to complete the work on the Business
Support Feasibility



Hb ExwUen^, Governor Christopher T. Suounu
isd te Honor^le Council

Page 2 of 2

end E^gn project, to allow for sufficient time for future implementation of recommendations. The
project will include:
• An assessment of all current available online state services and their delivery systems across

multiple agencies.
•  A collection and analysis on user feedback of current systems.
•  Conceptual development of a '"front-door" services delivery portal, including identifying the

possibility of integration of existing services, including but not limited to:

o Workforce programming (e.g. training, employment services, unemployment registration,
etc.)

0 Occupational licensing, registr^on, renewal
o Business registration (e.g. creating new business, required remits, etc.)
0 Business support (e.g. financial assistance, business expaiuion, etc.)
o  State permitting

o State filing services (e.g. tax filings, reports, etc.)

•  An implemei^ion plan for agencies and policymakers to use in developing this new tool.

In the event that Federal Funds become no longer available. General Funds will not be requested to
support this project

Respectfully submitted.

Taylor Caswell
Corhmissioner



Ottpaftrrwnt of ButJnou tnd Economic AfltlrmOMtlon of
Economic Dovfopmont
BuslnoM Sorvtcea Portal RFP 2022«19

Wrtttan Propeaal Seortnp Crttarta

Schedule #1

Proposals were reviewed, evaluat^, and scored by an evaluation committee. Evaluation of proposals
were based on the following criteria for each component Each criterion was scored according to the
degree of responsiveness present in the proposal being evaluated.

VfcKtnsey A Company
Max.

Points
Score

1. EXPERIENCE AND QUAUPICATtONS OP KEY STAFF &

SUBCONTRACTORS

0ur evaluation will include an assessment of the history of your company,

your company and its key staff members' experience as it relates to the
requirements within this RFP, evidei^ of past performance, quality and
relevance (rf past .work, references, and related Hems.

30

• .

2. APPROACH TO SCOPE OF WORK

Our evaluation will include an assessrnent of the strategy, tactics and
budget that will addr^ the items ̂  the Scope of Wortc in
RFP Section 5.

30

3. CREATIVltY/INNOVATION
Our evaluation will include an assessment of the quality of proposed

strategies and creativHy as demonstrated by the required project
20

4. BUDGET APPROACH/COST EFFECTIVENESS
Effective end efficient delivery of quality content and services is

demonstrated in relation to the fee and value of overall project. The budget

is reasonable and appropriate. Approach to fee structure Is balanced and
structured to maxirnize investment

20

*  •

TOTAL POINTS 100

s

• Vendors were scored on the criteria above and three research companies wrere invited for in^person Interviews.
•  McKinsey & Company -120019*^ Street NW. Suite 1000. Washington, DC 20036
•  Marcum LLP-1 Canal Plaza,-4***Floor, Portland.ME 04101

•  Skylytlcs - 402 Amhe'rst St, Suite 303, Nashua. NH 03049



Schedule #2
0«partm«nt of Butln«M ind Economic AfMriOtvlslon of
Economic Dovolopmont
BuslriMS SorvlcM Portal RFP 2022-13

PropoMi Ravlaw Oommlttaa

Tina Kasim, Interim Director
Division of Economic Develc^ment
100 North Main Street, Suite 100, Concord, NH 03301
603-271-2591 tina.kasim@livefree.nh.Qov

As acting director, Tina oversees key programs and leads the divisbn's legislative efforts and business operations.
Tina was the previous director of international commerce at the agency with 10 years experience at the agency
working with various business needs. Recently, Tina lead the Economic Recovery and Expansion Strategy efforts to

address critical economic development Issues in the state, including workforce, entrepreneurship, housing, chikicare
and more.

Alexander J. Fries, Director - Intergovernmental Affairs
Office of the Commissioner

100 North Main Street, Suite 100, Concord, NH 03301
Alexander l.frias@livefree.nh.QOv

Alex Fries has extensive experience developing and implementing policy-driven Initiatives. As Director, he
spearheads BEA's strategy development and stakeholder engagement and oversees several department-wide
priorities. Before joining the department, he served as Policy Advisor to the Governor and continues to serve in a
senior leadership cs^iacity with the Governor's Office for Emergency Relief and Recovery (GOFERR).

Mikael Pyrtel, Business Resource Specialist
Division of Economic Development
100 North Main Street, Suite 100, Concord, NH 03301
603-271-0252

Mikael.m.pyftel@llvefree.nh.gov

Mikael currently serves as the Business Resource Specialist for New Hampshire's Seacoast region within hie Division
of Economic Development. As a Business Resource Specialist, Mikael works as a liaison with regional economic
development partners, businesses, and administrators and stakeholders to identify solutions to a wide range of issues
impacting the growth of the state's economy, inckiding business access to workforce, training, financing, and technical
assistance. He joined the d^artment after more than 15 years of combined multi-sector support experience in
International business, commercial diplomacy and international economic development, national security and
international affairs, and information technology-enterprise solutions (ITES).
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FORM NUMBER P-37 (version 12/11/2019)

Nfrtice: This agreement and a]> of its attachments shall become public upon submission to Governor and
Executive Council fcv approval. Any information that is private, confidential or proprietary must
be clearly identified to the agency and agre^ to in writing piKV to signing the contract.

AGREEMENT

The State of New Hampshire and the Contractor hereby mutually agree as follows:

GENERAL PROVISIONS

1.1 State Agency Name
Department of Business and EcoDomic Af&irs

1.2 State Agency Address
100 North Main Street, Ste 100

Concord, NH 03301

1.3 Contractor Name

McKinscy & Company, Inc
1.4 Contractor Address

1200 19^ ST NW STE 1000 Washington, District of
Columbia 20036-2427. United States

1.5 Contractor Phone

Number

202-731-4792

1.6 Account Number

26680000-500731

1.7 Completion Date

June 30.2023

1.8 Price Limitation

$1,000,000

1.9 Contracting Officer for State Agency
Cynthia J. Hairingtcm

1.10 State Agency Telephone Number
603-271-0496

1.11 Contractor Signature 1.12 Name and Title Contractctf SignattHy

Tony D'Emidio 1 Partner

1.13 Stij^e Agency Signature

\  01/04/2023

1.14 Name and Title of State Agency Signatory
Taylor Caswell, Commissioner

I.IS Approval by the N.H. Department of Administration, Division of Personnel (if applicable)

By: IXrector, On:

1.16 Approval by the Attorney General (Form, Substance and Execution) (if applicable)

By: /s/ ^ On: January 5.2023

1.17 Approval by the Governor and Executive Council (ifcqyplicable)

G&C Item number: O&C Meeting Date:
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1 SERVICES TO BE PERFORMED. The Stale of New
Hampshire, acting through the agency identified in block 1.1
(**State**). engages contractor identified in block 1.3
C^Contractor^) to perform, and the Contractor shall perform, the
work or sale of goods, or both, identified and more particularly
described in the attached EXHIBIT B which is incotpdrated
herein by reference ("Services").

3. EFFECTIVE DATE/COMPLETION OF SERVICES.
3.1 Notwithstanding any provision of this Agreement to the
contrary, and subject to the approval of the Covemor and
Executive Council of the State of New Hampshire, if applicable,
this Agreement, and all (Allgations of the parties hereunder, shall
become effective on the date the Governor and Executive

Council approve this Agreement as indicated in block 1.17,
unless no si^ approval is required, in which case the Agreement
shall become efTective on the date the Agreement U signed by
the State Agency as shown in block 1.13 C'Effective Date").
3.2 If the Contractor commences the Services prior to the
Effective Date, all Services performed by the Contractor prior to
the Effective Date shall be perfornted at the sole risk of the
Contractor, and in the event that this Agreement does not beconte
effective, the State shall have no liability to the Contractor,
including without limitation, any obligation to pay the
Contractor for any costs incurred or Services performed.
Contractor must complete all Services by the Completion Date
spedfied in block 1.7.

4. CONDITIONAL NATURE OF AGREEMEhrr.
Notwithstanding any provision of this Agreement to the
contrary, all t^Iigations of the State hereunder, including,
without limitation, the continuance of payments hereunder, are
contingent upon the availability and continued apprx^riation of
funds affected by any state or federal legislative or executive
action that reduces, eliminates or otherwise modifies the
appropriation or availability of funding for this Agreement and
the Scope for Services provided in EXKIBrT B, in whole or in
part.. In no event shall the State be liable for any payments
hereunder in excess ofsuch available appropriated funds. In the
event of a reduction or termination of af^ropriated funds, the
State shall have the right to withhold payment until such funds
become available, if ever, and shall have the right to reduce or
tenninate the Services under this Agreement immediately upon
giving the Contractor notice of such reduction or termination.
The State shall not be required to transfer funds from any other
account or source to the Account identiHed in block 1.6 in the
event fbnds in that Account are reduced or unavailable.

5. CONTRACT PRICE/PRICE LIMITATION/
PAYMENT.

5.1 The contract price, method of payment, and terms of payment
are identified and more particularly described in EXHIBIT C
which is incorporated herein by reference.
5.2 The payment by the State of the contract price shall be the
' only and the complete reimbursement to the Contractor For ell
expenses, of whatever nahire incurred by the Contractor in the
performance hereof, and shall be the only and the complete

compensation to the Contractor for the Services. The State shall
have no liability to the Contractor other than' the contntct price.
5.3 The State reserves the right to offset from any amounts
otherwise payable to the Contractor under this Agreement those
liquidated amounts required or permitted by N.H. RSA 80:7
through RSA 80:7-c or any other provision of law.
5.4 Notwithstanding any provision in this Agreement to the
contrary, and notwithstanding unexpected circumstances, in no
event shall the total of all payments authorized, or actually made
hereunder, exceed the Price Limitation set forth in block 1.8.

6. COMPLIANCE BY CONTRACTOR WITH LAW^
AND REGULATIONS/ EQUAL EMPLOYMENT
OPPORTUNITY.

6.1 In connection with the performance of the Services, the
Contractor shall comply with all applicable statutes, laws,
Fcgulaiiaos, snd.orden of federal, suie, county or munictpal
authorities which impose any obligation or duty lipon the
Contractor, including, but not limited to, civil rights and equal
employment opportunity laws. In addition, if this Agreement is
funded in any part by monies of the United States, the Contractor
shall comply with all federal executive orders, rules, regulations
and statutes, and with any rules, regulations and guidelines as the
State or the United States issue to implement these regulations.
The Contractor shall also comply with all applicable intellectual
property laws.
6.2 During the term of this Agreement, the Contractor shall not
discriminate against employees or applicants for employment
because of race, color, religion, creed, age, sex, handicap, sexual
orientation, or national origin and will take affirmative acdon to
prevent such discrimination.
6.3. The Contractor agrees to permit the State or United States
access to any of the Contractor's books, records and accounts for
the purpose of asceruuning compliance with all rules, regulations
and orders, and the covenants, terms and conditions of this
Agreement.

7. PERSONNEL.

7.1 The Contractor shall at its own expense provide all personnel
necessary to perform the Services. The Contractor warrants that
all personnel engaged in the Services shall be qualified to
perform the Services, and shall be properly licensed and
otherwise authorized to do so under all applicable laws.
7.2 Unless otherwise authorized in writing, during the term of
this Agreement, and for a period of six (6) months ofler the
Completion Date in block 1.7, the Contractor shall not hire, and
shall not permit any subcontractor or other- person, firm or
corporation with whom it is engaged in a combined effort to
perform the Services to hire, any person who is a Slate employee
or official, who is materially involved in the procurement,
administration or performance of this Agreement This
provision shall survive termination of this Agreen^t.
7.3 The Contracting (Officer specified in block 1.9, or his or her
successor, shall be the State's representative. In die event of any
dispute concerning the interpretation of this Agreement.'the
Contracting Officer's decision shall be final for the State.
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8. EVENT OF DEFAULT/REMEDIES.
8.1 Any one or more of the following acts or omissions of the
Contractor shall constitute an event of 4afauit hereunder C'Event
of Default"):
8.1.1 failure to perform the Services satisfactorily or on
schedule;

8.1.2 failure to submit any report required hereunder, and/or
8.1.3 failure to perform any oth^ covenant, term or condition of
this Agreement. ^
8.2 Upon-the occurrence of any Event of Default, the State may
take any one. or more, or all, of the following actions;
8.2.1 give the Contractor a written notice specifying the. Event of
Default and requiring it to be remedied within, in the absence of
a greater or lesser specification of time, thirty (30) days from the
date of the notice; and if the Evmt of Default is not timely cured,
terminate this Agreement, eR'ective two (2) days after giving the
Contractor notice of termination;
8.2.2 give the Contractor a written notice specifying the Event of
Default and suspending all payments to be ma^ under this
Agreement and ordering that the portion of the contract price
which would otherwise accrue to the Contractor during the
period from the date of such nmice until such time as the State
determines that the Contracmr has cured the Event of Default
shall never be paid to the Contractor,
8.2.3 give the Contractor a written notice specifying the Event of
Default and set off against any othW obligations the State may
owe to the Con^tor any damages the State suffers by reason of
any Event of Default; and/or
8.2.4 give tte Contractor a written notice specifying the Event of
Defoult, treat the Agreement as .breached, terminate the
Agreement and pursue any of its remedies at law or in equity, or
both.

8.3. No failure by the State to enforce any provisions hereof after
any Event of Default shall be deemed a waiver of its rights with
regard to that Event of Default, or any subsequent Event of
Default. No express failure to enforce any Event of Default shall
be deemed a waiver of the right of the State to enforce each and
all of the provisions hereof upon any further or other Event of
Default on the part of the Contractor.

9. TERMINATION.

9.1 Notwithstanding paragraph 8, the State may, at its sole
discretion, terminate the Agreement for any reason, in whole or
in part, by thirty (30) days written notice to the Contractor that
the State is exercising its option to terminate the Agreement
'9.2 in the event of an early termination of this Agreement for
any reason other than the completion of the Services, the
Contractor shall, at the State's discretion, deliver to the
Contracting OfTicer, not later than fifteen (IS) days after the date
of termination, a repon ("Termination Repoit") describing in
detail all Services p^ormed, and the contract price earned, to
and including the date of termination. The form, subject nuitter,
content, and number of copies of the Tentiination Report shall
be identical to those of any Final Repon described in the attached
EXHIBIT B. In addition, at the Stale's discretion, the Contractor
shall, within IS days of notice of early termination, develop and

submit to the State a Transition Plan for services under the
Agreement

10. DATA/ACCESS/CONFIDENTIALITY/
PRESERVATION.

10.1 As used in this Agreement, the word "data" shall mean all
information and things develc^>ed or obtained during the
performance of, or acquired or developed by reason of, this
Agreement including, but not limited to, all studies, reports,
files, formulae, surveys, mops, charts, sound recordings, video
recordings, pictorial reproductions, drawings, analyses, graphic
representations, computer programs, computer printouts, notes,
letters, memorarKSa. papers, and documents, all whether
rinished or unfinished.

10.2 All data and any property which has been received from
the State or purchas^ with funds provided for that purpose
under this Agreement, shall be the property of the State, and
shaJI be returned to the Slate upon demand or upon termination
of this Agreement for any reason.
10.3 Conndentiality of data shall be governed by N.H. RSA
chapter 91-A or other existing law. Disclosure of data requires
prior written approval of die State.

11. CONTRACTOR'S RELATION TO THE STATE. In the
performance of this Agreement the Contractor is in all respects
an independent contractor, and is neither an agent nor an
employee of the State. Neither the Contractor nor any of its
officers, employees, agents or members shall have authority to
bind the State or receire any benefits, woiters' compensation or
other emoluments provided by the State to its employees.

12. ASSIGNMENT/DELEGATION/SUBCONTRACTS.
12.1 The Contractor shall not assign, or otherwise transfer any
interest in this Agreement without the prior written notice, which
shall be provided to the State at least fifteen (15) days prior to
the assignment, and a written consent of the State. For purposes
of this paragraph, a Change of Control shall constitute
assignment. "Change of Control" means (a) merger,
consolidation, or a transaction or series of related transactions in
which a third party, together with its affiliates, becomes the
dtfect or indirect owner of fifty percent (50%) or more of the
voting shares or similar equity interests, of combined voting
power of the Contractor, or (b) the sale of all or substantially all
of the assets of the Contractor.
12.2 None of the Services shall be subcontrocted by the
Contractor without prior written notice and consent of the State.
The State is entitled to copies of oil robcontracts and assignment
agftements and shall not be bound by any provisions contained
in a subcontract or an assignment agreement to which it is not a
pany.

13. INDEMNIFICAnON. Unless otherwise exempt^ by law.
the Contractor shall indemnify and hold harmless the State, its
officers.and employees, from and against any and all claims,
iiabilities and costs for ony personal Injury or property damages,
patent or cc^right infringement, or other claims asserted against
the Stotc, its officers or employees, which arise cut of (or which
may be claimed to arise out oO the acts or omission of the
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Contrscior, or subcontracton, including but not limited to the
negligence, reckless or intentional conduct. The State shall not
be liable for any costs incurred by the Contractor arising under
this paragraph 13: Notwithstanding the foregoing, nothing herein
contained shall be deemed to constitute a waiver of the sovereign
immunity of the State, which immunity is hereby reserved to the
State. This covenant in paragraph 13 sh^l survive the
terminatiori of this AgieemenL

14. INSURANCE.

14.1 The Contractor shall, at its sole expense, obtain and
continuotisly maintain in force, \and shall require any
subcontractor or assignee to obtain and maintain in force, the
following insurance:
14.1.1 commercial general liability insurance against all claims
of bodily injury, death or property damage, in amounts of not
less than SI ,000,000 per occunence and $2,000,000 aggregate
or excess; and
14.1.2 special cause of loss coverage form covering all property
subject to subparagrairf) 10.2 herein, in an amount not less than
80% of the whole replacement value of the property.
14.2 The policies described in subparagraph 14.1 herein shall be
on policy forms and endorsements approved for use in the State
of New Hampshire by the N.H. Dqwtment of Insurance, ar>d
issued by insurers li^nsed in the State of New Hampshire.
14.3 The Contractor shall furnish to the Contracting Officer
ideniiriod in block 1.9. or his or her successor, a certiricate(s) of
insurance for all insurance required under this Agreement.
Contractor shall also furnish to the Contracting Onicer identified
in block 1.9. or his or her successor, certiricate<s) of insurance
for all renewal(s) of insurance required under this Agreement no
later than ten (10) days prior to the expiration date of each
insurance policy. The certiricate(s) of insurance and any
renewals thereof shall be attached and are incorporated herein by
reference.

15. WORKERS' COMPENSATION.

15.1 By signing (his agreement, the Contractor agrees, ceitifies
and warrants thai the Contractor is in compliance with or exempt
from, the requirements of N.H. RSA chapter 281-A fWonkerr'
Compensation").
15.2 To the extent the Contractor is subjea to the requirements
of N.H. RSA chapter 281 ̂A, Contractor shall maintain, and
require any subcontractor or assignee to secure and maintain,
payment of Workers* Compensation in connection with
activities which the person proposes to undertake pursuant to this
Agreement The Contractor shall fomish the Contracting Officer
identified in block 1.9. or his or her successor, proof of Workers'
Compensation in the manner described in N.H. RSA ch^xer
28I'A and any applicable renewal(s) thereof, which shall be
attached and are incorporated herein by reference. The State
shall not be responsible for payment of any Workers*
Compensation premiums or for any other claim or benefit for
Contractor, or any subconvactor or employee .of Contractor,
which might arise under applicable State of New Hampshire
Workers' Compensation laws In connection with the
performance of the Services under this Agreement

16. NOTICE. Any notice by a party hereto to the oiber party
shall be deemed to have been duly delivered or given at the time
of mailing by certified mail, postage prepaid, in a United States
Post OITice addressed to the parties at the addresses given in
blocks i .2 aiKi 1.4, herein.

17. AMENDMENT; This Agreement may be amended, waived
or discharged only by an instrument in writing signed by the
parties hereto and only after approval of such amendment,-
waiver or discharge by the Governor and Executive Council of
the State of New Hampshire unless no such approval is required
under the circumstances pursuant to State law, rule or policy.

18. CHOICE OP LAW AND FORUM. This Agreement shall
be governed, interpreted and construed in accordance with the
laws of the State of New Hampshire, and is binding upon and
inures to the benefit of the ponies and their respective successors
and assigns. The wording used in this Agreement is (he wording
chosen by the parties to express their mutual intent, and no rule
of construction shuill be applied against or in favor of any party.
Any actions arising out of this Agreement shall be brought and
maintained in New Hampshire Superior Cotut which shall have
exclusive jurisdiction thereof.

19. CONFLICTING l^RMS. Id the event of a conflict
between the terms of this P-37 form (as modified in EXHlBrr
A) and/or attachments and amendment thereof, the terms of the
P-37 (as modified in EXHIBIT A) shall control.

20. THIRD PARTIES. The parties hereto do not intend to
benefit any third parties and this Agreement shall not be
construed to confer any such benefit

21. HEADINGS. The headings throughout the Agreement are
for reference purposes only, and the words contained therein
shall in no way be held to explain, modify, amplify or aid in the
interpretation, construction or meaning of the provisions of this
Agreement.

22. SPECIAL PROVISIONS. AddiUonal or modifying
provisions set forth in the attached EXHIBIT A are incorporated
herein by reference.

23. SEVERABILITV. In the event any ofthe provisions of this
Agreement are held by a coun of competent jurisdiction to be
contrary to any state or federal law, the remaining provisions of
this Agreement will remain in full force and effect.

24. Ef4TIR£ AGREEMENT. This Agreement, which may be
executed in a number of counterparts, each of which shall be
deemed on original, constitutes the entire agreement and
understanding between the parties, and supersedes all prior
agreements and understandings with respect to the subject matter
hereof.

Page 4 of 4
Contractor Initials J2.

Date 01/03/2023



EXHIBIT A

SPECIAL PROVISIONS

The provisions of the P'37 are amended as follows:

a. Section 6.3. modify to read as follows; "The Contractor agrees to permit the State or United States
access to any of the Contractor's books, records and accounts relevant to this Agreement for the
purpose of ascertaining compliance with all rules, regulations and orders, and the covenants, terms and
conditions of this Agreement."

b. Sectiori 9.2, add: 'In the event of early termination by the State, the Contractor shall be paid for
services and deliverables satisfactorily performed or delivered in accordance with this agreement
submitted up to the date of termination."

c. Section 10.3, add; "The Contractor shall not advocate, present findings, or speak on the State's behalf
in any public forum without specific written authorization and agreement."

d. Section 13, add after secoiW sentence: The Contractor shall not be responsible for any portion of
' claims, liabilities, or costs arising hereunder due to negligent acts of the State,-Its officers, and
employees."
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: EXHIBIT B

^ ' SCOPE OF SERVICES

McKinsey & Company (McKinsey) will conduct an analysis of how New Hampshire state government could
provide specific integrated online services to employers and works called the Business Services Portal
(BSP). McKinsey will collect data required to create a more responsive and cohesive online system '
dedicated to addressing the needs and expectations of busiriesses, employees and small business owners *
in the state. Comprehensive assessment, analysis and strategy development will enable the agency to
pursue implementation of an online senrice delivery portal at a new, high performing standard. By creating a
"front door" service delivery portal, New Hampshire ensures yet another tool to demonstrate its
competitiveness In being business friendly and proactive, helping to grow and encourage business
expansion and retention in the state.

Contract doliver^>les:

Analysis end Reporting:
•  Provide Assessment of All Current Available Online State Services and Their Delivery Systems

o List of in-scope services to assess (which will later be further prioritized) and required dimensions to
analyze, validated with agencies/ leadership/ experts

o Robust fact base on each service with qualitative and quantitative information about each service
and technology infrastructure'

o Assessment of muitiple state agency services includes but not limited to: Permitting, Registrations,
Filing, Licensing, Support services (employment, workforce, technical support, etc.)

•  Collect and Provide Analysis on User Feedback of Current Systems
o Working team structure and cadence (including our team and representatives from New

Hampshire)
o Collection, analysis and synthesis of quantitative and qualitative user feedback
o User Personas

o Current state journey with pain-pdints
6 User feedback on proposed ideas for the portal

•  Identify Areas of Integral^ Online Business Sen/ice Delivery to be Induded in Portal
0 Viston and aspiration for portal
o  Prioritized list of services for Inclusion; Identify areas of an integrated online business service delivery

to be included in the online portal including but not limited to:
o o Workforce programrfiing (e.g. training, employment services, unemployment registration etc.)
o o Occupational licensing, registration, renewal
o o Business registration (e.g. creating new business, required reports, etc)
6 o Business support (e.g. financial assistance, business expansion, etc)
o o State permitting
0 o State filing services (e.g. tax filings, reports, etc)
o High-level "from/to" vision for user experience by process and for the portal as a whole

• Operafe in Coordination with the Agency and Collat)orative of Essential Agencies

Strategy Development:
•  Identify Any Similar and Existing State Service Delivery Systems

o High-level 50 state scan of existing 'one-stop' business portals
o Highlights of exceptional design, function and experience from which to leam
o Deep dives on prioritized services for New Hampshire

• Strategic Plan for Implementation of New Online 'Front Door' Portal
o Features and release plan
o Plan for execution, Including teams, roles, and timeline
o Capabilities assessment and plans to fill gaps
o Key Performance Indicator (KPI) tracking and reporting mechanisms

•  Develop Estimated Budget for Execution including Cost Savings and Identify Other Benefits
o Future state budget for the portal
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o Potential benefits from the portal across stakeholder groups and across a holistic impact framevrork

The Services shall not be deemed medical, investment, legal, tax, accounting or other regulated advice, such
as professional advice normaliy provided by licensed or certified practitioners.

01/03/2023
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EXHIBIT C

SCHEDULE AND PAYMENTS

Below are the detailed payment terms of this Agreement:

$1,000,000
Contfagt Price
Total contract shall not exceed:

Payment Schedule

McKlnsey & Company contract term begins upon approval by the Governor and Council and concludes no
later than June 30, 2023.

McKinsey & Company will submit monthly progress reports and Invoices to the State by the I5th of each
month based on the total contract price listed above. Such invoi^s will be divided into equal monthly
payments tor the duration of the contract term. Invoices will show current amount being invoiced and
cumulative invoiced amount to date. The State will pay McKinsey within 30 days after receipt of the monthly
progress reports and invoices.

McKinsey & Company will submit a final invoice and any associated final reports as required by the State of
New Hampshire, as the originator of funding for this contract, within 60 days of the final report delivered.

Invoice Due Date invoice Period invoice Amount

March 15,2023 January - February 28,2023 $250,000.00

April 15,2023 March 1. 2023 - March 31, 2023 $250,000.00

May 15, 2023 Aprill. 2023 - April 30, 2023 $250,000.00

June 15.2023 May 1.2023-May 31,2023 $250,000.00

Total Contract Price: $1,000,000.00

Monthly invoices shall be submitted electronically to: Cvnthia.i.harrinGtQn@livefree.nh.QQV and
cc: RhQnda.D.Henslev@livefree.nh.QOV

01/03/2023
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STANDARD EXHIBIT D

Dnjg*Free Workplace

The Grantee (aka 'Contractor^ identified in Section ̂ .3 of the General Provisions agrees to comply with the
provisions of Sections 5151-5160 of the Drug-Free Workplace Act of 1988 (Pub. L 100-690, Title V, Subtitle
D; 41 U.S.C. 701 et seqO, and further agrees to have the Grantee's representative, as identified in Sections
1.11 of the General Provisions execute the following Certification:

Certification Regarding Drug Free Workplace

This certification is required by the regulations Implementing Sections 5151 -5160 of the Drug-Free
Workplace Act of 1988 (Pub. L. 100-690, Tttle V, Subtitle D; 41 U.S.C. 701 etseq.). The January 31,1989,
regulations were amended and published as Part II of the May 25,1990, Federal Register (pages 21681-
21691), and require certification by gmntees (and by Inference, sub-grantees and sub-Grantees), prior to
award, that they will maintain a drug-free workplace. Section 3017.630(c) of the regulation provides that a
grantee (and by Inference, sub-gr'antees and sub-Grantees) that is. a state may elect to make one
certification to the Department in each federal fiscal year in lieu of certificates for each grant during the
federal fiscal year covered by the certification. The certificate set out below is a material representation of
fact upon which reliance is placed when the agency awards the grant. False certification or violation of the
certification shall be grounds for suspension of payments, suspension or termination of grants, or
government wide suspension or debarment. Grantees using this form should send it to:

Department of Business and Economic Affairs
100 North Main Street, Suite 100

Concord, NH03301

(A) The Grantee certifies that it will or ̂11 continue to provide a drug-^e workplace by:

(a) ' Publishing a statement notifying employees that the unlawful manufacture, distribution,
dispensing, possession or use of a controlled substance is prohibited in the grantee's
workplace and specifying the actions that will be taken against employees for violation of
such prohibition;

(b) Establishing an ongoing drug-free awareness program to inform employees about—

(1) The dangers of drug abuse in the workplace;
(2) The grantee's policy of maintaining a drug-free workplace;

'  (3) Any available drug counseling, rehabilitation, and employee assistance programs;
and

(4) The penalties that may be Imposed upon employees for drug abuse violations
^  occurring in the workplace;

(c) Making it a requirement that each employee to be engaged in the performance of the grant
be given a copy of the statement required by paragraph (a);

/  ̂

(d) Notifying the erhployee In the statement required by paragraph (a) that, as a condition of
employment under the grant, the employee will—

'  ' (1) Abide by the terms of the statement; and ^ .
(2) Notify the employer in writing of his or her conviction for a violation of a criminal drug

01/03/2023 ,
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statute occurring In the workplace no later than five calendar days after such
conviction;

(e) Notifying the agency in writing, within ten calendar days after receiving notice under
subparagraph (d)(2) from an employee or othenwlse receiving actual notice of such
conviction. Employers of convicted employees must provide notice, including position title, to
every grant officer on whose grant activity the convicted employee was working, unless the
Federal agency has designated a central point for the receipt of such notices. Notice shall
Include the identification number(s) of each affected grant;

(f) Taklrtg one of the following actions, within 30 calendar days of receiving notice under
subparagraph (d)(2), with respect to any employee who is so convicted—

(1) Taking appropriate personnel action against such an employee, up to and including
termination, consistent wth the requirements of the Reh^ilitation Act of 1973, as
amended; or

(2) Requiring such employee to participate satisfactorily in a drug abuse assistance or
rehabilitation program approved for such purposes by a Federal, state, or local
health, law enforcement, or other appropriate agency;

(g) Making a good faith effort to continue to maintain a drug-free workplace through
Implementation of paragraphs (a), (b), (c). (d), (e), and (f).

(B) The Grantee may Insert in the space provided below the site{s) for the performance of work done In
connection with the specific grant.

Place of Performance (street address, city, county, State, zip code) (list each location)

McKlnsey and Company
1200 19™ STNW STE1000
Washington, District of Columbia
20036-2427, United States

Check G If there are workplaces on file that are not Identified here.

Upon Governor & Executive Council Approval
McKlnsey & Company through June 30, 2023

Contractor Name Period Covered by this Certification

Tonv D'Emidlo. Partner

N^e and Title of Authorized Contractor Representative

^  Contractor Representative Signature Date

01/03/2023
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STANDARD EXHIBIT E

Lobbying

The Grantee (aka "Contractor") identified in Section 1.3 of the General Provisions agrees to comply with the
provisions of Section 319 of Public Law 101 -121, Government wide Guidance lor New Restrictions on
Lobbying, and 31 U.S.C. 1352, and further agrees to have the Grantee's representative, as identified in
Sections 1.11 and 1.12 of the General Provisions execute the following Certification:

CERTIFICATION REGARDING LOBBYING

Programs (indicate applicable program covered): Coronavirus State and Local Fiscal Recovery Fund for
New Hampshire Population Projections

Contract Period: Upon Governor & Executive Council Approval through June 30,2023

The undersigned certifies, to the best of his or her knowledge and belief, that:

(1) No Federal appropriated furvis have been paid or will t>e paid by or on behalf of the undersigned, to
any person for influencing or attempting to influence an officer or employee of any agency, a
Member of Congress, an officer or employee of Congress, or an employee of a Member of Congress
in connection with the awarding of any Federal contract, continuation, renewal, amendment, or
modification of any Federal contract, grant, loan, or cooperative agreement (and by specific mention
sub-grantee or sub-Grantee).

(2) If any funds other than Federal appropriated funds have been paid or will be paid to any person for
influencing or attemptir>g to influence an officer or employee of any agency, a Meml)er of Congress,
an officer or employee of Congress, or an employee of a Member of Congress in connection with
this Federal contract, grant, loan, or cooperative agreement (and by specific mention sub-grantee or
sub-Grantee), the undersigned shall complete and submit Standard Form LLL, "Disclosure Form to
Report Lot>bying, in accordance with its instructions, attached and identified as Standard Exhibit E-l.

(3) The undersigned shall require that the language of this certification be included in the award
document for sub-awards at all tiers (including subcontracts, sub-grants, and contracts under grants,
loans, and cooperative agreements) and that all sub-recipients shall certify and disclose accordingly.

This certification is a material representation of fact upon which reliance was placed when this transaction
was made or entered Into. Submission of this certification is a prerequisite for making or entering into this
transaction imposed by Section 1352, Title 31, U.S. Code. Any person who falls to file the required
certification shall tw subject to a civil penalty of rwt less than $10,000 and not more than $100,000 for each
such failure. ^

Partner
Contractor Representative Title

Tony D'Emidio, McKlnsey & Company 01/03/2023
Contractor Name Date

Contractor Representative Signature

__ 01/03/2023
Initials TP Date Page 7 of 15



STANDARD EXHIBn F- Debarment

The Grantee (aka 'Contractor^ identified in Section 1.3 of the General Provisions agrees to comply with the
provisions of Executive Office of the President, Executive Order 12529 artd 45 CFR Part 76 regarding
Debarment, Suspension, and Other Responsibility Matters, and further agrees to have the Grantee's
representative, as identified In Sections 1.11 and 1.12 of the General Provisions execute the following
Certiflcation:

CERTIRCATION REGARDING DEBARMENT, SUSPENSION, AND OTHER
RESPONSIBILfTY MATTERS - PRIMARY COVERED TRANSACTIONS

Instructions for CeiWication
(1) By signing and submitting this Contract, the Grantee is providing the certificatibn set out below.
(2) The inability of a person to provide the certification required below will not necessarily result in denial of

participation in this covered transaction. If necessary, the Grantee shall submit an explanation of why it
cannot provide the certification. The certification or explanation will be considered In connection with the
State determination whether to enter into this transaction. However, failure of the Grantee to furnish a
certilication or an explanation shall disqualify such person-from participation In this transaction.

(3) The certification in this clause is a material representation of fact upon which reliance was placed v^en
the State determined to enter into this transaction. If it is later determined that the Grantee knowingly
rendered an erroneous certificatiori, in addition to other remedies available to the Federal Government,
State may terminate this transaction for cause or default.

(4) The Grantee shall provide immediate written notice to State, to whom this Contract is submitted if at any
time the Grantee learns that its certihcation was erroneous when submitted or has become erroneous by
reason of changed circumstances.

(5) The terms "covered transaction," "debarred," "suspended." "ineligible," "tower tier "covered transaction."
"participant," "person," "primary covered transaction," "principal," "proposal." and "voluntarily excluded,"
as usod i'n this dause, have the meanings set out in the Definitions and Coverage sections of the rules
implementing Executive Order 12549:45 CFR Part 76.

(6) The Grantee agrees by submitting this Contract that, shouid the proposed covered transaction be
entered into, it shall not Knowingly enter into any lower tier covert transaction with a person who is
debarred, suspended, dedared ineligible, or voluntarily exduded from participation in this covered
transaction, unless authorized by the State.

(7) The Grantee further agrees by submitting this Contract that it will include the dause titled "Certification
Regarding Debarment. Suspension, Ineligibility and Voluntary Exdusion - Lower Tier Covered
Transactions," provided by State, .without modification, in all lower tier covered transactions and in all
solicitations for lower tier covered transactions.

(8) A Grantee'in a covered transaction may rely upon a certification of Grantee in a lower tier covered
transaction that it is not debarred, suspended, ineligible, or involuntarily excluded from the covered
transaction, unless it knows that the certification is erroneous. A Grantee may decide the method and
frequency by which it determines the eligibility of its prindpals. Each partidpant may, but is not required
to, check the Non-procurement List (of exduded parties).

(9) Nothing contained in the foregoing shall be construed to require establishment of a sy^em of records in
order to rerider In good faith the certification required by this clause, the knowledge and information of
a Grantee is not required to exceed that which is normally possessed by a prudent person in the
ordinary course of business dealings.

(10) Except for transactions authorized under paragraph 6 of these instructions, if a Grantee in a covered
transaction knowingly enters into a lower tier covered transaction with a person who is suspended,
debarred, ineligible, or voluntarily excluded from participation in this transaction, in addition to other
remedies available to the Federal government, State may terrhinate this transaction for cause or default.

01/03/2023
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CERTIFICATION REGARDING DEBARMENT, SUSPENSION, AND OTHER

RESPONSIBILITY MATTERS - PRIMARY COVERED TRANSACTIONS, cont'd

Certification Regarding Det)arment, Suspension, and Other
Responsibiiity Matters • Primary Covered Transactions

(1) The Grantee (aka "Contractor") certifies to the best of its knowledge and belief, that it and Its
principals:

(a) are not presently debarred, suspended, proposed for debarment, declared ineligible, or
voluntarily excluded from covered transactions by any Federal department or agency;

(b) have not within a three-year period preceding this Contract been convicted of or had a civil

judgment rendered against them for commission of fraud or a criminal offense in connection
with obtaining, attempting to obtain, or performing a public (Federal, State or local)
transaction or a contract under a public transaction; violation of Federal or State antitrust
statutes or commission of embezzlement, theft, forgery, bribery, falsification or destruction of
records, making false statements, or receiving stolen property;

(c) are not presently indicted for otherwise criminally or civilly charged by a governmental entity
(Federal, State or local) with commission of any of the offenses enumerated In paragraph (I)
(b) of this certification; and

(d) have not, within a three-year period preceding this Contract, had one or more public
transactions (Federal, State or local) terminated for cause or default.

(2) Where the prospective primary participant is unable to certify to any of the statements in this
certification, such prospective participant shall attach an explanation to this Contract.

'aM Partner
Contractor Representative Signature Contractor Representative Title

01/03/2023
Tony D Emidio, McKinsey & Company
Contractor Name Date

01/03/2023
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STANDARD AGREEMENT EXHIBIT G

CERTIFICATION REGARDING THE

AMERICANS WfTH DISABIUTIES ACT COMPLIANCE

The Contractor identified in Section 1.3 of the General Provisions agrees by signature of the Contractor's
representative as identified in Sections 1.11 and 1.12 of the Genera) Provisions, to execute the following
certification:

By signing and submitting this Contract the Contractor agrees to make reasonable efforts to comply with
all applicable provisions of the Americans with Disabilities Act of 1990.

Partner

Contractor Representative Signature Contractor's Representative Title

Tony D'Emldio, McKlnsey & Company 01/03/2023
Contractor Name Date

01/03/2023
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STANDARD EXHIBIT H

CERTIFICATION

Public Law 103-227, Part C

ENVIRONMENTALTOBACCO SMOKE

Public Law 103227. Part 0 Environmental Tobacco Smoke, also known as the Pro Children Act of 1994,
requires that smoking not be permitted In any portion of any Indoor facility routinely owned or leased or
contracted for by an entity and used routinely or regularly for provision of health, day care, education, or
library services to children under the age of 18, if the services are funded by Federal programs either
directly or through State or local governments, by Federal grant, contract, loan, or loan guarantee.
The law does not apply to children's services provided in private residences, facilities funded solely by
Medicare or Medicaid funds, and portions of facilities used for inpatient drug or alcohol treatment.
Failure to comply with the provisions of the law may result in the imposition of a civil monetary penalty of up
to $1000 per day and/or the imposition of an administrative compliance order on the responsible entity.
By signing and submitting this Contract the Grantee (aka "Contractor") certifies that it will comply with the
requirements of the Act.

The Grantee further agrees that it will require the language of this certification be included In any subawards
which contain provisions for the children's services and that alt subgrantees shall certify accordingly.

Partner

Contractor Representative Signature Contractor Representative Title

Tony D'Emidio, McKinsey & Company 01/03/2023
Contractor Name Date

01/03/2023
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STANDARD EXHIBIT I

-  ASSURANCE OF COMPUANCE N0NDISCRIMINAT10N IN FEDERALLY ASSISTED
I  PROGRAMS
I  0MB Burden Disclosure Statement
(

Public reporting burden for this cbllection of information is estimated to average 15 minutes per response,
including the time for re>^wing instructions, searching existing data Purees, gathering.and maintaining the
data needed, and completing and reviewing the collection of information. Send comments regarding this
burden estimate or any other aspect of this collection of information, including suggestions for reducing this
burden, to the Office of (Management'and Budget (0MB), Papenwork Reduction Project (1910-0400);
Washington, DC 20503.1 ' = .

I

Mc'Klnsev A Co thereinafter called the "Grantee* and aka "Contractor") HEREBY AGREES to comply
v^ilh Title VI of the Civil Bights Act of 1964 (Pub. L 68-352), Title IX of the Education AmerKf ments of 1972,
as amended, (Pub. L. 92-318, Pub. L. 93-568; and Pub. L. 94-482), Section 504 of the Rehabilitation Act of
1973 (Pub. L 93-112); the Age Di^nriination Act of 1975 (Pub. L* 94-135). Title VIII of the Civil Rights Act
of 1968 (Pub. L 90-284). In accordance with the ateve laws and regulations Issued pursuant thereto, the
Grantee agrees to assuije that no person in the United States shall, on the ground of race, color, national
origin, sex, age, or disability, be excluded from participation in, be denied the benefits of, or be otherwise
subjected to discrimination under any (xogram or activity in which the Grantee receives Federal
assistance. '

I  * _ •

Applicability and Period of OMIgatloh
In the case of any servira, financial aid, covered employment, equipment, property, or structure provided,
leased, or improved with Federal assistance extended to the Grantee by the State with federal ARPA
funds, this assurance obligates the Grantee for the period during which Federal assistance is extend^. In
the case of any transfer of such service, financial aid, equipment, property, or structure, this assurance
obligates the transferee W the period during which Federal assistance is extended. Jf any personal
property is so provided, this assurance obligates the Grantee for the period during which it retains
ownership or possession of the property.

I

Employment Practlcesj
Where a primary objective of the Federal assistance is to provide employment or where the Grantee's
employment practices affect the delivery of services in programs or activities resulting from Federal
assistance extended by the State, the Grantee agrees not to discriminate on the ground of race, color,
national origin, sex, age! or disability, in its employment practices. Such employment practices may
include, but are not limits to, recruitment, advertising, hiring, layoff or termination, promotion, demotion,
transfer, rates of pay, training and participation in upward mobility programs; or other forms of
compensation and use of facilities.

Subreciplent Assurance

The Grantee shall requi^ any Individual, organization, or other entity wi^ whom it subcontracts, subgrants,
or subleases for the pur^se of providing any service, financial aid. equipment; property. or structure to
comply with laws and regulations citpd above. To this end, the subreciplent shall be required to sign a
written assurance form; however, the pbllgation of both recipient and subreciplent to ensure compliance is
not relieved by the collodion or submission of written assurance forms.

Data Collection and Access to Records

The Grantee agrees to compile and maintain information pertaining to programs or activities developed as
a result of the Grahtee's|receipt of Federal assistance from the State. Such information shall include, but is
not limited to the following: (1) the manner in which services are or will be provided .and related data
necessary for determinirig whether any persons are or will be denied such services on the basis of

;  ! . ■ __ 01/03/2023
i  Initials- ' P Date . Page 12 of 15



pronibited discrimination; (2) the population eligible to be served by race, coior, national origin, sex, age
and disability; (3) data regarding covered employment including use or planned use of bilingual public
contact employees serving beneficiaries of the program where necessary to permit effective participation
by beneficiaries unable to speak or understand English; (4) the location of existing or proposed facilities
connected with the program and related information adequate for determining whether the location has or
will have the effect of unnecessarily denying access to any person on the basis of prohibited discrimination;
and (5) the present or proposed membership by race, color, national origin, sex, age and disability in any
plann.ng or advisory body which is an integral part of the program.

The Grantee agrees to submit requested data to the State, the U.S. Department of Treasury or 0MB
regarding programs and activities developed by the Grantee from the use of ARPA funds extended by
the State upon request. Facilities of the Grantee (including the physical plants, buildings, or other
structures) and all records, books, accounts, and other sources of information pertinent to the Grantee's
curnpliance with the civil rights laws shall be made available for inspection during normal business hours
on request of an officer or employee of the State, the U.S. Department of Treasury or OMB specifically
authorized to make such inspections.

This assurance is given in consideration of and for the purpose of obtaining any and ail Federal grants,
loans, contracts (excluding procurement contracts), property, discounts or other Federal assistance
extended after the date hereof, to the Grantee by the State Including installment payments on account after
such data of application for Federal assistance which are approved before such date. The Grantee
recognizes and agrees that such Federal assistance will be extended in reliance upon the representations
and agreements made in this assurance, and that the United States shall have the right to seek judicial
enforcement of this assurance. This assurance is binding on the Grantee, the successors, transferees, and
assignees, as well as the person(s) whose signatures appear below and who are authorized to sign this
assurance on behalf of the Grantee.

Grantee Certification

The Grantee certifies that It has compiled, or that, within 90 days of the date of the grant, it will comply with
all applicable requirements of 10 C.F.R. § 1040.5 (a copy will be furnished to the Grantee upon written
request to the State).

Partner
Contractor Representative Title

rv.,- .«• 4. .>• /s 01/03/2023Tony D Emidio, McKinsey & Company
Contractor Name Date

Contractor Representative Signature

01/03/2023
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STANDARD EXHIBUJ

CERTIFICATION REGARDING THE FEDERAL FUNDING ACCOUNTABILITY AND
TRANSPARENCY ACT fFFATA^ COMPLIANCE

The Federal Funding Accountability and Transparency Act (FFATA) requires grantees of Individual
Federal grants equal to or greater than $25,000 and awarded on or after October 1,2010, to report on data
related to executive cornpensation and associated first-tier sub-grants of $25,000 or more; If the initial award
is below $25,000 but subsequent grant modifications result in a total award equal to or over $25,000, the
award is subject to the FFATA reporting requirements, as of the date of the award.

In accordance with 2 CFR Part 170 (Reporting Subaward and Executive Compensation Information), the
State must report the following information for any grant award subject to the FFATA reporting
requirements:

1) Narne of entity
2) Amount of award
3) Funding agency
4) NAICS code for contracts / CFDA program number for grants
5) Program source
6) Award title descriptive of the purpose of the funding action
7) Location of the entity
6) Principal place of performance
9} Unique identifier of the entity (SAM.#)
10) Total compensation and names of the top five executives if:

a. More than 80% of annual gross revenues are from the Federal government, and those
revenues are greater th^ $25M annually and

b. Compensation information is not already available through reporting to the SEC.

Grantees (aka "Contractors") must subnilt FFATA required data by the end of the month, plus 30 days, in
which the award or award amendment is made.

The Grantee identified |n Section 1.3 qi the General Provisions agrees to comply with the provisions of the
Federal Funding Accountability and transparency Act, Publjc t_aw 109-282 and Public Law 110-252,
and 2 CFR Part 170 {Reporting Subaward and Executive Compensation Inforrnation), and further
agrees to have one of the Grantee's representative(s), as identified in Sections 1.11 of the General
Provisions execute the following Certification:

The below named Grantee agrees to provide needed information as outlined above to the State and to
com^ with all applicable provisions of the Federal Financial Accountability and Transparency Act.

Partner

Contractor Representative Signature Contractor Representative Title

Tony D'Emidio, McKinsey & Company 0lf03/2023

Contractor Name Date

Initials'"^ Datefli/03/2023 Page 14 of 15



STANDARD EXHIBIT J com.

CERTIRCATION

As the Grantee (aka "Contractor^ identified.in Section 1.3 of the General Provisions, I certify
that the responses to the belo.w listed questions are true and accurate.

1. Jhe SAM number for your entity is: N6JZARL64EW5

2. In your business or organization's preceding completed fiscal year, did your business or
organization receive (1) 80 percent or more of your annual gross revenue in U.S. federal .
contracts, subcontracts, loans, grants, sub^rants, and/or cooperative agreements; and (2)
$25,000,000 or more in annual gross revenues from U.S. f^eral contracts, subcontracts,
loans, grants, subgrants, and/or cooperative agreements?

X.NO YES
r-

if the answer to #2 above Is NO,
stop here

If the answer to #2 above Is YES, please answer the
'  following:

3. Does the putHic have access to information about the compensation of the executives'in
your business or organization through periodic reports filed under section 13(a) or 15(d) of the
Securities Exchange Act of 1934 (15 U.S.C.78m(a), 78o(d)) or section 6104 of the Internal
Revenue Code of 1986?

HO ■ ^YES

If the answer to #3 above Is YES,
stop

If the answer to #3 above Is NO, please answer the
following:

4. The names and compensation of the five most highly compensated officers In your
business or organization are as follows:

Name Amount: _

Name Amount: _

Name Amount:.

Name ^ i Amount: _

Name ^ Amount:
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state of New Hampshire

Department of State

CERTIFICATE

I, D*vld M. Sisaitfsn, Secfctwy of Stiiv ofChe Stele ofNew Hentpshlfe. do hcieby certify that MCKINSBY A COMPANY, INC<

WASmNCtON D.C te a Odiware Profit CcrporaUoo registered lo transact business In.New Hampshire on March 06,2013.1
Anther certify thai all fbes and doctonenis required by the Secretary of State's office have been ic«ivcd nd is in good standing as
(kr as this office is concerned.

Business ID: 688047

Certificate Number: 0003002140

bi

O

IN testimony WHEREOF.

I hmo SCI my hand and cause to be afTuced

the Seal of the State of New HampsMfe.

tJtis JOtb day of November AS>. 2022.

David M. Scaatan

Secretary of State



McKinsey & Company, Inc. Washington D.C.

'  Officer's Certificate

1, Ty Habcr, the duly elected and acting Treasurer of McKinsey & Company, Inc.
Washington D.C., a corporation organized and existing under the .laws of the State of Delaware,
United States .of America (the "Corporation"), do HEREBY CERTIFY that the following is a true
.and correct copy of certain resolution duly adopted by Unanimous Written Consent in Lieu of
Annual Meeting of the Board of Directors of the Corporation, dated effective as of January I,
2022, and that such resolution is in full force and effect and has not been amended, modified or
rescinded as of the date hereof:

Officers* Power and Authority to Act

RESOLVED, that the officers of the Corporation shall have the power and authority to
execute and deliver, by and on behalf of the Corporation, all agreements, contracts, corporate
instruments, bank instruments, indemnity agreements, loan documents, mortgages, bonds, notes,
leases, powers of attorney, releases, tax returns or other instruments, under corporate seal when
required, executed in the course of the Corporation's regular business and deemed to be in the best
interest and in furtherance of the Corporation's business, including but not limited to issuing
consents and signing documents on behalf of the Corporation as a shareholder of its subsidiaries
and affiliates, until such time as their power is revoked or the named individual no longer holds
office. .r

I FURTHER CERTIFY, that Tony D'Emidio was elected President of the Corporation by
Unanimous Written Consent in Lieu of Annual Meeting of the Board of Directors of the
Corporation, dated effective as of January 1, 2022; and as of the date hereof holds the office
specified with the Corporation, and as such Tony D'Emidio is duly authorized to sign, in the name
and on behalf of the Corporation, any and all documents with regard to the Corporation.

IN WITNESS WHEREOF, the undersigned hqs execut^ this certificate this 3rd day
of January, 2023.

Ju Habet
Ty Habcr
Treasurer
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